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Executive Summary
The ACCC is required under the Competition and Consumer Act 2010 (CCA) to prepare this annual report
on the competitive safeguards within the telecommunications industry.
A key feature of the telecommunications sector in 2011−12 was the continuing rapid increases in the
consumption of broadband data by consumers. This represents both an opportunity and challenge for
the telecommunications industry. A congested network can degrade the quality of service available to
all consumers. As in the past, investment to upgrade capacity—in infrastructure and/or spectrum (for
wireless networks)—remains important for addressing potential congestion. However, revenues to fund
this investment are no longer growing at previous rates. Most carriers saw their total revenues decline in
2011−12, while others enjoyed only small growth.
Network operators are looking at a range of strategies for addressing the demands on their networks,
including alternative pricing structures and network management practices. These may result in the price
a consumer pays for internet services being more closely linked to the volume of data they consume,
and its quality. This could lead to efficient outcomes if heavy internet users pay relatively more than light
users, helping network operators to fund the increases in capacity required to meet consumers’ growing
demands into the future. While the National Broadband Network (NBN) will account for much of this
investment, other related investment—for example, in transmission capacity—will also be required.
2011−12 also saw the continuation of a number of other key trends seen in the telecommunications
industry in the past few years. Telstra continued to strengthen its market share in mobile handsets and
wireless broadband markets, as customers continued to move to Telstra in significant numbers following
VHA’s network performance problems in 2010. Telstra’s success in these areas may reflect its ability
to differentiate the quality of services offered on its network from that of its competitors. Other mobile
network developments included the launch of 4G services by Telstra and Optus, and both carriers offering
wholesale access to particular networks for the first time (Telstra for its Next G network, Optus for its
4G network).
In relation to fixed-line broadband, the number of customers on the regulated unconditioned local loop
service (ULLS) continued to grow. However, much of this growth was due to service providers migrating
customers across from wholesale services to their own network. Investment in DSLAM equipment to
provide such services continued to slow as the roll-out of the NBN progressed.
The ACCC made a number of significant regulatory decisions in 2011−12 relating to the structure of the
fixed line telecommunications industry including, most significantly, acceptance of Telstra’s Structural
Separation Undertaking (SSU). The SSU will see Telstra cease supplying voice and broadband services to
retail customers over its copper and hybrid fibre co-axial (HFC) networks as the NBN rolls out. In a finely
balanced decision, the ACCC also authorised an agreement between NBN Co and Optus to migrate
Optus’ HFC subscribers to the NBN. Lastly, the ACCC also did not oppose the FOXTEL and Austar merger
after receiving undertakings from FOXTEL.
ACCC regulatory decisions have continued to evolve to reflect the changing nature of the industry. Notably,
the ACCC declared access to wholesale DSL services and for the first time set prices for regulated
transmission services, which is a key input for other communications services. Furthermore, a key ACCC
focus in 2011−12 was the arrangements for access to the NBN, and in particular consideration of NBN
Co’s special access undertaking (SAU). If accepted, NBN Co’s SAU would provide a framework for access
to its wholesale services until 2040.
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1

Introduction and overview

Under Part XIB, Division 11, subsection 151CL (1) of the Competition and Consumer Act 2010
(the CCA), the ACCC is required to provide the Minister for Broadband, Communications and the
Digital Economy (the Minister) with an annual report on competitive safeguards within the Australian
telecommunications industry.
This report covers the 2011−12 financial year and significant developments between then
and 30 November 2012. All of the ACCC publications referred to in this report are available at
http://www.accc.gov.au.
The key trends and outcomes over the 2011−12 period are outlined below.

1.1

Overview of the state of competition

Network operators facing the opportunities and challenges of surging broadband traffic
Continuing rapid increases in the consumption of broadband traffic by consumers represent an opportunity
and challenge for the telecommunications industry.
The overall volume of data downloaded grew by 51 per cent in 2011−12, after an increase of 76 per cent
the previous year.1 Fixed-line connections continued to account for the vast majority of data downloaded,
at 94 per cent of all downloads in the June 2012 quarter (up from 93 per cent in the June 2011 quarter).2
A small but growing proportion of data sent over fixed-line connections is consumed on mobile devices
(especially tablets) via Wi-Fi networks in homes and offices.3
There are a number of drivers of the growth in broadband traffic. Consumers are increasingly watching
video content online, with recent upgrades to wireless and HFC cable networks meaning that the networks
are better equipped for delivering bandwidth-intensive content in real time. Other increases in data
consumption have occurred because new and improved devices (such as tablets and smartphones) have
enabled consumers to access the internet more frequently. Finally, the number of broadband subscribers
has continued to grow as prices have fallen over time.
The consumption of data in such large volumes is creating challenges for network operators in relation
to congestion. A congested network can degrade the quality of service available to all consumers. For
example, congestion can cause data packets to be ‘dropped’, throughput speeds to be slowed and delays
in the delivery of data packets (ie. latency). Network performance issues such as these are a key factor for
consumers in choosing a provider.
As in the past, investment to upgrade capacity—in infrastructure and/or spectrum (for wireless networks)—
remains important for addressing network congestion. In 2011−12, VHA invested heavily to overcome past
network performance problems, while Telstra upgraded its Next G network in light of increasing customer

1

Australian Bureau of Statistics, Internet Activity Australia (8153.0), ABS, viewed 18 October 2012, http://www.abs.gov.au/ausstats/
abs@.nsf/Lookup/F2279075427802B0CA257A8E00127F19?opendocument & Australian Bureau of Statistics, Internet Activity
Australia (8153.0), viewed 18 October 2012 http://www.abs.gov.au/AUSSTATS/abs@.nsf/allprimarymainfeatures/91A5539B10732B1C
CA2579D0000C0B28?opendocument

2

Australian Bureau of Statistics, Internet Activity Australia (8153.0), ABS, viewed 18 October 2012 http://www.abs.gov.au/ausstats/
abs@.nsf/Lookup/8153.0Chapter8Jun%202012

3

Sameer Chopra and David Kaynes, ‘WiFi: Re-invigorates fixed, constrains mobile broadband ARPU’, Bank of America Merrill Lynch,
10 October 2012, p.4.
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traffic.4 Mobile network operators are also migrating to 4G technology—known as Long Term Evolution
(LTE)—which is better equipped for handling data traffic. Carriers have also continued to invest in their
fixed line networks as customer traffic increases.5 For example, Telstra stated that part of the reason for its
increased accrued capital expenditure in 2011−12 was investment in its ADSL 2+ broadband network.6
However, revenues across the sector appear to be falling. Most carriers saw their total revenues decline in
2011−12, while others enjoyed only small growth.7 Significantly, total mobile revenues declined in the first
half of 2012, after a decade of growth.8 One reason for this is that competition from over-the-top providers
in the provision of voice call and text messaging services is eroding previous sources of revenue.
Carriers have a range of strategies available for addressing potential network congestion, or to generate the
revenues needed for investment in capacity. For example, Australian service providers have used data caps
in their plans for many years, and some have different arrangements for peak and off-peak data.
Mobile retail operators appear to have been more active than fixed-line providers in changing their
behaviour to address congestion. The ACCC found that prices for wireless broadband services increased
slightly in real terms in 2011−12.9 This represents a clear departure from previous price trends where
prices were falling by as much as 18.5 per cent (in 2008−09). Furthermore, for the first time in recent years,
Telstra, Optus and VHA all decreased voice or data inclusions of some post-paid plans in 2011−12.10
These changes to the value of plans may not be fully apparent to consumers because of the difficulty
in comparing different plans. Looking to the future, Telstra stated in October 2012 that it would look to
‘re‑balance’ its mobile pricing towards data and away from voice and text messages.11
Network operators are also using network management practices. For some, this may include giving
priority to time critical data such as voice services and lower priority to content generated by peer-to-peer
programs. The same technical capability that allows network operators to prioritise different categories of
traffic could potentially be used to disadvantage competing third party services, such as over-the-top (OTT)
voice and messaging services, as has been observed overseas. The ACCC is alert to any emerging issues
arising from potentially anti-competitive network management practices.
For some carriers, acquiring or re-allocating existing spectrum has been part of their strategy. Optus
acquired Vividwireless in February 2012, at least in part for its 2.3 GHz spectrum, while Telstra explored
ways to make more efficient use of its existing spectrum.12
If the industry adopts more of these pricing and network prioritisation strategies, it may mean that overtime
the price consumers pay for their internet connection will come to be more closely linked to the volume of
data they consume and its quality. This could lead to efficient outcomes if heavy internet users pay relatively
more than light users, helping network operators to fund the investments in capacity required to meet
consumers’ growing demands into the future.

4

Josh Taylor, ‘Telstra upgrades to ease Next G stress’, ZDNet, www.zdnet.com.au, viewed 12 April 2012, http://www.zdnet.com/telstraupgrades-to-address-next-g-stress−1339335816/

5

Telstra, Annual Report 2011−12, p.7, Singtel & Subsidiaries, Management Discussion and Analysis of Financial Condition, Results of
Operations and Cashflows for fourth quarter ended at 31 March 2012, p.55 and VHA, VHA Half Year Results to June 2012, p.6.

6

Telstra, Annual Report 2011−12, p.7.

7

Financial reports for VHA, AAPT, M2, Macquarie, Telstra and Optus for 2011−12 financial year.

8

Justin Diddams, ‘Australian Telecoms: The Mobile Factbook’, Citi Research Equities, 5 September 2012, p. 1.

9

Australian Competition and Consumer Commission, Changes in the prices paid for telecommunications services in Australia 2011−12,
ACCC, http://www.accc.gov.au/

10

Justin Diddams and Sudith Devan, ‘Australian Telecoms, Mobile pricing: The Empire Strikes Back’,Citi Research Equities, 17 July 2012.

11

Petroc Wilton, ‘Telstra mobile: Tactics for tackling the OTT threat’ Communications Day, 1 November 2012.

12

Josh Taylor, ‘Telstra upgrades to ease Next G stress’, ZDNet, viewed 12 April 2012, www.zdnet.com.au
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Bundles are a standard feature of the telecommunications industry
Bundles are a standard feature of product offerings in the industry. Most operators now offer a range of
telecommunications services, rather than specialise in one type of service. This has been driven in recent
years by service providers supplying fixed voice (through voice over IP, VOIP) and mobile (through resale)
services with internet access. A number of providers offer subscription content services such as IPTV to
diversify their revenue streams.
However, there have been mixed reports about take-up trends of bundled telecommunications services
in Australia. The Australian Communications and Media Authority (ACMA) reported that the proportion of
households with a bundling arrangement has slightly decreased over the past two years. ACMA cited a
survey in which 42 per cent of adults bundled two or more of their communication and media services with
a single provider in June 2012, compared to 43 per cent in June 2011.13 On the other hand, carriers have
reported increases in the number of bundled products sold. Telstra reports that the number of customers
buying a bundled plan has almost tripled since June 2010 to 1.4 million in June 2012.14 Ninety per cent
of Optus’ customers on its hybrid fibre co-axial (HFC) network took a bundle in June 2012, compared to
87 per cent in June 2011.15 Furthermore, the average number of products taken by iiNet customers has
increased from 1.5 in 2009−10 to 2.1 in 2011−12.16
Consumers choose bundles because of the convenience of a single bill, dealing with a single provider and
financial discounts offered.17 However, the high number of variables in a bundling plan may also make it
more difficult for consumers to compare deals and make informed choices.
Bundles also provide advantages to service providers. Firstly, it enables them to sell additional products to
their customers. Secondly, it may make customers less likely to switch to another provider.
While favoured by many consumers, bundles have the potential to harm competition. This may occur if
bundles significantly reduce the movement of consumers between service providers, and therefore, limit
the opportunity for new competitors to succeed. Another way would be if one company had a particular
advantage over its competitors in providing a key aspect of a typical bundle. For example, Telstra’s partial
ownership of FOXTEL may be strategically more important if customers wish to bundle pay TV with
telecommunication services.

Mobile broadband customers benefit from 4G, while fixed-line ISPs are
increasingly using the regulated unconditioned local loop service (ULLS)
2011−12 saw the continuation of a number of the trends seen in the Australian telecommunications market
over the past few years.
The number of Australian internet subscribers continued to increase. There were 12 million internet
subscribers in Australia at the end of June 2012, up by 10 per cent from the previous year.18 The growth
was mainly driven by an increase in the number of non-handset wireless internet services.
Telstra’s launch of 4G services in September 2011 has helped it to extend its share of total wireless
broadband subscribers to 53 per cent. Telstra’s success most likely reflects its ability to differentiate
the quality of services offered on its network from those provided by its competitors. A selection of
13

Australian Communications and Media Authority, ACMA Communications Report 2011−12, ACMA, Melbourne, 2012, p. 39.

14

Telstra, Annual Report, 2011−12.

15

Singtel, Annual Report, 2011−12.

16

Mitchell Bingemann, ‘Strategic acquisitions fuel iiNet’s best result’, The Australian, 17 August 2012.

17

Australian Communications and Media Authority, ACMA Communications Report 2011−12, ACMA, Melbourne 2012, p. 39.

18

Australian Bureau of Statistics, June 2012, Internet Activity Australia (8153.0), ABS, viewed 18 October 2012, http://www.abs.gov.au/
ausstats/abs@.nsf/Lookup/8153.0Chapter4Jun%202012
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telecommunications infrastructure investment recently undertaken, completed or announced is set out at
Table 1.1.
Telstra’s share of fixed-line broadband subscribers also increased slightly to 42 per cent from 41 per cent,
whilst iiNet overtook Optus as Telstra’s strongest DSL competitor thanks to its recent acquisitions of
Internode and TransACT. Telstra’s fixed-line broadband competitors increased their take-up of the
regulated unconditioned local loop service (ULLS). However, much of this growth was due to service
providers migrating customers across from wholesale services to their own network. Investment in DSLAM
equipment to provide such services continued to slow.19

Telstra strengthened its position in mobile voice services, with network
performance key for consumers
In relation to voice services, ACCC data showed that there were more call minutes on mobiles than fixedline phones for the first time. The growth in the number of mobile call minutes was not able to offset the
continued strong decline in the number of calls from fixed-line phones. Despite these trends, the numbers
of both mobile handsets and fixed-line services were relatively stable.
In the mobile voice sector, market leader Telstra continued to strengthen its position. Its market share
increased from 37 per cent in June 2010 to 42 per cent in June 2012. Customers moved to Telstra in
significant numbers following VHA’s network performance problems in 2010. Telstra’s gains in this area
may reflect both its ability to market itself as the leader in network capability, first with its Next G network
and now as the first carrier to offer 4G services, as well as a lowering of its price premium in relation to its
competitors in 2010.20
Since the previous reporting period, new opportunities for mobile voice and wireless internet service
resellers have emerged. Telstra began providing wholesale services over its Next G (3G) network in March
2012 and Optus did the same for its 4G network in September 2012.

1.2

Overview of regulatory developments

A period of structural change
The ACCC made a number of significant regulatory decisions in 2011−12 relating to the structure of the
fixed-line telecommunications industry.
Firstly, the ACCC accepted Telstra’s structural separation undertaking (SSU) in February 2012, after it was
determined that the SSU met the specified legislative criteria, including the government’s support for a
migration form of separation. Under the SSU, Telstra will cease supplying voice and broadband services
to retail customers (within the National Broadband Network (NBN) fibre footprint) over its copper and HFC
networks. Telstra will do this by progressively transferring its customers onto NBN Co’s wholesale-only fibre
network as it is rolled out.
The legislative reforms leading to Telstra’s structural separation responded to longstanding competition
concerns arising from Telstra’s involvement in both wholesale and retail markets. Importantly, the
arrangements under the SSU require Telstra to provide equivalence and transparency in the supply of
19

Australian Competition and Consumer Commission, Telstra CAN RKR quarterly snapshots, June 2012, ACCC,
http://www.accc.gov.au/

20

Paul Budde, ‘Telstra’s price point balancing act’, 10 July 2012, Technology Spectator, viewed 14 July 2012, www.technologyspectator.
com.au
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regulated services to wholesale customers and Telstra’s retail business units during the period of transition
to the NBN.
Secondly, in July 2012, the ACCC authorised an agreement between NBN Co and Optus for the migration
of Optus’ HFC customers to the NBN and the decommissioning of parts of Optus’ HFC network. Granting
the authorisation was a finely balanced decision. On balance, the ACCC was of the view that the public
benefits arising from the transaction outweighed the likely public detriment.
Thirdly, in April 2012, the ACCC announced that it would not oppose the proposed merger between
FOXTEL and Austar after receiving undertakings from FOXTEL. The undertakings will prevent FOXTEL from
acquiring exclusive internet protocol television (IPTV) rights for a range of attractive television programs and
movie content.

Regulation adapting to changing market conditions
The changing structure of the fixed line market requires new approaches to regulation. In this context,
ACCC regulatory decisions have continued to evolve to reflect the changing nature of the industry.
In February 2012, the ACCC declared access to wholesale DSL services under the telecommunications
access regime under Part XIC of the Competition and Consumer Act 2010 (CCA). Declaration will ultimately
assist Telstra’s competitors to access its national ADSL network on reasonable terms, in order for them to
be able to supply retail services and compete effectively in internet markets.
Further, the ACCC made a number of important pricing decisions under the recently streamlined access
regime. For the first time, the ACCC set prices for regulated transmission services, which are a key
wholesale input for other communications services including those provided over the NBN. The ACCC also
made final access determinations for regulated fixed services (such as wholesale line rental services and
the ULLS) and mobile termination.
In 2011−12, a key ACCC focus was the arrangements for access to the NBN and in particular
consideration of NBN Co’s special access undertaking (SAU). The ACCC recognises the different incentives
faced by NBN Co under the new industry structure—specifically, its reduced incentive and ability to
discriminate between access seekers in an anti-competitive manner. However, arrangements for access
are nonetheless still required in the ‘wholesale-only’ context, as NBN Co would otherwise have substantial
market power. If accepted, NBN Co’s SAU would provide a framework for access to its wholesale services
until 2040. In November 2012, the ACCC commenced consultation on a revised SAU lodged by NBN Co
in September 2012.

Potential for improved service standards for customers through new
industry code
The introduction of a registered revised Telecommunications Consumer Protection Code introduces new
measures through a Communications Compliance Body to improve consumer outcomes including by
the addition of provisions to improve the clarity and accuracy of advertising. There will be requirements
to display ‘unit’ pricing in advertisements and a ban on the use of ‘cap’ to describe mobile phone plans.
It has been common for carriers to advertise mobile phone plans as ‘capped’, implying that consumers
will not incur charges beyond the ‘capped’ amount. However, contrary to this, in the telecommunications
sector reference to a ‘cap’ by the industry appears to have developed into a reference to the minimum
amount payable by a consumer for the plan, and consumers regularly pay fees significantly in excess of
the ‘capped’ amount. It is also mandatory for providers to offer expenditure management tools to inform
consumers when they near the limit of their call or data allowance.
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The ACCC will be observing the operation of new compliance measures in the revised Code, including
the new Communications Compliance body, to assess their effectiveness in improving service providers’
compliance.
The ACCC is also alert to the possibility that the establishment of the NBN may give rise to new consumer
issues. These include the following. Firstly, there is a risk that RSPs may engage in unfair market practices
to obtain new customers who may be reconsidering their current plan in light of new products offered
over the NBN. Secondly, there are potential complications during the migration to the NBN. For example,
migration could in some instances result in service outages which will need to be clearly communicated
and well managed by RSPs and NBN Co. Thirdly, there is a need for industry processes to be fully
developed so that the transition to the NBN is smooth for consumers. For example, the ACCC has
responsibility for ensuring that Telstra develops ‘required measures’ under the migration plan which forms
part of Telstra’s SSU.
The ACCC is involved in various industry processes aimed at ensuring that consumers experience a
smooth transition to the NBN. Issues currently being considered relate to number portability, consumer
messaging and education, and co-ordination between the various parties involved in the migration.
Table 1.1: Selection of infrastructure investment recently undertaken, completed or announced

Wireless & satellite access
As at June 2012, NBN Co’s fixed wireless and interim satellite service had passed/covered 173 885
premises. NBN Co also entered into agreements with Space Systems/Loral for the delivery of satellite
services. The first of NBN Co’s fixed wireless service was launched in mid-2012.
In September 2011, Telstra launched its 4G/LTE network in capital cities and a number of regional and
metropolitan centres. In 2011−12, Telstra extended 4G LTE coverage to approximately 40 per cent of
the population with more than 1000 base stations.
In September 2012, Optus launched its 4G network for consumers in Sydney, Perth and Newcastle
and Melbourne. Optus also completed a number of its 3G network upgrades which it claims will
improve coverage and network speeds. These upgrades included the expansion of HSPA+ technology
and infrastructure upgrades at more than 2500 mobile sites.
VHA announced it will complete its $1 billion network investment and roll out of its new 850MHz
mobile network by the end of 2012. VHA has also installed new 3G and 4G-ready equipment at
more than 4050 mobile sites. In September 2012, VHA launched a3G+ (DC‑HSPA+) service in some
metropolitan centres.
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Fixed-line access
As at June 2012, NBN Co’s fibre network had passed 38 914 premises.
In November 2011, Telstra upgraded its HFC network with peak data rates of 100 Mbps in Adelaide,
Brisbane, Gold Coast, Sydney and Perth in November 2011.
The number of DSLAMs grew by just over 2 per cent in 2011−12, continuing the trend from the
previous two years. Almost all of this investment is by access seekers in metropolitan and regional
areas. Digital subscriber line access multiplexer (DSLAM) equipment allows carriers to provide voice and
DSL services from Telstra’s telephone exchanges.
Transmission/backhaul
In December 2011, the DBCDE announced that the Regional Backbone Blackspots Program (RBBP)
had been completed. The RBBP which was government funded included extension of fibre backbone
across Australia along five RBBP links—Geraldton, South West Gippsland, Victor Harbour, Broken Hill
and Darwin.
In September 2012, TPG announced that it had expanded PIPE’s (a subsidiary of TPG) domestic fibre
network by 39 per cent during the year, with the network now spanning a total of 2572 km. The new
fibre network connects more than 1400 buildings.
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2

Competition in telecommunications
markets

The following sections look at competitive developments concerning particular telecommunications
services over the reporting period, including infrastructure developments, service take-up and usage,
market concentration and price trends.
Section 2.1 discusses the state of competition in voice services. Section 2.2 provides a similar discussion
on the provision of internet services. Within each section, there is separate consideration of the services
provided by fixed-line and wireless infrastructure.
However, it is recognised that it is becoming increasingly difficult to draw clear boundaries between
different types of services. Voice services are increasingly being supplied as data packets over broadband
networks, while consumers are more likely than ever to choose a mobile voice provider on the basis of its
data capabilities. Many consumers now connect their devices at home via a wireless router, even if it is a
fixed-line broadband connection to the internet. Finally, it has become common for consumers to buy a
number of different bundled telecommunications services.

2.1

Voice services

While most developments within the telecommunications industry over the past decade have centred on
the provision of data services, many consumers still put a high degree of value on the ability to pick up a
telephone and call family, friends and emergency services.
Retail voice services can be delivered using various fixed and mobile network based supply platforms. In
this report, ‘fixed voice services’ generally refers to voice services provided over a dedicated access line
on a fixed network (such as Telstra’s copper), plus the provision of various calling functions. These are
traditionally provided over the public switched telephone network (PSTN). ‘Mobile voice services’ refers to
services delivered to a mobile handset, and therefore, excludes internet services provided by a wireless
dongle, data card and tablets.
Despite traditional fixed and mobile voice services continuing to represent a majority of end-user
consumption, the take-up and usage of voice over internet protocol (VOIP) in its various forms continue
to grow. VOIP commonly refers to technologies that allow for transmitting voice communications and
multimedia sessions over an Internet Protocol such as the internet. VOIP services may range from bestefforts services provided over the internet, or fully managed services from network owners. VOIP services
can either be provided over fixed-line or mobile wireless broadband.
Figure 2.1 shows the take-up of fixed voice services and mobile voice handsets over the last five years.
Both fixed voice and mobile handset services in operation (SIOs) fell by just under 1 per cent in 2011−12
financial year. Notably, the number of mobile handsets has plateaued for the first time (24.3 million in June
2012), after growing by 14 per cent in the previous five years.21 There has been a gradual decline in fixed

21

Fixed voice services data were obtained from the Australian Communications and Media Authority Communication Reports whereas
data for mobile voice services were obtained from the Australian Communications and Media Authority Communication Reports and
the Australian Bureau of Statistics.
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voice services during 2011−12.22 Overall, there has been a gradual decrease of 5 per cent (from 11 million
to 10.4 million) in the number of fixed voice services in the last five years.
Figure 2.1:

Number of fixed and mobile voice handsets SIOs from 2007−08 to 2011−12
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Figures for fixed voice were obtained from the ACMA Communications Report 2011−12. Figures for mobile voice were
calculated with data from the ACMA Communications Report 2011−12 and ABS reports (June 2012).

The ACCC’s figures for call minutes (shown in Figure 2.2) draw on data collected under the ACCC’s
Regulatory Accounting Framework (RAF). These figures include call minutes from Telstra, Optus, Vodafone,
AAPT and Primus (except for 2011−12), but exclude those from other fixed voice providers, including those
such as iiNet and TPG that provide VOIP services.

22

12

Australian Communications and Media Authority, ACMA Communications Report 2011−12, ACMA, Melbourne 2012, p.19 & Australian
Bureau of Statistics, Internet Activity Australia (8153.0), ABS,, viewed 8 November 2012, http://www.abs.gov.au/ausstats/abs@.nsf/Lat
estproducts/5F0E5DC35F155AD3CA257A8E00127E25?opendocument.
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Figure 2.2:
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Notes:

Only Telstra, Optus, Vodafone, AAPT and Primus (except 2011−12) are required to report call minutes under the RAF.

While the number of fixed voice connections and mobile handsets were reasonably stable in 2011–12,
the number of reported call minutes from fixed voice and mobile handsets continued to move strongly in
opposite directions (see Figure 2.2). The number of reported call minutes from mobile phones increased by
14 per cent from 2010–11 to 2011–12, while fixed voice minutes fell by 16 per cent. These trends resulted
in the reported number of mobile call minutes exceeding those for fixed-line telephones for the first time.
The rate at which total reported call minutes are declining has slowed significantly in recent years. This
suggests that calling patterns may already have adjusted to the presence of alternatives such as text
messaging, email and social networking websites. It also indicates that there is strong substitution of voice
calls from fixed-lines to mobiles.

2.1.1

Fixed voice services

As mentioned above, ‘fixed voice services’ generally refers to voice services provided over a dedicated
access line on a fixed network, plus the provision of various calling functions. These include local calls,
national long-distance calls, international calls and fixed-to-mobile calls.
The vast majority of current fixed voice services are provided via Telstra’s copper customer access network
(CAN). This will continue until Telstra migrates most of its customers onto the National Broadband Network
(NBN) in most areas as agreed under the Structural Separation Undertaking (SSU) and Migration Plan.
Optus also provides some fixed voice services over its hybrid fibre coaxial (HFC) network which is also
going to be progressively decommissioned as Optus migrates its customers onto the NBN.23

23

Australian Competition and Consumer Commission, ‘ACCC authorises NBN Co/Optus HFC subscriber agreement’, ACCC, July 2012,
viewed 24 October 2012, http://www.accc.gov.au/content/index.phtml/itemId/1028348/display/acccDecision
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Infrastructure developments
The key development in 2011−12 in relation to fixed voice infrastructure was the further roll out of the
NBN. The government has established NBN Co to design and build the NBN. The NBN is primarily a high
speed broadband network that is planned to reach all Australian premises with a combination of fibre, fixed
wireless and satellite technologies. However, in addition to fixed broadband, the NBN will provide fixed
voice services through VOIP, fibre and satellite.24

Take-up and usage
The number of fixed-line voice services continued its gradual decline during 2011−12. There were
10.4 million fixed voice SIOs in Australia in June 2012, down 0.9 per cent from June 2011.25
The decline in fixed-line telephone services reflects changing patterns of consumer behaviour. Consumers
are disconnecting fixed-line telephones (and instead using mobile phones) or not connecting fixed-line
telephones when moving to new premises in an attempt to save costs.26 Research conducted by the
Australian Communications Consumer Action Network (ACCAN) found that more than half of Australians
(58 per cent) now see their mobile phone as their number one communications device, compared to just
29 per cent for fixed-line phones.27
Another factor contributing to the decline in PSTN fixed voice lines appears to be the increasing usage of
computer/tablet-based VOIP (such as Skype). This group of users accounted for the majority of total VOIP
users in Australia at June 2012.28 The remaining group of VOIP users use an internet phone and mobile
phones. Overall, the number of VOIP users increased by nearly 21 per cent to 4.3 million adult users at
June 2012.29 Driving some of this increase has been the pricing strategies of carriers such as iiNet and TPG
that encourage customers to adopt VOIP phones over their broadband connections instead of keeping a
dedicated copper-based phone line. These managed services enable customers to save some costs on
their voice service.

Concentration
During 2011−12, the number of providers offering fixed voice services increased by 18 per cent (from 179
to 212 providers). The number of providers offering VOIP services increased by 20 per cent (from 176 to
212 providers).30
Figure 2.3 depicts operators’ shares of total retail fixed voice services. Telstra remains the dominant
player in the provision of retail fixed voice with a market share of 66 per cent. Telstra lost a small share of
the market to its non-Optus competitors, reflecting the previous trends. Carriers depicted in the ‘other’

24

NBN Co Limited, About the NBN Brochure, viewed 26 October 2012, http://www.nbnco.com.au/assets/documents/about-nbnbrochure.pdf, p. 2.

25

Australian Communications and Media Authority, ACMA Communications Report 2011−12, ACMA, Melbourne 2012, p. 6.

26

Ibid.

27

Australian Communications Consumer Action Network, New Study Confirms Mobile is Australian’s Number One
Communication Device, ACCAN, September 2012, viewed 18 October 2012, http://accan.org.au/index.php?option=com_
content&view=article&id=489:new-study-confirms-mobile-is-australians-number-one-communications-device-&catid=111:generalcommunications&Itemid=113.

28

Australian Communications and Media Authority, ACMA Communications Report 2011−12, ACMA, Melbourne 2012, p. 31.

29

Ibid.

30

Australian Communications and Media Authority, ACMA Communications Report 2011−12, ACMA, Melbourne 2012, p.29. Data
provided by Market Clarity in the ACMA report. The ACMA counts the number of providers to include retailers, wholesalers, mobile
virtual network operators, where relevant, and providers servicing the residential, business and government sectors. Service providers
can be in more than one category.
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category include TPG, iiNet, Primus31, AAPT, Macquarie Telecommunications and Verizon, among others.
Subscriber numbers in this category include fixed VOIP services, with iiNet the most significant provider.
Figure 2.3:

Retail fixed voice service shares by subscriber numbers from 2009−10 to 2011−12
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Data obtained from the ACCC Division 12 RKR for Telstra and Optus and data obtained from ACMA Communications
Report 2011−12 for the ‘other’ category.

While market share is a significant measure of competition, the degree of competition within fixed-line voice
services also depends on how those services are supplied. Telstra operates the only national customer
access network (for the time being until the NBN is fully rolled out). The large majority of fixed-line voice
services are provided using Telstra’s CAN, with most of the remaining fixed-line services provided by Optus’
HFC and TransACT fibre network. This is unlikely to substantially change until services migrate across to
the NBN.
Table 2.2 shows the extent to which services provided over Telstra’s copper CAN are used by Telstra retail,
Telstra’s wholesale customers or access seekers using the unconditioned local loop service (ULLS). ULLS
is a service for access to the unconditioned cable, usually a copper wire pair, between an end-user and a
telephone exchange. This allows the access seeker to use its own equipment in an exchange to provide
traditional voice services and high speed internet access.
Table 2.2: Types of services provided over Telstra’s copper access network from 2007−08 to 2011−12
Type of service

June 08

June 09

June 10

June 11

June 12

Telstra retail SIOs

79%

80%

78%

76%

75%

Telstra wholesale SIOs

15%

13%

13%

13%

13%

5%

7%

9%

11%

12%

Access seeker SIOs using the
ULLS
Source:

Telstra’s financial reports

Table 2.2 shows that Telstra retail is still dominant in relation to retail SIOs, despite the slight decline
at June 2012. Losses from Telstra retail appear to come from the increase in ULLS SIOs rather than
wholesale customers.
31

Primus was acquired by M2 Telecommunications in June 2012.
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Price trends
The ACCC reports on changes in the price of fixed voice services in Chapter 4 of its Changes in the prices
paid for telecommunications services in Australia 2011−12 report.32 All prices are in real terms. It should
be noted that the current methodology for estimating prices does not take into account changes in service
quality or functionality.
In 2011−12, average real prices for fixed voice services declined by 4.9 per cent.33 This decline is not
as pronounced as last year where a 7.3 per cent decline was registered. Prices for fixed-line services
in 2011−12 were 45.4 per cent lower than in 1997−98.34 Retail basic access prices (i.e. line rental)
only decreased by 1.4 per cent in 2011−12, compared to the 4.2 per cent decrease in 2010−11.
Nonetheless, real prices continued to fall more dramatically for international (15.5 per cent), fixed-to-mobile
(10.5 per cent), local (8.2 per cent) and national long distance calls (5.2 per cent).35 One explanation for this
fall may be due to the increasing penetration of subscription plans that offer various forms of untimed or
unlimited calls.

2.1.2

Mobile voice services

Consumers continue to value the advantages offered by a mobile voice service which allow end-users to
move around while operating their voice service. Consumers are also increasingly using mobile handsets
to access data services. This section of the report focuses on mobile handset services (voice and data
services accessed by mobile phones), while section 2.2.2 looks at wireless broadband connections
(including wireless dongles).

Infrastructure developments
In 2011−12, Optus, Vodafone and Telstra continued to upgrade their 3G networks to improve quality and
meet voice and data demand. However, it appears that Australian mobile network operators are primarily
focusing on network investments that will improve the quality of data services they provide.
It also appears that operators are investing in 4G mobile networks, which is discussed in section 2.2.2.
Currently 4G mobile networks are only being used to supply consumers with data services, for both
handset and non-handset devices. However, it is expected that in the future these networks will also be
used to supply voice services.
Telstra undertook a number of upgrades to its Next G network in order to deal with increasing traffic on the
network and maintain the quality of service available on it.36 Telstra appears to be focusing on investment in
its 4G network, which is discussed in more detail in section 2.2.2.
During 2011−12, Optus undertook a number of upgrades to its 3G network, which now covers
97.7 per cent of the Australian population.37 Such upgrades included expanding the spectrum used in its
3G network, upgrading existing mobile sites and establishing additional mobile sites. Optus claims these

32

Australian Competition and Consumer Commission, Changes in the prices paid for telecommunications services in Australia 2011−12,
ACCC, http://www.accc.gov.au/

33

Ibid.

34

Ibid.

35

Ibid.

36

Josh Taylor, ‘Telstra upgrades to ease Next G stress’, ZDNet, viewed 12 April 2012, http://www.zdnet.com/telstra-upgrades-toaddress-next-g-stress−1339335816/

37

Optus, Optus Network Improvements, media release, viewed 5 September 2012, https://www.optus.com.au/shop/networkcoverage/
networkimprovements.
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upgrades have improved 3G network performance by boosting indoor coverage and delivering faster
data rates.38
During the same period, VHA continued to heavily invest in new infrastructure following a period of network
performance problems that peaked in 2010. In early 2011, Vodafone undertook to complete a two-year,
$1 billion network investment. In June 2012, Vodafone announced that it was on track to complete this
investment and roll out a new 3G mobile network using the 850 MHz spectrum band by the end of 2012.39
This $1 billion investment has involved rolling out 1100 mobile sites and upgrading network technology.40
Vodafone claims that this investment will provide users with better quality network coverage, reliability and
higher data speeds.41
In May 2012, Optus and VHA announced that they were revising an existing joint venture agreement
to share mobile network infrastructure.42 Optus has said that the arrangement will give it access to an
additional 1000 mobile sites, which it will use to strengthen its 3G and 4G services.43 VHA has said that the
joint venture will bring its network coverage up from 94 to 96 per cent of the population.44

Take-up and usage
As at June 2012, it is estimated that there were 24.3 million mobile handset services in Australia, which is
a slight decrease from 24.5 million mobile handset services in June 2011.45 This is the first time that the
number of mobile handset services has declined. For example, in the 2010−11 financial year the number
of mobile handset SIOs grew by 9 per cent.46 However, this saturation in the number of handsets is not
unexpected in a mature market with mobile handset penetration at more than 100 per cent.
However, the use of mobile voice services is still increasing. In the 2010−11 financial year the total number
of call minutes from mobile phones totalled 35.7 billion.47 In the 2011−12 financial year, this figure has
increased by 16 per cent to 41.4 billion minutes. As there has been a decline in the number of mobile
handset SIOs, it is likely that this trend is being driven by end-users’ preference for mobiles rather than
fixed line phones to make voice calls. In 2011−12 the number of adult phone users without a home
fixed‑line telephone increased by 24 per cent to 3.1 million.48 This, together with the fall in fixed line services
in operation, suggests a degree of substitution between fixed and mobile services.

38

Optus, Optus strengthens 3G network and launches 4G business service, media release, 31 July 2012, viewed 4 September 2012,
http://www.optus.com.au/aboutoptus/About+Optus/Media+Centre/Media+Releases/2012/Optus+strengthens+3G+network+and+lau
nches+4G+business+services.

39

Vodafone, Vodafone outlines plans to give customers improved coverage, better reliability and higher speed Vodafone 3G+ and 4G
services, media release, 26 June 2012, viewed 5 September 2011, http://www.vodafone.com.au/doc/vodafone_network_release_
coverage_improvements_3g_4g_260612.pdf.

40

Ibid.

41

Ibid.

42

Optus, Optus accelerates 3G and 4G expansion via extended site sharing arrangement, media release, 3 May 2012, viewed
5 September 2012, http://www.optus.com.au/aboutoptus/About+Optus/Media+Centre/Media+Releases/2012/Optus+accelerates+3G
+and+4G+expansion+via+extended+site+sharing+arrangement.

43

Ibid.

44

Commsday, VHA joins the 4G fray, 26 June 2012, viewed 26 October 2012, http://www.commsday.com/commsday/2012/vha-joins4g-fray/.

45

Figures for mobile handset services were obtained from the ACMA, ACMA Communications report 2011−12, ACMA, Melbourne
2012, p.30 and Australian Bureau of Statistics, June 2012, Internet Activity Australia (8153.0), ABS, viewed 10 December 2012,
http://www.abs.gov.au/ausstats/abs@.nsf/Lookup/8153.0Chapter3Dec%202011.

46

Ibid.

47

Australian Competition and Consumer Commission, RAF RKR reports, June 2012, ACCC, http://www.accc.gov.au/ and Telstra, Telstra
annual reports, June 2012, http://telstra.com.au/abouttelstra/investor/financial-information/annual-reports/.

48

Australian Communications and Media Authority, ACMA Communications report 2011−12, ACMA, Melbourne 2012, p 30.
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Concentration
The provision of retail mobile handset services is dominated by the three mobile network operators: Telstra,
Optus and VHA. Figure 2.4 shows the respective market shares of mobile carriers.
Figure 2.4:

Retail market shares of major mobile carriers for mobile handset services from
2009−10 to 2011−12
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The last two years have seen the gap between the smallest and largest mobile network operators
(MNOs) double.
The decline in VHA’s market share is largely due to the ongoing impact of the network problems that it
experienced in late 2010, which led to poor customer experiences. VHA has taken a number of measures
to address these problems, including making significant investments to improve its 3G network. These
investments are due to be completed at the end of 2012.
Telstra has captured many of the subscribers leaving VHA. This is possibly because it has been able to
differentiate its services in terms of superior network quality and coverage and from its introduction of more
competitive pricing in mid 2010. In contrast, Optus’ market share and position as the number two mobile
service provider has remained stable for a number of years.
Mobile virtual network operators and resellers only account for 5 per cent of the market share, a decline
from 6 per cent in 2011.49 Mobile virtual network operators purchase wholesale services from the three
mobile network operators and include Dodo, TPG, iiNet, Amaysim, Virgin Mobile (Optus subsidiary)
and TransACT.
Telstra began providing wholesale services over its Next G (3G) network in March 2012, while Optus did
the same for its 4G network in September 2012. This may provide MVNOs with greater retail opportunities.

49

18

Estimates based on data collected under the Australian Competition and Consumer Commission, Division 12 RKR, 2011−12.
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Price trends
The ACCC reports on retail price changes for mobile services in Chapter 5 of Changes in the prices paid
for telecommunications services in Australian 2011−12.50 It should be noted that the current methodology
for estimating prices does not take into account changes in service quality or functionality.
Average real prices for mobile services have fallen by 51.1 per cent since the base year 1997-98,
decreasing every year except on two occasions. This trend of declining prices continued in the 2011−12
financial year, with prices falling by 1 per cent in real terms. In comparison to previous years this represents
a small reduction in prices and may indicate that mobile pricing is levelling out.

2.2

Internet services

In addition to voice services, the other broad category of telecommunications services is those which
provide internet services. There are a range of platforms capable of delivering these services, including
DSL, HFC cable, fibre, wireless (both fixed and mobile) and satellite. Unless specified otherwise,
references to wireless services in this section exclude data services provided via mobile handsets (such as
smart‑phones). That is, they refer only to services provided via satellite, fixed wireless, mobile wireless via a
data-card, dongle, USB modem or tablet SIM card.51

Infrastructure developments
One of the major infrastructure developments in relation to internet services was the NBN rollout. It is
anticipated that 93 per cent of premises will have access to the fibre network whilst seven per cent of
premises will be connected to the NBN via a combination of next-generation fixed-wireless and satellite
technologies providing peak speeds of 12Mbps.52 As at June 2012, the NBN network had passed or
covered 212 799 premises across Australia. Of these, 6.4 per cent had activated an NBN service.53
Other fixed line investment was associated with the installation of DSLAM equipment in Telstra’s
exchanges, which allows for the provision of DSL services via Telstra’s copper network. Telstra’s
competitors are able to install DSLAM equipment in Telstra’s exchanges due to the ACCC regulating
access to the ULLS and line sharing service (LSS). In the past two years, the number of DSLAMs grew by
just over 2 per cent in 2011−12.54 Almost all of this investment was undertaken by access seekers installing
DSLAMs in metropolitan and regional areas.55
Despite this investment, Telstra continues to have by far the most extensive network of DSLAMs and
therefore, the ability to offer DSL services over the largest geographic footprint. Figure 2.5 shows the extent
to which Telstra faces competition in areas of differing population density. Bands 1 and 2 refer to CBDs and
metropolitan areas respectively, where there is higher population density.56
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Australian Competition and Consumer Commission, Changes in the prices paid for telecommunications services in Australia 2011−12,
ACCC, http://www.accc.gov.au/
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Mobile wireless services use the same infrastructure for mobile voice services and permit the user to be on the move while receiving
services. In contrast, fixed wireless networks use fixed directional antenna.
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Department of Broadband, Communications and the Digital Economy, National Broadband Overview, July 2012, viewed 26 October
2012, http://www.dbcde.gov.au/broadband/national_broadband_network/nbn_overview#rollout_update
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NBN Co Limited, NBN Co Annual Report 2012, October 2012, viewed 26 October 2012, http://www.nbnco.com.au/assets/
documents/nbnco-annual-report−2012.pdf, p. 16.
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Band 3 refers to regional and rural areas whereas Band 4 refers to remote areas that contain small population.
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Figure 2.5:

Telstra and access seeker DSLAM coverage by ESA Band, as at June 2012
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Access seekers have historically been reluctant to invest in DSLAMs outside of these areas. This is
because of the smaller number of potential customers and subsequent higher per end-user costs
associated with both investing in DSLAMs and transmitting data to and from these regions. The costs
of building backhaul infrastructure to these regions tends to be higher and there is a subsequent lack
of competitive backhaul infrastructure—these higher costs and the lack of competition have in the past
resulted in high prices for purchasing transmission services from existing providers.
The increasing demand for wireless data and the provision of internet services has driven mobile service
providers to make significant investments to upgrade their 3G networks (discussed in Section 2.2.1), as
well as to commence deploying 4G networks. As a more advanced technology, 4G networks offer superior
data rates to 3G networks. For example, Telstra claims that the typical data rates on its 4G network range
from 2 Mbps to 40Mbps.57
Telstra was the first provider to launch a 4G/LTE network (in September 2011). As at November 2012,
Telstra’s 4G network had the greatest population coverage at 40 per cent of the population.58 It is expected
that Telstra’s investments in its 4G network will shift data traffic away from its 3G network, as subscribers
adopt 4G compatible consumer devices. Optus began offering limited 4G services in April 2012, which
it expanded to consumers in Sydney, Perth, Newcastle and Melbourne in September 2012.59 Optus’
acquisition of Vividwireless Group in June 2012 gave Optus access to additional spectrum that it intends to
use to provide 4G services.60
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Telstra, Telstra 4G, media release, viewed 5 September, http://www.telstra.com.au/mobile-phones/4g/.
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Optus, Optus launches 4G network to Australian consumers in Sydney, Perth and Newcastle, media release, viewed 4 September
2012, http://www.optus.com.au/aboutoptus/About+Optus/Media+Centre/Media+Releases/2012/Optus+launches+4G+network+to+
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Optus, Optus to deliver a faster 4G future, media release, 19 June 2012, viewed 5 September 2012, http://www.optus.com.au/
aboutoptus/About+Optus/Media+Centre/Media+Releases/2012/Optus+to+deliver+a+faster+4G+future.
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Vodafone is trailing Optus and Telstra in its 4G network deployment, with plans to roll out a network from
2013. In the meantime, in September 2012 Vodafone introduced ‘Vodafone 3G+’ in some metropolitan
areas61 from, which it claims will provide download speeds up to eight times faster than on its current 3G
network.62 This network will employ DC-HSPA+ technology, which Telstra and Optus are also using in their
3G networks.

Take-up and usage
During 2011−12, the number of Australian internet subscribers again increased.63 The ABS data show
that there were 12 million internet subscribers in Australia in June 2012, up 10 per cent since June 2011.64
Although the number of internet subscribers continues to grow strongly, the percentage growth rate during
2011−12 was lower than the 14.8 per cent figure during 2010−11.Nevertheless, there is still opportunity for
growth in the mobile wireless market and for competing operators to build their market share.
Figure 2.6 shows the ABS’s statistics for the breakdown of internet connections between dial-up, DSL,
mobile wireless internet (excluding handsets) and other access technologies. In 2011−12, mobile wireless
was again the most prevalent internet technology in Australia, accounting for 49 per cent of all connections,
compared to 38 per cent for DSL.65

Internet SIOs by access technologies (millions)

Figure 2.6:

Number of internet service subscribers by access technology from June 2010 to June 2012
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Vodafone, Vodafone 3G+ and 4G evolution, media release, viewed 10 September 2012, http://www.vodafone.com.au/aboutvodafone/
network/network-evolution.

63

The Australian Bureau of Statistics counts subscribers that have an internet connection with an Internet Service Provider on the last
day of the reference period.
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The ABS data shows that the growth in total connections was mainly driven by an increase in the
number of mobile wireless internet SIOs, which increased by 22 per cent from June 2011 to June 2012
(see Figure 2.7). In contrast, the number of DSL internet SIOs only increased by 3 per cent.66
Figure 2.7:

Percentage growth rate by access technology from June 2010 to June 2012
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Whilst growth in the number of internet subscribers may be slowing, Australians appear to be purchasing
increasingly higher data rate services. ABS data (which it should be noted is based on advertised maximum
speeds rather than actual user experience) shows that subscriber numbers in the ‘24Mbps to less than
100Mbps’ and ‘100Mbps or greater’ ranges grew by 46 per cent and 139 per cent respectively from
June 2011 to the end of June 2012. Subscribers in those two categories accounted for almost 1.5 million
subscribers as at 30 June 2012.67
In addition, the volume of data downloaded over the internet has significantly increased over 2011−12.
During 2011−12, the total volume of data downloaded increased by approximately 51 per cent (Figure 2.8).
This continues the rapid growth experienced in recent years, although the growth rate was lower than the
previous year (76 per cent in 2010−11).68
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Australian Bureau of Statistics, Internet Activity Australia (8153.0), ABS, viewed 18 October 2012, http://www.abs.gov.au/ausstats/
abs@.nsf/Lookup/8153.0Chapter4Jun%202012
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Australian Bureau of Statistics, Internet Activity Australia (8153.0), ABS, viewed 18 October 2012, http://www.abs.gov.au/ausstats/
abs@.nsf/Lookup/8153.0Chapter8Jun%202012.
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Volume and growth rates of data downloaded (TB) per quarter from 2009−10 to 2011−12
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fixed wireless, mobile wireless via a datacard, dongle, USB modem or tablet SIM card and other wireless broadband.
Wireless excludes data downloaded via mobile handset.
The ACCC is unable to calculate the percentage change in the data downloaded prior to June 2011 as the ABS used
a different method to record the volume of data downloaded.

The data on take-up and usage suggests that, while wireless data only services are the dominant and
fastest growing subscription type, the greatest volume of data continues to be downloaded over fixed
line networks. Ninety four per cent of total data downloaded during the quarter ending 30 June 2012 was
downloaded over fixed line networks (compared to 93 per cent during 2010−11).69 A small but growing
proportion of data sent over fixed-line connections is consumed on mobile devices (especially tablets) via
Wi-Fi networks in homes and offices.70
It is also worth noting that recent increases in the volume of data downloaded through mobile wireless
broadband SIOs do not appear to have resulted in a decrease in the volume of data downloaded through
fixed broadband SIOs. When teamed with growth in the proportion of data that is downloaded over fixedline networks, it appears that fixed and wireless data services are, at least to some extent, being used as
complements. Consumers may be using fixed networks for downloading bandwidth intensive content such
as video and using wireless connections such as laptops with a dongle or tablets for staying connected
away from the home or office.
Rapid increases in the consumption of data by consumers represent a significant challenge for network
owners in relation to congestion. A congested network can lead to lower data rates and more frequent
drop-outs. Network owners are adopting a variety of strategies to deal with congestion, including:
•

investing in greater capacity, including the migration to LTE 4G networks which are better equipped for
handling data traffic

69

Ibid

70

Sameer Chopra and David Kaynes, ‘WiFi: Re-invigorates Fixed, constrains mobile broadband ARPU’ Bank of America Merrill Lynch, 10
October 2012, p.4.
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•

adopting retail pricing strategies that influence the consumption of data, such as by offering tiered
plans that vary by download allowance, and

•

utilising forms of network management, such as giving priority to time critical data such as voice
services and less priority to content generated by peer-to-peer programs.

Concentration
Fixed-line broadband
Telstra remains dominant in the provision of fixed-line data access and as a provider of internet services in
Australia. Figure 2.9 shows that when both DSL and HFC services are taken into account, Telstra supplied
around 42 per cent of the retail market in 2011−12. While Telstra and Optus have had stable market shares
over the past three years, iiNet and TPG have been able to obtain market share at the expense of smaller
ISPs. This reflects a mix of attracting new customers and consolidation—iiNet acquired Netspace, AAPT’s
consumer business, TransACT and Internode in the last two financial years.
Figure 2.9:

Retail market share for fixed
broadband—DSL and Cable (%)
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June 2012.

While market share is an important measure of the extent of competition in a market, the level of
competitive pressure between fixed-line providers also depends on the degree to which they are supplying
services over infrastructure which they control. Having a greater degree of control of the infrastructure over
which services are provided, and minimising reliance on another carrier, can allow the provider a greater
degree of flexibility in designing and implementing different services and pricing structures and a greater
degree of control over their margins.
There has been only limited full infrastructure-based competition in Australia to date. Telstra continues
to own the two largest fixed line access networks (the near-ubiquitous copper access network and HFC
cable network), and the main alternative fixed-line infrastructure is Optus’ HFC cable network, which only
passes 1.4 million serviceable premises.71 A handful of smaller cable networks are owned by other carriers.
However, the rollout of the NBN fibre network will see fixed broadband services progressively migrated
71
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across from Telstra and Optus’ networks in future. The disconnection of fixed broadband customers from
Telstra’s networks is governed by provisions in Telstra’s SSU and Migration Plan and the terms of Telstra’s
agreements with NBN Co and the government. The disconnection of services from the Optus HFC network
will be governed by the terms of its agreement with NBN Co, which was authorised by the ACCC in
July 2012.
Regarding the more limited form of infrastructure-based competition—access seeker investment in
DSLAMs—the number of ULLS and LSS SIOs increased during 2011−12 by 7 per cent (from 1.7 million
to 1.85 million). All of this growth related to ULLS services, with access seekers changing the manner in
which they supply services to their customers away from Telstra’s wholesale services (such as Wholesale
ADSL2+) and onto their own DSLAMs.
The supply of DSL services remained highly concentrated with Telstra as the dominant provider.
Approximately 63 per cent of all DSL SIOs in June 2012 were supplied from Telstra DSLAMs.72 However,
this primarily reflects the more significant coverage of Telstra’s DSLAMs throughout rural and regional
Australia, as shown above in Figure 2.5. Figure 2.10 below shows that where access seekers have
invested in DSLAMs—CBDs and metropolitan areas—they have been able to secure a reasonable share of
total DSL services.
Figure 2.10: Access seekers’ DSL SIOs as a percentage of total DSL SIOs from 2009−10 to 2011−12
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Wireless broadband
As noted, wireless broadband refers to non-handset wireless broadband services, such as those services
provided on tablets and via wireless dongles.
VHA’s market share fell for the second year in a row, while Telstra was able to increase its share at the
same time. This trend can probably be attributed to VHA’s network problems, which have seen Telstra gain
many of the subscribers leaving VHA but also gaining shares from Optus.
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Figure 2.11: Wireless broadband retail market share from 2009−10 to 2011−12
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Telstra’s strength in this market most likely reflects its ability to differentiate the quality of services offered on
its network from those provided by its competitors, as consumers generally place a high value on network
quality in this market.
In addition, Telstra has been the ‘first mover’ in the market for both 3G and 4G mobile services, which may
be another reason for the growth in its market share in the 2011−12 period. This may also translate into
further growth in market share for Telstra, as whilst it is expected that some 4G customers will move from
Telstra’s existing 3G network, customers of both Optus and VHA may also move to Telstra’s 4G network,
given its wider 4G coverage.

Price trends
The ACCC reports on changes in the price of internet services in Chapter 6 of its Changes in the prices
paid for telecommunications services in Australia 2011−12 report.73
The average real price paid for internet services fell by 2.7 per cent during 2011−12. There has been a
downward trend in these prices for the last five years, however, the latest figure represents the smallest
price drop over the period.
There have been increases in prices for wireless and cable services. While the significant price falls in
2008−2009 and 2009−10 helped drive strong take up of wireless internet services, the turnaround in prices
may reflect carriers’ response to the challenge of network congestion. Dial up services have experienced
the greatest fall in prices. There was an average fall in the real prices of DSL services of 5.7 per cent
(compared to a fall of 3.4 per cent during 2010−11).

73
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2.3

Telecommunications complaints

The ACCC receives numerous complaints relating to competition and consumer issues across
all industries. The ACCC recorded 4350 complaints during the reporting period in relation to the
telecommunications industry, 7 per cent more than the previous year.
During this period, there were 19 major investigations into consumer protection issues in the
telecommunications industry, up from 16 in the previous year. Further details regarding the ACCC
investigations can be found within chapter 4 of this report.
About 34 per cent of the contacts received by the ACCC were referred to the more appropriate bodies
such as the Telecommunications Industry Ombudsman (TIO). The ACCC will refer a complaint to the TIO
if the complainant is a small business or residential customer who has an isolated complaint about their
telephone or internet service, including complaints about billing or faults.
Figure 2.12 shows the number of complaints that the TIO has received in the last five years. The TIO
recorded 193 702 new complaints in 2011−12, representing a 2 per cent decrease in the number of new
complaints compared to the previous year.
Figure 2.12: Number of complaints received by the TIO from 2007−08 to 2011−12
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The TIO noted that complaint volumes remained high, but are reducing. The decrease in the number of
complaints can be partly explained by members taking steps to improve their complaint handling capacity
and advising their customers on how to make contact.74 However, the TIO stated that much more needs to
be done to materially reduce the number of new complaints made directly to them.75
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Telecommunications Industry Ombudsman, Telecommunications Industry Ombudsman 2011− 2012 Annual Report, TIO,
Melbourne, p. 8.
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Table 2.3 below shows the percentage of complaints received for the main complaints categories the TIO
receives each year.
Table 2.3: TIO complaints received by service type from 2009−10 to 2011−12
Type of service

2009−10

2010−11

2011−12

Mobile

44%

57%

63%

Fixed voice+

28%

23%

19%

Internet

25%

19%

16%

2%

1%

1%

197 682

193 702

Mobile premium services
Total number
+

167 77276

The TIO refers to ‘landline’ services.

Source:

Telecommunications Industry Ombudsman, 2011−12 Annual Report.

There has been an increase in the number of complaints relating to mobile devices, accompanying the
continuing trend in consumer demand for mobile devices. Mobile service complaints accounted for
63 per cent of all complaints and increased 9 per cent from the previous year. 77 The large number of
complaints relating to mobile services could be due to the fact that mobile products and services are
becoming more complex, with the introduction of smartphones allowing customers to access the internet.
Some customers may be confused about the way mobile products are promoted by some carriers, making
it hard for many consumers to understand the service they are buying and the costs involved. There are
also a large array of mobile products and plans being promoted and it can be difficult for customers to
ascertain which products suit them best.
On the other hand, the percentage of complaints relating to internet and fixed voice has decreased this
year, down by 3 per cent and 4 per cent respectively.78 The decrease may be attributed to the fact that
these services are more established ones, with the number of fixed line services decreasing every year.
The TIO reported increases across the key types of complaints relating to mobile phone services.
Telecommunications debt (credit management) and billing continue to be of key concern. Compared to the
previous year, the TIO received:
•

double the number of complaints for issues about financial over commitment due to inadequate spend
management tools

•

a 33 per cent increase for issues where consumers disputed the total of their bill

•

a 150 per cent increase for issues about disputed internet usage charges and

•

a 69 per cent increase for issues about disputed roaming charges.79

The majority of issues relating to financial over-commitment were found to be due to inadequate spend
management tools for mobile phone users. Sixty three per cent of all the issues recorded were about
disputed mobile phone bills. Eighty three per cent of disputed internet charges were from mobile
phone users.80 In contrast, credit management issues for non-mobile internet services have decreased for
the last two years. Larger data allowances and timely usage alerts have contributed to this decrease.81
76

The 2009–10 figures have been amended by the Telecommunications Industry Ombudsman in its 2011–12 report, hence the different
figures for 2009–10 used in this report compared to the previous reports.
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The Australian Communications and Media Authority (ACMA) released its final Reconnecting the Customer
Inquiry report in September 2011. The report found a range of systemic problems with customer service,
complaints handling and consumer protection across the telecommunications industry. The report made
a range of recommendations to improve the way that the industry deals with consumers and to address
problems such as ‘bill shock’. The ACCC made a number of detailed submissions to the Inquiry.
Many of the ACMA’s recommendations were adopted through the review of the industry’s self-regulatory
code of practice, the Telecommunications Consumer Protections Code (TCP Code). The TCP Code is a
self-regulatory instrument that sets out rules for service providers about advertising, billing and complaint
handling. New requirements for carriers include clear disclosure of pricing information in advertising and,
from September 2013, mandatory consumer usage alerts. Further information on the Reconnecting the
Customer Inquiry report can be found in chapter 4 of this report.
The large number of complaints suggests that competition in the industry could still be more effective. Even
though there are numerous carriers offering communications services, it would appear that the customers’
experience when dealing with carriers is not necessarily improving.
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3

Anti-competitive conduct provisions

This chapter describes ACCC’s activities in 2011−12 in dealing with anti-competitive behaviour under both
the telecommunications specific and general provisions of the CCA.
The telecommunications specific anti-competitive conduct provisions are contained under Part XIB of the
CCA. These provisions prohibit a carrier, carriage service provider (CSP) or content service provider from
engaging in anti-competitive conduct—this prohibition is also known as the ‘competition rule.’ Section
151AJ of the CCA sets out the two circumstances where a carrier, CSP or content service provider is
considered to have contravened the competition rule.
The first of these circumstances is where a carrier or CSP takes advantage of a substantial degree of
market power in a telecommunications market with the effect, or likely effect, of substantially lessening
competition in that or any other telecommunications market. It is not necessary to examine the purpose
of the conduct under the competition rule, unlike the general section 46 misuse of market power provision
(in Part IV of the CCA).
The second circumstance is where a carrier or CSP engages in conduct relating to a telecommunications
market that contravenes the general anti-competitive conduct provisions in Part IV of the CCA. In particular,
these provisions include:
•

s. 45—contracts, arrangements or understandings that restrict dealings or affect competition

•

s. 45B—covenants affecting competition

•

s. 46—misuse of market power

•

s. 47—exclusive dealing and

•

s. 48—resale price maintenance.

3.1

Investigations conducted in 2011−12

The ACCC undertook two investigations into alleged anti-competitive conduct under Part IV or Part XIB of
the CCA during the reporting period.
One investigation related to the terms on which Telstra provides wholesale ADSL services. While the
investigation was concluded in mid−2011, ongoing ACCC concerns were only resolved through declaration
of the wholesale ADSL service in February 2012. The other investigation related to Telstra’s closure of
its South Brisbane telephone exchange, with the existing copper network in the area being replaced by
fibre to the premises. Access seekers acquiring copper-based services from Telstra for use with their own
infrastructure raised concerns about the effect on competition when the copper services were withdrawn.
Following discussions with the ACCC, Telstra advised in late 2011 that it had offered improved terms of
access to wholesale customers transitioning from ULLS and LSS to fibre-based services. The ACCC
considered that Telstra’s offer was capable of resolving the primary commercial concerns raised by
access seekers. In particular, the revised terms would enable service providers to continue their service
offerings and ensure that consumers in South Brisbane have a range of options in terms of both products
and providers.
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3.2

Exemption orders from Competition Rule

A carrier or CSP proposing to engage in conduct that may normally breach the competition rule in Part XIB
of the CCA can apply to the ACCC for an exemption order. An exemption order may be granted if the
ACCC is satisfied that:
•

the resulting public benefit outweighs any public detriment of lessened competition and

•

the conduct will not breach the competition rule.

An exemption order means that the conduct specified will not be anti-competitive for the purpose of the
competition rule. To date, the ACCC has not received any applications for a competition rule exemption.

3.3

Authorisation of agreement between NBN Co
and Optus

Under Part VII of the CCA, the ACCC can grant statutory protection for potential breaches of the
competition provisions of the CCA (except for misuse of market power) if it is satisfied the conduct delivers
a net public benefit. Authorisation applications for mergers are dealt with by the Australian Competition
Tribunal rather than the ACCC.
In January 2012, NBN Co lodged applications seeking authorisation of certain provisions of an agreement
entered into with Optus to migrate Optus’ HFC subscribers to the national broadband network.
Under the agreement, among other provisions, NBN Co will make progressive payments to Optus based
on the actual number of customers that migrate from the Optus HFC network to the national broadband
network, and Optus will progressively decommission parts of the HFC network that do not provide ongoing
support for mobile infrastructure and business customers.
In July 2012, the ACCC issued a determination granting authorisation for 20 years. In granting the
authorisation the ACCC was of the view that the public benefits, on balance, outweigh the likely public
detriment. The ACCC’s determination includes a detailed statement of reasons for granting authorisation.

3.4

Third line forcing notifications

Third line forcing is a specific form of exclusive dealing prohibited outright by the CCA. It is not subject
to the substantial lessening of competition test. It involves the supply of goods or services on condition
that the purchaser buys goods or services from a particular third party, or a refusal to supply because the
purchaser will not agree to that condition.
Third line forcing conduct can be notified under Part VII of the CCA and authorised by the ACCC on public
benefit grounds. Subsections 47(6) and 47(7) of the CCA make third line forcing a per se breach of the
CCA unless it relates to products or services provided by a related body corporate.
The ACCC received a number of third line forcing notifications from participants in the telecommunications
industry in 2011−12. All of these notifications were allowed to stand on public benefit grounds.
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4

Consumer safeguard provisions

This chapter provides a brief summary of the ACCC’s investigations into potential breaches of the
consumer protection provisions contained in the Australian Consumer Law (ACL).
Sections 18 and 29 of the ACL are key provisions relating to consumer protection. Section 18 of the ACL
prohibits a corporation in trade or commerce from engaging in misleading or deceptive conduct or conduct
that is likely to mislead or deceive. Section 29 of the ACL prohibits a corporation in trade or commerce
from making false or misleading representations in connection with the promotion or supply of goods
or services.
The ACL does not contain consumer protection provisions specific to the telecommunications sector.
The ACCC’s enforcement and compliance work in this area is informed by engagement with a number of
organisations and a range of sources of information. This includes contacts and complaints to the ACCC’s
Infocentre, complaints from traders within the sector, information from the Telecommunications Industry
Ombudsman (TIO) based on its handling of complaints as well as engagement with other regulators
and representative groups including Choice and the Australian Communications Consumer Action
Network (ACCAN).
In 2011−12, the ACCC registered a total of 4 350 complaints and inquiries about the telecommunications
industry. This was seven per cent more than the previous year. About 34 per cent of contacts raised
concerns that were referred to more appropriate bodies, such as the TIO (see section 2.3 for further
information). A complainant may be referred to the TIO if the complainant is a small business or residential
customer who has an isolated complaint about their telephone or internet service, including complaints
about billing or faults.

4.1

Investigations conducted in 2011−12

The ACCC undertook 19 major investigations in the Telecommunications sector under the ACL during
2011−12, up from 16 in the previous year. Fourteen of these investigations were on foot at the start of the
reporting period.
The major ACCC investigations conducted during 2011−12 included the following:
•

In August 2010, the ACCC instituted legal proceedings in the Federal Court against EDirect Pty
Ltd, which traded as VIPtel Mobile. The ACCC alleged that EDirect engaged in false and misleading
conduct by telemarketing mobile phone contracts to consumers in areas where EDirect was unable to
supply its services due to a lack of network coverage. In September 2012, the Federal Court found in
favour of the ACCC and ordered that EDirect pay a penalty of $2.5 million.

•

In July 2011, the Federal Court found that Optus had engaged in misleading and deceptive conduct
in relation to advertising of its ‘Think Bigger’ and ‘Supersonic’ campaigns and ordered that Optus pay
a pecuniary penalty of $5.26 million. In its advertising of these campaigns, Optus represented that
a consumer would receive a headline data allowance of broadband which was then split into peak
(midday to midnight) and off-peak (midnight to midday) data allowances but did not sufficiently disclose
that the service would be speed limited to 64kbps at all times once a consumer exceeded his or her
peak data allowance.
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In March 2012, the Full Federal Court partially upheld an appeal by Optus and reduced Optus’ penalty
to $3.61 million in civil pecuniary penalties.
•

In September 2011, the Federal Court found in favour of Google Inc in proceedings brought by the
ACCC. The ACCC had alleged that Google had engaged in misleading or deceptive conduct which
arose from its involvement in publishing certain advertisements on its website. Google, through
its systems, including “dynamic keyword insertion”, responded to users’ queries by publishing
advertisements which contained a business name, product name or web address in the headline of the
advertisement which was that of a competitor to the advertiser. When a user clicked on the headline,
he or she was taken to the advertiser’s website.
In April 2012, the Full Federal Court unanimously upheld an ACCC appeal in relation to this conduct
by Google. The Full Court held that Google’s conduct was likely to mislead or deceive a consumer
searching for information on the competitor. Google sought, and was granted, special leave to appeal
to the High Court. The appeal was heard on 11 September 2012 and judgment was reserved.

•

In April 2012, FOXTEL Management Pty Ltd paid seven infringement notices totalling $46 200 which
the ACCC had issued in relation to FOXTEL’s advertising of its Christmas sale. In the ACCC’s view,
the advertisements were misleading as the prominent headline of the sale stated that consumers
could purchase a FOXTEL subscription for $55 per month on a six month contract. However, the
advertisement included an asterisk referring to fine print terms and conditions which locked customers
into a 12 month contract, under which the monthly subscription increased to $77 per month after the
initial six months.

•

In June 2012, the Federal Court ordered TPG Internet Pty Ltd to pay $2 million in civil pecuniary
penalties after it had earlier found that TPG had misled consumers by representing that they could buy
unlimited ADSL2+ broadband services for $29.99 per month, when in fact these services were only
available when purchased together with home phone line rental from TPG at an additional cost of $30
per month. The Federal Court also found that some of the advertisements did not prominently specify
the minimum charge and were misleading as they did not disclose additional up front charges.
In July 2012, the Federal Court accepted an undertaking from TPG to allow customers that relied upon
these representations to terminate their contracts without penalty, pending an appeal scheduled to be
heard by the Full Federal Court in November 2012.

•

In June 2012, the Federal Court ordered Apple Pty Ltd to pay $2.25 million in civil pecuniary penalties
and $300 000 in costs for misleading advertising in relation to the promotion of the “new iPad with WiFi
+ 4G”. The ACCC had alleged that the conduct was misleading as Apple had represented that the
new iPad could connect to networks which have been promoted in Australia as “4G” networks, when it
could not.
Apple had earlier provided an undertaking to the Federal Court in March 2012 in response to an
application for interlocutory injunctions filed by the ACCC. The undertaking required Apple to display a
corrective statement alongside its promotional materials and to email the statement to certain affected
customers along with an offer to provide a refund for the product.
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4.2

Broadband speed claims

The ACCC released an information paper in July 2011 to provide guidance to ISPs on their obligations
under the CCA when making claims regarding the data transfer rates (i.e. “speeds”) available to acquirers
of HFC and fibre-to-the-premises (including NBN) services. The aim of this publication was to ensure that
ISPs do not mislead consumers when marketing the performance of their services.
The release of the paper was followed by industry engagement seminars. The ACCC has continued to
monitor industry behaviour and has corresponded with several ISPs and wholesale providers with a view to
improving broadband marketing practices.

4.3

Review of unfair contract terms in the
telecommunications industry

The ACCC’s review of contracts offered in the telecommunications industry continued during 2011 and
2012, as part of our continued focus on industries that generate significant consumer complaints and
detriment. The proactive inquiries have involved in-depth analysis of consumer contracts offered across the
sector, and direct engagement with businesses to highlight potentially unfair contract terms and to assess
the commercial drivers underpinning the terms.
The ACCC engaged with businesses directly to highlight concerns and improve contract terms, where
contracts were identified as potentially unfair or raising broader concerns. A number of businesses deleted,
amended or made structural changes to contract terms in response to the ACCC’s concerns. Although we
note the positive steps taken by some participants, contracts in the telecommunications industry continue
to attract the ACCC’s attention due to their length and complexity.

4.4

Other activities

4.4.1

The ACMA’s Reconnecting the Customer Inquiry

The Australian Communications and Media Authority (ACMA) released its final Reconnecting the Customer
Inquiry report in September 2011. The report found a range of systemic problems with customer service,
complaints handling and consumer protection across the telecommunications industry. The report made
several recommendations to address these issues.
The ACCC made a number of detailed submissions to the inquiry, in particular highlighting how poor
advertising and customer information hindered comparisons of services and contributed to consumer
problems such as ‘bill shock.’ The ACCC supported the final report’s recommendations to address these
issues, including developing tools to prevent excess expenditure, mandatory pre-sale information and
clearer pricing.
The ACMA requested the industry peak body, Communications Alliance, address these recommendations
through its review of the Telecommunications Consumer Protection (TCP) Code.
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4.4.2

Telecommunications Consumer Protection Code review

The TCP Code is a self-regulatory instrument that sets out rules for service providers about advertising,
billing, complaint handling and a range of other issues. High numbers of complaints to consumer agencies
in recent years indicated that the 2007 TCP Code was not adequately protecting consumers.
Communications Alliance began to review the Code in mid-2010. The ACCC actively participated
in the review with the aim of strengthening the Code’s content, compliance monitoring and
enforcement mechanisms.
Communications Alliance submitted a revised draft of the Code to the ACMA in May 2012 and following
registration, the revised Code came into effect on 1 September 2012.
The revised Code contains a number of improvements over the previous code. In particular, it addresses a
number of the Reconnecting The Customer Inquiry recommendations supported by the ACCC, including:
•

provisions to improve the clarity and accuracy of advertising, including a requirement to display ‘unit’
pricing in advertisements, and a ban on the use of ‘cap’ to describe mobile phone plans

•

from September 2013, mandatory expenditure management tools, including SMS and email alerts
when consumers near their call or data allowance

•

from March 2013, a mandatory pre-sale Critical Information Summary for all telecommunications
products, that must include key pricing information, terms and conditions.

Inadequate compliance monitoring and enforcement were fundamental problems with the previous
code. The ACCC will be observing the operation of new compliance measures in the revised Code,
including the new Communications Compliance body, to assess their effectiveness in improving service
providers’ compliance.
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5

Monitoring and reporting

The ACCC collects information to monitor the behaviour of communications industry participants and to
develop appropriate regulatory responses. The ACCC has the power to establish record keeping rules
(RKRs) which specify the data and information that telecommunications carriers are required to keep and
provide to the ACCC on an ongoing basis. The ACCC also has the power under section 155 of the CCA to
obtain information and documents from the carriers in relation to a communications matter.
The Minister can require that the ACCC monitor and report on various aspects of competition within
the industry.

5.1

Ongoing and new monitoring and reporting activities

5.1.1

Telstra’s compliance with its retail price controls

Telstra has been subject to arrangements that limit its ability to increase its retail prices on certain fixed-line
services since 1989. The controls are set by government through ministerial determination.
The central framework of Telstra’s retail price control arrangements consists of a series of price caps that
apply to specified ‘baskets of services.’
•

The first basket of services consists of local calls, trunk calls (which include national long-distance
and fixed to-mobile calls), international calls and line rentals. This basket is subject to a price cap of
consumer price index (CPI)−CPI per cent. This means that Telstra is entitled to change the individual
prices of the services within the basket as it wishes, but the aggregate price of all services in the basket
must not increase in nominal terms.

•

The second and third baskets consist of Telstra’s most basic line rental product offered to residential
customers and to business customers respectively. In 2011−12 these baskets were subject to a price
cap of CPI–0 per cent.

•

There had been a fourth basket which consisted of connection services and was subject to an annual
price cap of CPI–0 per cent. However, this basket ceased on 30 June 2012 and was replaced with
price caps on 10 individual connection service products.

If Telstra prices below the maximum level permissible, the difference may be carried forward as a credit
into the next price cap period. However this will not be permitted in relation to the price caps on individual
connection services from 30 June 2012.
The price controls also cap the price of untimed local calls and calls from a Telstra payphone.
The Minister amended the retail price control arrangements in June 2012 to extend their operation for two
more years with some changes. Key changes are:
•

services supplied by Telstra over the NBN or equivalent wholesale-only networks will not be subject to
the price controls with the two exceptions:
–– the cap on the price of specified untimed local calls where they are supplied as part of a telephony
only service and
–– Ministerial disallowance of charges for directory assistance calls for Telstra customers are retained.
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•

replacement of basket 4 (connection services) with individual price caps on 10 individual connection
service products, and

•

Telstra can no longer accrue credits for being under the price cap in relation to connection
service products.

The ACCC is required to report annually to the Minister on the adequacy of Telstra’s compliance with
its obligations. In March 2012, the ACCC reported that it was satisfied that Telstra complied with its
obligations for the 2010−11 period.

5.1.2

Communications infrastructure

The ACCC requires telecommunications network infrastructure data to inform its regulatory decisions. This
information is gathered under two RKRs:
•

The Telstra customer access network (CAN) RKR requires Telstra to provide key information about the
number of services provided over its copper network. The services include voice, DSL, ULLS and LSS.
It also provides information on DSLAM investments by Telstra and others.

•

The Audit of Telecommunications Infrastructure Assets RKR requires specified carriers to report on
the locations of their core network and CAN infrastructure. The purpose of this RKR is to provide the
ACCC with a consistent and coherent database to inform regulatory decisions.

The ACCC collected information under both RKRs in 2011−12. This information was used internally,
although some data collected under the CAN RKR was made public.

5.1.3

Accounting separation

The aim of accounting separation is to increase competition by making the comparative treatment of a
vertically integrated company’s retail business and its wholesale customers more transparent. In 2002,
the government made provision for an enhanced accounting separation of Telstra’s wholesale and retail
operations with the passage of the Telecommunications Competition Act 2002. In accordance with
this Act, the Minister made a direction instructing the ACCC to issue RKRs requiring Telstra to provide
reports on:
•

current and historical costs under the telecommunications industry accounting framework

•

imputation analysis comparing Telstra’s retail prices and the costs faced by access seekers in buying
core telecommunications services—LCS, public switched telephone network originating/terminating
access (PSTN OTA) and ULLS—from Telstra, to indicate whether margins are sufficient to allow efficient
firms to compete against Telstra in the retail market and

•

key performance indicators on non-price terms and conditions (NPTC) that compare Telstra’s customer
service performance in specified retail and wholesale supplied services.

The ACCC reports on a biannual basis for current cost accounting and on a quarterly basis for imputation
and NPTC.
The ministerial direction also provided for the ACCC to report on competition in the provision of services to
corporate customers. Following instructions from the Minister in 2005−06 to defer any activities that may
place an undue burden on industry, the ACCC identified that collecting this data from industry created a
significant burden and ceased reporting on corporate competition.
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The current accounting separation regime has now been superseded with the ACCC’s acceptance of
Telstra’s structural separation undertaking (SSU) in March 2012. It is possible that the Minister will revoke
the Determination. This would enable the ACCC to revoke the relevant RKRs should it wish.

5.1.4

Annual report on retail telecommunications prices

Published jointly with this report, the ACCC also reports on telecommunications prices as part of
monitoring and reporting requirements outlined under Part XIB (Division 12) of the CCA. This report covers
movements in retail prices for fixed-line voice, mobile and internet services. The Division 12 RKR requires a
number of telecommunications service providers to report to the ACCC in order to compile this report.

5.1.5

Bundled services RKR

Since 2003, the ACCC has monitored the bundling arrangements that Telstra offers to its residential
customers. This monitoring requirement grew from a concern about the effects of bundling on competition
in telecommunications markets. Telstra supplies quarterly reports under the RKR, although this data is not
made public.
In February 2012, the ACCC granted Telstra an exemption from the requirement to provide some of
the data required by the original RKR. This includes the removal of the obligation to provide information
in relation to Homeline products. The exemption was provided because the data did not allow for the
formation of strong conclusions, for reasons including concerns about data reliability. Telstra is still required
to report on the extent to which its customers take up multiple services.

5.1.6

Access to Telstra exchange facilities RKR

In order to provide DSL services via the ULLS or LSS, access seekers need to install DSLAM equipment in
Telstra’s exchanges. In 2007, there were concerns from access seekers about delays in obtaining access
to exchanges, as well as a lack of oversight of Telstra’s decisions about whether an exchange had run out
of room (‘capped’).
In 2008, the ACCC issued an RKR requiring Telstra to keep and retain records and give reports to the
ACCC relating to access to Telstra exchange facilities. The RKR requires Telstra to give monthly reports
to the ACCC about decisions to cap and uncap exchanges and the amount of space in an exchange
reserved by Telstra for its own anticipated future requirements. The RKR also requires Telstra to report on
the details of queued access seekers, their position in the queue and any progress in the queue.
Following a public consultation process, the ACCC extended the operation of the RKR until 14 July 2014
with some minor changes.
The ACCC also issued a disclosure direction to Telstra to publicly disclose certain RKR information on a
monthly basis. The information to be disclosed includes:
•

the number of capped exchanges, and

•

the types of construction works required to access specific exchanges, and the queued access
seekers at exchanges.

The reports show that the number of queued exchanges decreased from 30 to 11 over the 12 months
to 30 June 2012. There were no capped exchanges as at 30 June 2012, although 20 exchanges were
potentially capped if out-of-ordinary works were not completed.
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5.1.7

Tariff filing

Tariff filing refers to the provision of certain information about changes in prices. The ACCC’s tariff filing
powers can be divided into two distinct parts:
•

general telecommunications tariff filing (Part XIB, Division 4 of the CCA) and

•

Telstra-specific tariff filing (Part XIB, Division 5 of the CCA).

Tariff filing directions
Under Part XIB (Division 4) of the CCA, the ACCC may direct a carrier or CSP to provide information on
charges for specified carriage services and/or ancillary goods and services, or information on its intentions
regarding those goods or services. The ACCC may request this information if it is satisfied that the carrier
or CSP has a substantial degree of market power in a telecommunications market.
During the 2011−12 period, there were no tariff filing directions in force.

Tariff filing by Telstra
Part XIB (Division 5) of the CCA requires Telstra to provide the ACCC with a written statement setting
out any proposed pricing changes for a basic carriage service (BCS) seven days before the change
occurs. A BCS allows for communication between two or more distinct places, supplied by fixed-line or
satellite‑based facilities, but does not include the supply of customer equipment.
A strict interpretation of Division 5 would require Telstra to provide complete details of all offerings, both
standard and individualised (non-standard), along with all variations. However, in order to reduce the
administrative burden of this requirement on Telstra and the ACCC, both parties have agreed that relevant
information will be provided only for those BCSs identified by the ACCC as assisting it to detect potential
anti-competitive behaviour. Under the agreement:
•

Telstra is to provide its standard form of agreement on a weekly basis, along with a list of all
amendments (additions, variations, and withdrawals) that have taken place during that week.

•

Telstra is to brief the ACCC if it has introduced, varied or withdrawn an offer for a BCS and considers
that change to be significant.

•

The ACCC may also request a briefing to obtain information about any amendments to Telstra’s
standard form of agreement or about a non-standard form of agreement.

During the 2011−12 period, Telstra complied with the requirements to give the ACCC tariff
filing information.

5.1.8

Regulatory accounting framework

Regulatory accounting framework (RAF) RKR data is used in estimating cost and asset values to assist in
determining access prices. It has also been used by the ACCC in assessing undertakings.
The RAF RKR was originally established to meet the objective of facilitating the accounting separation
regime by targeting carriers who have vertically integrated operations and who can exercise market power.
However the accounting separation regime has now been superseded with the ACCC’s acceptance of
Telstra’s SSU in March 2012.
The RAF specifies the information that carriers are required to report on, how these reports are prepared
and the timeframes associated with preparation and lodgement of the reports.
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The RAF RKR consists of 23 rules that detail the financial reporting requirements that apply to a carrier
notified by the ACCC. The reporting carriers at this time are, AAPT, Optus, Telstra and VHA. In July 2012,
Primus was granted an exemption from providing the RAF reports to the ACCC.
The RAF RKR applies a vertical and horizontal accounting separation model that allows revenue and cost
information for wholesale and retail services to be reported. The RAF RKR also requires notified carriers
to report on service usage information, such as the number of local calls and the number of national long
distance minutes.
The core financial reports required by the RAF RKR are:
•

capital adjusted profit and loss statements

•

capital employed statements

•

fixed asset statements

•

weighted average cost of capital (WACC) report and

•

service usage reports.

Only Optus and Telstra are required to prepare all the core financial reports. AAPT and VHA are required to
prepare only profit and loss statements, fixed asset statements and service usage reports.
All reporting carriers are also required to prepare a Regulatory Accounting Procedures Manual that provides
a detailed explanation of how the carrier will comply with the RAF RKR.

5.1.9

Building block model RKR

As a result of legislative amendments in 2010 the ACCC was required to make Final Access Determinations
(FADs) in relation to declared services including the fixed-line services. In 2011, the ACCC finalised its
Fixed-line Services Model (FLSM), which adopts a ‘building block approach’ for pricing the declared
fixed-line services.
The FLSM requires demand, operating expenditure (opex) and capital expenditure (capex) forecasts in
order to estimate the revenue required to be recovered by the access provider (Telstra) over the regulatory
period. The revenue required is allocated to each service and divided by forecast demand to estimate
prices which are then used as a basis for determining access prices in FADs.
The ACCC initiated a process to implement a ‘Building Block Model’ (BBM) RKR that will require Telstra
to provide actual and forecast service demand and opex and capex forecasts at the commencement of a
price review prior to each regulatory period. This RKR was introduced in August 2012 and is expected to
take effect in the 2012−13 financial year.

5.1.10

Media content monitoring

The ACCC recognises that access to compelling content may be a critical factor in developing a viable
business case in existing and emerging media markets. In 2011−12, the ACCC continued to review and
analyse content markets in the course of both its transactional activities and contributions to government
regulatory review processes. These activities included the completed assessment of the proposed
FOXTEL/Austar merger under section 50 of the CCA (and the related court-enforceable undertakings
offered by FOXTEL) and a submission to the Convergence Review.
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6

Access to telecommunications
network services

This chapter outlines how the ACCC regulated access to telecommunications networks during the
reporting period. Regulated access is required to provide competition in parts of the sector where the high
cost of building networks means that there would otherwise be only one or a small number of operators.
Section 6.1 summarises recent changes to the access regime. The rest of the chapter discusses
how the ACCC has regulated access to the telecommunications networks through a number of
regulatory decisions.
Part XIC of the CCA provides for the industry specific access regime for the telecommunications industry
that is administered by the ACCC. The primary objective of the telecommunications access regime is to
promote the long-term interests of end-users by:
•

promoting competition in telecommunications markets

•

achieving any-to-any connectivity (ensuring communication between end-users, whether or not the
end-users are connected to the same network) and

•

encouraging the economically efficient use of, and investment in:
–– infrastructure by which listed services are supplied and
–– any other infrastructure by which listed services are, or are likely to become, capable of
being supplied.

6.1

Legislative amendments—regime change

There have been two significant rounds of legislative amendments over the last few years that related to
regulated access to services. Two relevant pieces of legislation were the:
•

Telecommunications Legislation Amendment (Competition and Consumer Safeguards) Act 2010
(CACS Act) and the

•

Telecommunications Legislation Amendment (National Broadband Network Measures—Access
Arrangements) Act 2011 (NBN Access Act).

Firstly, the CACS Act implemented considerable changes to the role of the ACCC under Part XIC of the
CCA and brought greater clarity to the regulatory framework.
Secondly, the NBN Access Act amended the CCA and the Telecommunications Act to introduce
new access, transparency and non-discrimination obligations relating to the supply of wholesale
services by NBN Co. It also introduced the ‘level playing field’ provisions for designated superfast
telecommunications networks.
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6.1.1

Part XIC of the CCA

While the objectives of the telecommunications access regime in Part XIC of the CCA remain the same, the
amendments made by the CACS Act introduced a revised hierarchy of regulatory access mechanisms. The
regulatory mechanisms are the following (in descending order):
•

access agreements

•

special access undertakings (SAU)

•

binding rules of conduct (BROC), and

•

access determinations (AD).

Each of these is explained later in this chapter.

6.1.2

Additional access arrangements for NBN Co and operators of
superfast networks

The NBN Access Act created a number of specific obligations for NBN Co and operators of designated
superfast telecommunications networks, in relation to the provision of access to the services supplied on
their networks.
As explained under section 6.2, services are only subject to standard access obligations and regulatory
oversight under Part XIC if they are ‘declared.’ The legislation prohibits NBN Co from supplying eligible
services unless they are declared.
Part XIC provides for NBN Co to formulate and publish open offers to provide access to its services. The
terms and conditions that comprise these offers are known as Standard Forms of Access Agreement
(SFAA). If a SFAA is available on NBN Co’s website, NBN Co is obliged to enter into an access agreement
on request by an access seeker on the terms and conditions contained in that SFAA. Publication of a SFAA
by NBN Co on its website also has the effect of declaring the service to which it relates.
In general, NBN Co must provide open and non-discriminatory access to its services.
The legislative amendments also introduced ‘level playing field’ requirements for non-NBN superfast
networks in Parts 7 and 8 of the Telecommunications Act. These provisions require designated superfast
telecommunications networks to supply superfast broadband on broadly the same basis as NBN Co:
wholesale-only, open access and on a non-discriminatory basis.
Further information on the regulatory framework that applies to the NBN and the ACCC’s activities within
this framework is provided in chapter 7.

6.2

Declaration of telecommunications services

The Part XIC access regime applies to declared services only. Services can be declared via the
following methods:
•

the ACCC declares a service after holding a public inquiry

•

the ACCC accepts a SAU for the service, or

•

in the case of NBN Co only, NBN Co publishes an SFAA in relation to the service on its website.

44

ACCC telecommunications reports 2011–12 | REPORT 1

Once a service is declared, the access provider is required to comply with standard access obligations.
Standard access obligations facilitate access to the declared service in order for access seekers to provide
carriage or content services using the declared service. Standard access obligations include the obligations
to supply either a declared service upon request and interconnection to facilities upon request.
Telecommunications services—declaration provisions: A guide to the declaration provisions of Part XIC of
the TPA (now the CCA) explains the ACCC’s approach to declarations, including the matters that it must
consider and how it will consider them. The guide also contains a section dealing with procedural issues,
such as the public inquiry process.82
The ACCC undertook a number of activities in 2011−12 in relation to the declaration of services.

6.2.1

Local bitstream access service declaration

The NBN Access Act introduced amendments to both the Telecommunications Act and the CCA regarding
layer 2 bitstream services. These amendments set out a regime to regulate layer 2 bitstream services to
ensure that these services are offered on an open and equivalent access basis.
These amendments included a requirement that the ACCC declare a layer 2 bitstream service. Following
consultation, the ACCC declared the layer 2 Local Bitstream Access Service (LBAS) in February 2012 and
the declaration took effect in April 2012. This declaration cannot be varied or revoked, does not have an
expiry date and will continue indefinitely.

6.2.2

Wholesale ADSL declaration

In February 2012, the ACCC declared the wholesale ADSL service for a period of five years. The ACCC
declared the service because, despite the deployment of competitive broadband infrastructure in some
areas over the past decade, competition in the supply of ADSL services is not effective. Telstra is the
dominant supplier in retail fixed-line broadband services and has maintained its market share over time.
The ACCC considered the declaration will promote competition and address concerns about the terms
and conditions on which Telstra currently supplies wholesale ADSL services. In particular, it will remove
impediments to competitive internet service providers gaining access to Telstra’s national ADSL network to
supply retail services.
In December 2011 the ACCC conducted an inquiry into declaring this service. The inquiry was initiated
because access seekers were concerned that a lack of regulated access to wholesale DSL services
impeded their ability to compete with Telstra. The inquiry occurred after an ACCC investigation into
allegations of vertical price squeeze conduct by Telstra in 2010.

6.2.3

Declared NBN services

As discussed above, publication of a SFAA by NBN Co on its website has the effect of declaring the
service to which it relates.
As at July 2012, the following SFAAs were available on NBN Co’s website:
•

the Interim Satellite Service Agreement (Second Release)

•

the Satellite Wholesale Broadband Agreement

•

the Testing Terms and Conditions

82

Australian Competition and Consumer Commission, Telecommunications services—declaration provisions: A guide to the declaration
provisions of Part XIC of the TPA, ACCC, http://www.accc.gov.au/.
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•

the Wireless Trial Agreement, and

•

the Wholesale Broadband Agreement (WBA).

The publication of these SFAAs by NBN Co means that the services to which these SFAAs relate are
declared services and are subject to regulation by the ACCC.

6.3

Exemptions

Amendments to the CCA in 2010 resulted in ‘ordinary individual exemptions’ and ‘ordinary class
exemptions’ from the standard access obligations for declared services no longer being available.
Anticipatory exemptions are still available where a service has not yet been declared.
The ACCC can still effectively grant exemptions from regulations when it sets the terms and conditions of
access, through what are known as access determinations (AD) (see section 6.7 for further information).
As part of the ACCC’s final access determinations (FADs) for the declared fixed-line services, the ACCC
incorporated the following exemption orders from the Australian Competition Tribunal:
•

the individual exemption order made in August 2009 in relation to the wholesale line rental (WLR)
service

•

the individual exemption order made in August 2009 in relation to the local carriage service (LCS)

•

the individual exemption order made in September 2009 in relation to the PSTN originating access
service (PSTN OA), and

•

the individual exemption order made in September 2009 in relation to the PSTN OA service in
CBD areas.

The number of ESAs exempted through these orders was 181 as of 30 June 2011.
In September 2011, the ACCC commenced a public inquiry into varying the geographic exemptions from
regulation for WLR, LCS and PSTN OA services. This inquiry was foreshadowed by the ACCC when it
made FADs for these services. The ACCC released a final decision in December 2011 to remove the
exemption provisions, effectively reapplying access regulation to the services in the relevant areas.

6.4

Access agreements

Parties are free to negotiate and enter into commercially agreed terms and conditions of access to declared
services. From January 2011, providers of declared services have been required to lodge with the ACCC all
commercial agreements relating to access to a declared service (access agreements).
While the ACCC is not required to approve access agreements, compliance with the lodgement
requirements is a carrier licence condition and service provider rule.

6.5

Special access undertakings

Access providers can propose terms and conditions of supply for access to listed services through a SAU.
These terms and conditions would apply if the SAU was approved by the ACCC. The CCA sets out the
criteria by which the ACCC must decide whether to accept or reject the SAU.
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An SAU can be lodged for services that are not yet declared and for which no AD is in place. The access
provider can seek to vary or withdraw an SAU that is in force.

6.5.1

NBN Co Special Access Undertaking

In September 2012, NBN Co lodged a new SAU with the ACCC. The new SAU replaces the SAU that
was lodged by NBN Co in late 2011 and withdrawn in early September 2012. The ACCC will assess the
undertaking in accordance with the requirements of the CCA. As part of this assessment, the ACCC will
consult with stakeholders and industry. The ACCC released a consultation paper in November 2012 and an
industry forum was held in December 2012. If accepted, the SAU will form part of the regulatory framework
for access to services provided over NBN Co’s fibre, wireless and satellite networks until June 2040.
The SAU features a ‘modular’ structure which locks in different matters for different periods of time. For
example, the initial module contains terms which operate until the rollout of the NBN Network is complete.
This module includes the initial prices for all current services, pricing methodologies, and an incentive
mechanism for efficient expenditure, as well as non-price terms and conditions such as terms for service
levels, dispute resolution, product development and withdrawal. A subsequent module applies once the
NBN network is complete and sets out the long-term revenue constraint mechanism for the remainder of
the SAU. The subsequent module will operate alongside additional modules, operating in turn for three
to five years, to be submitted by NBN Co and approved by the ACCC. Additional modules will contain
detailed price and non-price terms, revenue and expenditure forecasts.
The SAU requires that NBN Co must include certain terms in its Standard Forms of Access Agreement
(SFAAs). SFAAs are standing offers that must be made available to access seekers upon request (such as
NBN Co’s Wholesale Broadband Agreement), see 6.1.2. The SAU also requires that NBN Co incorporate
decisions of the ACCC relating to access (ADs, and BROC) into SFAAs.
The ACCC hopes to release a draft decision on the SAU by March 2013.

6.6

Binding rules of conduct

The ACCC has the power to make binding rules of conduct (BROC). Where the ACCC considers that there
is an urgent need to do so a BROC can specify any or all the terms and conditions of supply for access
to a declared service, or the manner in which a carrier or CSP is to comply with any or all the standard
access obligations. BROCs operate temporarily either in advance of, or as a type of variation of, an access
determination. The duration of a BROC is limited to a maximum of 12 months.
The ACCC did not make any BROCs in 2011−12.

6.7

Access determinations

Access determinations (ADs) are written determinations made by the ACCC which set out a base set of
price and non-price terms relating to access to a declared service. Access seekers can rely on an AD if
they are unable to come to an agreement with an access provider on the terms and conditions of access
to a declared service. If parties do come to an agreement on the terms and conditions of access, their
access agreement will prevail over the AD to the extent of any inconsistency.
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The ACCC must undertake a public consultation process before making a final access determination (FAD).
A FAD must be made within six months of a service being declared, although the ACCC can extend this
time period if it provides reasons for doing so. ADs may specify any or all of the terms and conditions for
compliance with any or all applicable standard access obligations.
The ACCC made a number of Interim Access Determinations (IADs) and FADs in 2011−12.

6.7.1

Fixed-line services

The ACCC made FADs for the declared fixed-line services in July 2011. These services are the local
carriage services (LCS), the line sharing services (LSS), the public switched telephone network originating
access service (PSTN OA), the public switched telephone network terminating access service (PSTN TA),
the unconditioned local loop service (ULLS) and the wholesale line rental service (WLR). The ACCC had
previously made IADs for these services in March 2011, which were effective from 1 January 2011. The
FADs were backdated to the 1 January 2011and incorporated the prices set in the March 2011 IADs.
As discussed in section 6.3, the ACCC varied these FADs to remove geographic exemptions in
December 2011.
In April 2012 the ACCC commenced a public inquiry on whether to vary certain fixed-line services FADs.83
This public inquiry commenced after Telstra asked the ACCC to vary the FADs based on its temporary
technical inability to provide access to a wholesale voice service over the NBN.
The inquiry considered whether the application of the category A SAOs84 should be temporarily removed
where these services are supplied over NBN greenfield estates.
In June 2012, the ACCC completed its public inquiry and determined that the FADs should be varied to
temporarily remove the obligation on Telstra to supply the regulated fixed voice services over the NBN. This
variation commenced on 29 June 2012 and ceases to have effect on the earlier of 31 March 2013, or the
date on which Telstra can supply a wholesale NBN voice service.

6.7.2

Local bitstream access service (LBAS)

As discussed above, in February 2012 the ACCC declared the local bitstream access service (LBAS). In
October 2012, the ACCC made a FAD for the LBAS.
The LBAS is a wholesale access service for non-NBN networks that are built or upgraded after
January 2011. It is a ‘last mile’ fixed-line service provided to residences and small businesses where the
download transmission rate is superfast (25 Mbps or faster).
The FAD contains price and non-price terms and conditions for a 25/5 Mbps LBAS service. The FAD sets a
price ceiling of $27 for the service, which is benchmarked to the NBN Co wholesale broadband agreement
(WBA) price for a similar service. The FAD also contains non-price terms and conditions of access for
parties to rely on if they cannot come to a commercial agreement.

83

These FADs related to WLR, LCS, and a subset of PSTN OA called preselect and override services.

84

Category A standard access obligations require telecommunications carriers or carriage services providers (CSPs) to give access to
declared services.
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6.7.3

Wholesale asymmetric digital subscriber line (ADSL)

As discussed in section 6.2.2, in February 2012 the ACCC declared the wholesale asymmetric digital
subscriber line (ADSL) service and commenced a public inquiry into making a FAD for the ADSL service.
The ACCC also made an IAD for the wholesale ADSL service. The IAD sets price and non-price terms and
conditions of access to the service from February 2012 to February 2013. The ACCC adopted Telstra’s
current wholesale pricing structure for the IAD and set prices using a Retail Minus Retail Cost methodology.
The ACCC is currently conducting the wholesale ADSL inquiry to make a FAD. The ACCC is considering a
range of matters, including the appropriate structure and level of pricing for the service and relevant terms
of access.

6.7.4

Mobile terminating access service

The domestic mobile terminating access service (MTAS) is a wholesale input used by providers of fixed-tomobile and mobile-to-mobile calls to allow their customers to call mobile subscribers. The ACCC made a
FAD for the MTAS in December 2011. The FAD reduced the regulated MTAS rate from 6 cents per minute
in 2012 to 3.6 cents per minute in January 2014. The FAD will expire in June 2014.

6.7.5

Domestic transmission capacity service

The domestic transmission capacity service (DTCS) is the service which provides connectivity between
both fixed and wireless access networks and upstream services such as data connectivity and
interconnection with other networks.
Following a public inquiry, the ACCC issued a FAD for the DTCS in June 2012. The FAD includes both price
and non-price terms. It uses a regression model to set prices for various routes based on factors that are
known to affect price, such as route category, data rate, protection and distance.
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6.8

Access disputes

6.8.1

Arbitration of access disputes

Table 6.1 outlines the access disputes that were before the ACCC for arbitration during the 2011−12
period.
Table 6.1: Arbitration of access disputes 2011−12
Service

1 July 2011

New disputes lodged

Disputes finalised

Disputes withdrawn

30 June 2012

ULLS

6

0

0

0

6

LSS

7

0

0

0

7

DTCS

0

0

0

0

0

LCS

0

0

0

0

0

WLR

0

0

0

0

0

PSTN TA

0

0

0

0

0

PSTN OA

0

0

0

0

0

MTAS

0

2

0

0

2

Total

13

2

0

0

15

The ACCC continues to arbitrate 13 access disputes in regard to ULLS and LSS that were notified prior to
the making of the FADs for these declared fixed-line services. The two access disputes lodged in relation to
the MTAS during the 2011−12 period were withdrawn by the parties in July 2012.
FADs have now been made for all relevant declared services under the new access determinations
regime. Under the new access regime, no further access disputes can be lodged in relation to those
declared services.

6.8.2

Publications made

The ACCC may decide to publish an IAD or FAD that it has made in an arbitration where it considers that
doing so would be likely to facilitate the operation of Part XIC of the CCA. A statement of reasons for the
determination may also be published.
During the 2011−12 period, the ACCC did not publish any determinations or statements of reasons.
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7

NBN and superfast networks provisions

Two key pieces of legislation relating to the NBN were introduced in April 2011:
•

the National Broadband Network Companies Act 2011 (NBN Companies Act) and

•

the Telecommunications Legislation Amendment (National Broadband Network Measures—Access
Arrangements) Act 2011 (NBN Access Act).

The NBN Companies Act sets out key obligations that limit NBN corporations (such as NBN Co) to
wholesale-only telecommunications.
As outlined in chapter 6, the NBN Access Act amended the CCA and the Telecommunications Act
to provide a regulatory framework for the NBN. Amongst other changes, the NBN Access Act sets
out provisions to ensure non-discriminatory access to services provided by NBN Co and designated
superfast telecommunications networks. It also facilitates uniform national pricing of eligible services
provided by NBN Co, as well as other ‘level playing field’ requirements for the designated superfast
telecommunications networks.
The NBN Access Act also introduced changes to the CCA which reflect the outcomes of the ACCC and
NBN Co’s joint process in 2010−11 to establish points of interconnection to the NBN. Further information is
provided in section 7.2 below.

7.1

NBN Companies Act

The NBN Companies Act provides the regulatory framework for the wholesale-only structure of NBN
corporations (such as NBN Co)85 and addresses issues of government ownership and the arrangements
for the eventual sale of the Commonwealth’s stake in NBN corporations.
An NBN corporation will operate as a wholesale-only telecommunications company in terms of the
services and goods that it supplies, as well as the investments that it makes. NBN corporations are wholly
Commonwealth owned, and are prescribed as government business enterprises.
The Communications Minister may impose conditions on an NBN corporation’s carrier licence that require
it to supply a specified telecommunications service (a ‘mandatory service’), or prohibit it from supplying
a specified carriage service (a ‘prohibited service’). The ACCC must be consulted prior to making these
licence conditions.
The Communications Minister and the Finance Minister may also require the functional separation of NBN
corporations, and/or direct an NBN corporation to transfer or divest its assets. The ACCC has an advisory
role in relation to these actions.
The Commonwealth will retain full ownership of NBN corporations until all of the following have occurred:
•

the Communications Minister declares the NBN to be built and fully operational

•

the Productivity Minister has tabled in Parliament a Productivity Commission report into the regulatory
framework for the NBN and

•

the Finance Minister declares conditions are suitable to carry out an NBN Co sale scheme.

85

For the purposes of the NBN Companies Act, NBN Corporations are ‘NBN Co, NBN Tasmania and a company over which NBN Co is
in a position to exercise control.’
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The NBN Companies Act enables the making of regulations that limit private ownership and control when
NBN corporations are no longer wholly Commonwealth owned. The ACCC must be consulted before these
regulations are made. Reporting obligations will be imposed on NBN corporations when they are no longer
wholly Commonwealth owned.

7.2

Points of interconnection

An NBN point of interconnection (POI) is the physical location that allows retail service providers (RSPs) and
wholesale service providers (WSPs) to connect to the NBN. Under section 151DB of the CCA, the ACCC
must prepare a written list of POIs to the NBN and publish this list on its website (‘listed POIs’).
In December 2010, the ACCC released its advice to government on the number and location of the initial
POIs that would best meet the long-term interests of end-users based on a set of competition criteria. The
ACCC also commenced public consultation in respect of the 120 POIs proposed by NBN Co in response
to this advice.
As an outcome of this consultation process, the ACCC and NBN Co agreed on the locations of 121 initial
POIs to the NBN, and a draft of the revised list was published by the ACCC in May 2011.
In August 2012, the ACCC commenced public consultation on the final list of POIs. In November 2012, the
ACCC formally published a ‘list in force’ pursuant to section 151DB of the CCA.
The NBN Access Act introduced non-discrimination provisions into the CCA. These provisions, amongst
other things, prevent NBN Co and other superfast telecommunications network owners from discriminating
between access seekers.
There are limited exceptions to these provisions. For example, discrimination on the basis that the access
seeker is not creditworthy, or has repeatedly failed to comply with terms and conditions of access.
The Federal Court is the final arbiter of what behaviour by NBN Co or other designated network owners
constitutes discrimination. Nonetheless, the ACCC plays several key roles in relation to the provisions.

7.3

Non-discrimination guidelines and other roles

Firstly, the ACCC is required to publish on its website explanatory material to provide guidance to industry
on the ACCC’s views on the operation of the non-discrimination provisions. Following consultation with
industry the ACCC published its explanatory material in April 2012. The ACCC will review its explanatory
material periodically and provide additional guidance where necessary.
Secondly, the ACCC is required to maintain a register of statements setting out differences between
individual access agreements and any Standard Form Access Agreement (SFAA), Special Access
Undertaking (SAU) or access determinations (AD) relating to NBN Co. The ACCC is also required to
maintain a register of statements setting out differences between individual access agreements and an SAU
or an AD relating to the local bitstream access service (LBAS). This is intended to allow access seekers
to identify any different terms or conditions which may be available from their network access provider.
The registers will also be used by the ACCC to identify potential contraventions of the non‑discrimination
provisions. The registers of the statements of differences are available on the ACCC website. During
2011−12, the ACCC received statements of differences from NBN Co setting out the differences between
access agreements and NBN Co’s SFAAs.
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Thirdly, the ACCC has a role in enforcing the non-discrimination provisions by seeking orders from the
Federal Court.

7.4

Uniform pricing objectives

The NBN Access Act introduced provisions to facilitate uniform national pricing of eligible services provided
by NBN Co.
NBN Co is authorised to engage in certain conduct that might otherwise breach the anti-competitive
conduct provisions in Part XIB of the CCA if that conduct is reasonably necessary to achieve uniform
national pricing. This could include:
•

refusal to interconnect at unlisted POIs

•

refusal to supply a service (other than a voice service) unless an access seeker agrees to acquire one
or more other services, and

•

any other conduct reasonably necessary to achieve uniform national pricing.

Further, Part XIC contains provisions specifying that the ACCC must not reject a SAU containing
price‑related terms and conditions that are reasonably necessary to achieve uniform national pricing of
eligible NBN services. The ACCC is also prohibited from making NBN-specific Binding Rules of Conduct
(BROCs) or ADs that prevent NBN Co from engaging in conduct that is reasonably necessary to achieve
uniform national pricing.

7.5

Level playing field exemptions

The NBN Access Act introduced ‘level playing field’ provisions into the Telecommunications Act. These
provisions are intended to ensure that non-NBN networks capable of supplying a superfast carriage
service, wholly or principally to residential or small business customers, must not be used unless:
•

a layer 2 bitstream service is available for supply, and

•

services supplied on the network are supplied on a wholesale-only basis.

The ‘level playing field’ provisions only apply to services supplied over fixed-line networks. The provisions
do not apply to services provided over wireless, satellite or NBN networks.

7.5.1

Exemptions

Network operators, subject to certain conditions, are exempt from the obligation to provide services on
a wholesale-only basis to utilities including transport authorities, electricity and gas supply bodies, water
supply bodies, sewerage services bodies, stormwater drainage service bodies and state or territory
road authorities.
Subject to certain conditions, statutory exemptions may apply to:
•

extensions to existing superfast networks within current real estate developments

•

extensions to existing network footprints no more than one kilometre from a point on the infrastructure
of the existing network, as the network stood immediately before 1 January 2011 and

•

specified extensions of a telecommunications network.
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In addition to statutory exemptions, the Minister may exempt specified networks, local access lines or
owners from the layer 2 bitstream requirement and/or the wholesale-only requirement. The Minister must
consult with the ACCC and the ACMA before granting an exemption. In January 2012 the Minister granted
Telstra conditional exemptions for the South Brisbane exchange service area and specified Telstra Velocity
networks. In April 2012 the Minister granted TransACT conditional exemptions for its upgraded VDSL
networks, specified TransACT fibre networks and very small scale TransACT networks.
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8

Telecommunications Act provisions

8.1

Structural separation of Telstra

The structural separation undertaking (SSU) and migration plan outline how Telstra will progressively
migrate voice and broadband services from its copper and HFC networks to the NBN as the fibre network
is rolled out across Australia.
The legislative framework relating to the structural separation of Telstra was established with the passage
of the Telecommunications Legislation Amendment (Competition and Consumer Safeguards) Act 2010
(CACS Act) in 2010. Telstra first submitted its structural separation undertaking (SSU) and migration plan
in July 2011. Revised versions of each were subsequently submitted.86 The ACCC conducted public
consultation in relation to the SSU and migration plan, releasing two discussion papers inviting submissions
from interested stakeholders. Following the conclusion of those consultations, Telstra submitted a further
revised version of the SSU in February 2012.
The ACCC accepted Telstra’s SSU and migration plan in February 2012. Both the SSU and the migration
plan commenced in March 2012 following the fulfilment of the final conditions precedent upon the signing
of particular declarations by the Minister.

8.1.1

Acceptance of the SSU and migration plan

In considering whether to accept the SSU, the ACCC was required to consider a range of mandatory
criteria set out in the relevant legislation and specified by the Minister. In accepting the SSU, the ACCC was
satisfied that:
•

the commitment to structurally separate given by Telstra is consistent with the legislative requirements
for its structural separation

•

the transparency and equivalence measures are appropriate and effective, and

•

the compliance measures are appropriate and effective.

In addition, the ACCC also had regard to the effect of the structural reform upon competition and
consumer interests. The SSU and associated commercial arrangements between Telstra and NBN Co
implement the government’s preferred migration form of structural separation. This was an important factor
in the ACCC’s acceptance of the undertaking, and was a factor the ACCC was required to have regard to
in the mandatory criteria.
Telstra’s migration plan sets out the steps Telstra will take to disconnect voice and broadband services
on its copper network as part of the migration process. The ACCC was required to consider whether the
migration plan satisfied all of the mandatory legislative requirements, including the migration plan principles
determined by the Minister.

86

A revised version of the migration plan was submitted to the ACCC in August 2011 and a revised version of the SSU was submitted in
December 2011. A further revision of the SSU was submitted in February 2012.
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8.1.2

Interim equivalence and transparency measures

The SSU specifies a range of measures which are intended to promote equivalence and transparency
in Telstra’s supply of fixed-line access services to its wholesale customers and retail businesses. These
measures apply during the interim period from the commencement of the SSU until the migration to the
NBN is completed.
The interim equivalence and transparency measures include:
•

Commitments by Telstra to ensure equivalence in pricing across wholesale customers and Telstra’s
retail business and improved transparency in relation to Telstra’s internal costs.

•

Commitments regarding the quality of Telstra’s supply of regulated services and the security of
wholesale customer information. These commitments are supported by reporting of key performance
indicators and ring fencing arrangements.

•

New procedures for resolving disputes between Telstra and its wholesale customers
including the establishment of an accelerated investigation process and an independent
telecommunications adjudicator.

These measures are supported by an overarching commitment in the SSU to provide equivalent outcomes
for wholesale customers to those that are achievable by Telstra’s retail businesses.

8.1.3

Implementation of Structural Separation and Migration Plan

A number of the interim equivalence and transparency measures were not in place at the commencement
of the SSU and were required to be implemented within specified timeframes. Subject to two requests
for an extension of time (both of which were granted by the ACCC), Telstra met the timeframes for
implementation of these measures.
At the date of lodging the migration plan for ACCC approval, Telstra was not in a position to establish or
specify a number of processes contemplated by the migration plan principles determined by the Minister.
Pursuant to the migration plan, Telstra was obliged to develop and lodge draft ‘required measures’ for
ACCC approval by 7 September 2012. In order to address concerns raised by the ACCC, Telstra has
withdrawn a number of the draft required measures and re-lodged revised versions.
Telstra is subject to a number of reporting obligations under the SSU. These include the provision of
monthly compliance reports to the ACCC, quarterly reporting on operational equivalence issues and
periodic reports based on the Telstra Economic Model that provide the ACCC with transparency over
Telstra’s revenue and cost information.
The ACCC is required to report annually to the Minister on breaches by Telstra of the SSU. Further
information regarding Telstra’s compliance with the SSU and the migration plan will be available in that
report. The report is expected to be released in early 2013.
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8.2

Operational separation of Telstra

Prior to the commencement of the SSU, Telstra was subject to the operational separation regime which
was intended to promote greater equivalence and transparency in Telstra’s supply of designated wholesale
services.
The ACCC was required to monitor Telstra’s compliance with the operational separation regime until its
repeal upon commencement of the SSU in March 2012.
The interim equivalence and transparency measures under the SSU represent a significant improvement on
the commitments and the enforcement measures under operational separation. Under the former regime,
the ACCC had no direct ability to take action with respect to breaches and it was limited to investigating
matters and then reporting to the Minister. In contrast, the interim equivalence and transparency measures
are now directly enforceable by the ACCC by application to the Federal Court.
The remedies available to the ACCC in the Federal Court to address breaches of the SSU are
significant and wide ranging and include fines, compensation orders and any other orders the Court
considers appropriate.

8.3

Number portability

Number portability allows end-users to change their service provider and retain the same number. Part 22,
Division 2 of the Telecommunications Act requires the Australian Communications and Media Authority
(ACMA) to develop a numbering plan outlining the allocation and use of numbers in connection with the
supply of carriage services.
Under the Telecommunication Act, the ACCC has statutory powers to direct the ACMA on number
portability. The ACMA cannot insert rules about number portability in the Telecommunications Numbering
Plan 1997 unless directed to do so by the ACCC and any rules the ACMA includes relating to number
portability must be consistent with any directions by the ACCC.
The Numbering Plan is for the numbering of carriage services in Australia and the allocation and use of
numbers in connection with the supply of such services. During 2011−12, the ACCC did not give the
ACMA any directions on number portability.

8.4

Access disputes under the Telecommunications Act

With the introduction of the new access regime in the CCA, the ACCC no longer has an arbitration role
under the CCA once a final access determination (FAD) has been made for a declared service. However,
the ACCC continues to have a role to arbitrate disputes under the Telecommunications Act. Disputes
covered by the Telecommunications Act relate to matters such as:
•

access to telecommunications transmission towers and underground facilities

•

access to supplementary facilities (such as exchanges) and

•

provision of pre-selection and number portability.

The ACCC was not notified of any new access disputes under the Telecommunications Act in 2011−12.
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8.5

International rules of conduct

Division 3 of Part 20 of the Telecommunications Act sets out a mechanism for the government to deal with
unacceptable conduct by international operators.
An international telecommunications operator is considered to be engaging in unacceptable conduct if it:
•

uses its market power in a manner that is, or is likely to be, contrary to the national interest

•

uses any legal rights or legal status that it has as a result of foreign laws in a manner that is, or is likely
to be, contrary to the national interest, and

•

engages in any other conduct in a manner that is, or is likely to be, contrary to the national interest.

The Minister is empowered by the Telecommunications Act to make rules of conduct to prevent, mitigate
or remedy any unacceptable conduct by an international telecommunications operator. The Minister
introduced such rules in 1997. The rules of conduct:
•

authorise the ACCC to make determinations of a legislative nature imposing requirements, prohibitions
or restrictions on carriers or CSPs

•

authorise the ACCC to give directions to carriers or CSPs of an administrative nature that impose
requirements, prohibitions or restrictions

•

require carriers and CSPs to comply with ACCC determinations and administrative directions, and

•

authorise the ACCC to make information available to the public, a specified class of persons or a
specified person.

The ACCC did not conduct any investigations into unacceptable conduct by an international carrier
during 2011−12.
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9

Radiocommunications Act provisions

The ACCC had some limited responsibilities under the Radiocommunications Act 1992 during 2010−11.
The ACCC continued to monitor compliance by digital radio multiplex operators with undertakings
that determine the terms and conditions by which radio stations can obtain access to the digital radio
multiplex service.
In July 2011, the ACCC provided the Minister for Broadband, Communications and Digital Economy, with
advice on ‘competition limits’87 to apply to the digital dividend auction (the auction of the 700MHz and
2.5 GHz bands of radiofrequency spectrum) in April 2013. The Minister adopted the ACCC’s advice and
subsequently directed the ACMA to impose ‘competition limits’ on the sale of spectrum in the auction
consistent with the ACCC’s advice.

87

Competition limits place a cap on the amount of spectrum in a certain frequency band that an individual auction participant can bid for
in the auction.
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Appendix A: Types of internet platforms
Dial-up: uses the voice band frequency to transmit internet data over the copper network and has a
headline data download transmission rate at a theoretical maximum of 56 kilobits per second (Kbps).
DSL, including asymmetric DSL (ADSL): like dial-up, uses the copper network to provide an internet
service. DSL operates at higher frequencies than voice services, and therefore is a form of broadband
which operates independently of and simultaneously with the provision of traditional voice services over the
same copper pair.
HFC cable: is a combination of optical fibre and coaxial cable, which can be used to provide high-speed
broadband services, in addition to pay TV and voice services.
Fibre: refers to optical fibre which can be used to provide high-speed broadband services by
transmitting information as light pulses. Optical fibre is capable of carrying much more information than
conventional copper wire and is in general not subject to electromagnetic interference and the need to
retransmit signals.
Wireless broadband services are offered through both mobile and fixed wireless retail services:
•

Mobile wireless services have evolved from mobile phone technology, which uses various portions
of the radio frequency spectrum. Mobile network technologies allow users to both move between
geographic areas or cells and roam between different mobile networks. Users can access mobile
wireless broadband networks using 2G, 3G or 4G voice handsets or non-voice service equipment such
as USB modems or datacards.

•

Fixed wireless networks use similar technology to that used in mobile wireless networks. Significantly
higher data rates and/or longer transmission distances can be attained from these networks by using
fixed directional antenna only (that is, mobility is not supported by these networks).

Satellite broadband: uses geostationary orbiting satellites to relay data signals sent and received via a
satellite dish by isolated end-users to and from a ground station connected to a broadband network.
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Appendix B: ACCC declared services
The ACCC has issued the following current declarations under subsection 152AL(3) of the CCA:
Domestic Transmission Carriage Service (DTCS)
DTCS is the service which provides connectivity between both fixed and wireless access networks and
upstream services such as internet connectivity and interconnection with other networks.
Local bitstream access service (LBAS)
LBAS is a point to point service for the carriage of communications in digital form between a networknetwork interface and a user-network interface supplied using a designated superfast telecommunications
network that is:
•

a Layer 2 bitstream service, and

•

a superfast carriage service.

Line sharing service (LSS)
LSS is a service that allows access seekers to provide high-speed broadband services to end-users via
access to the higher frequency part of the copper line, while the access provider supplies the underlying
Public Switched Telephone Network (PSTN) voice service over the same copper line. At this time, Telstra
remains the sole supplier of the declared LSS to access seekers.
Unconditioned local loop service (ULLS)
ULLS is a service for access to unconditioned cable, usually a copper wire pair, between an end-user and
a telephone exchange. The ULLS gives an access seeker the use of the copper pair without any dial tone
or carriage service. This allows the access seeker to use its own equipment in an exchange to provide
a range of services, including traditional voice services and high speed internet access to end-users
connected to that exchange.
Local carriage service (LCS)
The LCS is a service for the carriage of telephone calls from customer equipment at an end-user’s
premises to separately located customer equipment of an end-user in the same standard zone. The service
is used by Telstra’s competitors to resell local calls.
Public switched telephone network originating access (PSTN OA)
PSTN OA is the carriage of telephone calls from the calling party (the A-party) to a point of interconnection
(POI) with an access-seeker’s network. A POI is usually located at a trunk (or transit) exchange.
Public switched telephone network terminating access (PSTN TA)
PSTN TA is the carriage of telephone calls from a POI within an access seeker’s network to the party
receiving the call.
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Wholesale line rental (WLR)
WLR is a service providing line access to customers, but sold on a wholesale rather than retail basis.
LCS, PSTN OA and WLR are declared services typically purchased by access seekers as a wholesale
bundled voice product. When bundled, these services allow access seekers to provide end-users
with a fixed voice service package to make local, national, long-distance, international and fixed to
mobile telephone calls. These services are traditionally provided by Telstra over its customer access
network (CAN).
Mobile terminating access service (MTAS)
MTAS is a wholesale input used by providers of fixed-to-mobile and mobile-to-mobile calls to allow their
customers to call mobile subscribers.
Wholesale asymmetric digital subscriber line (ADSL)
The wholesale ADSL service is an internet-grade, best efforts point to point service for the carriage of
communications in digital form between a point of interconnection and an end-user network boundary that:
•

is supplied by means of Asymmetric Digital Subscriber Line (ADSL) technology over a twisted metallic
pair that runs from the end-user network boundary to the nearest upstream exchange or RIM or
CMUX, and

•

uses a static layer 2 tunnelling protocol (L2TP) over a transport layer to aggregate communications to
the point of interconnection.
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Executive summary

The ACCC is required to report each year to the Minister for Broadband, Communications and the Digital
Economy on prices paid by Australian consumers for telecommunications services.
As in the past, the ACCC has chosen to fulfil this requirement by reporting how real prices have changed
for Australian consumers for fixed voice, mobile and internet services. This report provides its findings for
2011−12.
The average real price paid for telecommunications services decreased by 2.2 per cent in 2011−12.
The decrease in the overall price index reflects the following changes in the average real prices paid by
consumers in the reporting period:
•

Real prices for fixed−voice services decreased by 4.9 per cent

•

Real prices for mobile services decreased by 1.0 per cent

•

Real prices for internet services decreased by 2.7 per cent

•

All price changes referred to in the report are expressed in real terms.87

PSTN fixed−voice services
Consumers of public switched telephone network (PSTN) fixed−line voice services benefited from lower real
prices in 2011−12 with prices falling by 4.9 per cent. This reflects price reductions across every component
of PSTN service in that period. In particular, international and fixed−to−mobile call prices fell significantly.
The PSTN price index has fallen by 45.4 per cent since 1997−98.

Mobile services
Consumers benefited from lower real prices for mobile services in 2011−12 with the average price falling by
1.0 per cent. This reflects price declines across both post-paid and prepaid services. Post-paid customers
experienced price reductions across every user group except the ‘very low’ group. For prepaid customers,
prices decreased for all five user groups. The mobile services index has decreased by 51.1 per cent
since 1997−98.

Internet services
The average real price of internet services fell by 2.7 per cent in 2011−12. Prices for internet services
in 2011−12 were 20.2 per cent lower than in 2006−07. DSL prices fell by 5.7 per cent, which was
the greatest reduction in the past five years. In contrast, cable and wireless internet prices both
increased modestly.
Prices for wireless internet services increased by 1.7 per cent in 2011−12, the first time they have gone up
since 2008−09. A trend is clearly forming with smaller price falls each year since the index fell 18.5 per cent
in 2008−09. While the significant price falls in 2008−09 and 2009−10 helped drive strong take−up of
wireless internet services, the turnaround in prices may reflect carriers’ response to the challenge of rapid
traffic growth and associated risk of network congestion.

87

This is done by adjusting nominal prices for the effects of inflation using the Australian Bureau of Statistics Consumer Price Index (CPI).
The CPI increased by 1.2 per cent in 2011−12.
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2

Introduction

2.1

Purpose of the report

The ACCC is required to report each year to the Minister for Broadband, Communications and the Digital
Economy on prices paid by Australian consumers for telecommunications services88.
As in the past, the ACCC has chosen to fulfil this requirement by reporting how real prices have changed
for Australian consumers for fixed voice, mobile and internet services. This report provides its findings for
2011−12.

2.2

Structure of the report

Figure 2.1 shows the structure of the report and every component of the telecommunications services
index used to derive the estimates for price changes.
Aggregate results across all reported services are presented in Chapter 3. Public switched telephone
network (PSTN) fixed−voice services, mobile services and internet services are discussed in Chapters 4,
5 and 6 respectively. Data tables are provided in Chapter 7. The methodologies used to determine price
changes are discussed in Chapter 8.

2.3

Methodologies and their limitations

Measuring price changes for telecommunications services is a challenging task. This is mainly because
the industry continues to undergo rapid changes driven by technological innovations. As a result, new
strategies are adopted by carriers to differentiate their services, which results in continued changes to
product offerings and pricing structures.
Devising methodologies capable of dealing with such complexities in this sector is therefore, very
challenging as acknowledged by many. In addition, regulators also need to take into account their goal of
minimising industry burden as well as their own resource constraints when making decisions about which
methodology to adopt.
The ACCC uses two different methodologies for calculating price indices. For PSTN and dial-up internet
services, price changes are estimated using a ‘yield approach’. The yield for each particular PSTN service
component is calculated from available revenue and usage data. Changes in these yields are then weighted
by revenue shares of relevant service components and aggregated into the PSTN services price index.
The ACCC applies a ‘plan approach’ for mobile and non dial-up internet services. Under this approach,
price changes are estimated by determining the average spend of five types of customers and monitoring
the change in price of the most appropriate plan for each group. Bill samples (i.e. 385 bills for each
reporting company) are used to construct average usage bundles consumed by ‘very low’, ‘low’, ‘average’,
‘high’ and ‘very high’ spend customers. The most appropriate plan from each carrier is selected for each
customer groups. Price changes are then estimated by comparing the prices of the chosen plans across
time periods.
88

Section 151CM (1)(a) of the Competition and Consumer Act 2010
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Both approaches have their limitations. Prices calculated under the yield approach are influenced by
how revenue is allocated across services, which is particularly relevant with respect to subscription
plans and bundled products. In relation to the plan approach, because a plan has a number of variables
such as included call minutes, texts and data, the real value of the plan can vary from period to period
independently of the nominal monthly price. Indeed, it has become common for carriers to maintain the
nominal prices of their plans at certain price points (e.g. $29, $49, $69) and instead change the inclusions
of those plans. Such changes to inclusions are not directly reflected in indices calculated using the
plan approach.
Further details on the methodologies are discussed in Chapter 8.

2.4

Collection of data for the report

This report is prepared based on information collected from carriers using a combination of the current
Division 12 Record−Keeping Rule (RKR) and information informally requested from carriers by the ACCC.
Table 2.1 shows which companies are currently required to report on PSTN fixed−voice, mobile and
internet services under the Division 12 RKR.
Table 2.1: List of companies required to report under the Division 12 RKR89

Category name

Reporting carriers and carriage service providers

PSTN services information

Telstra, Singtel Optus, AAPT, Primus

Mobile services information90

Telstra, Singtel Optus, Virgin Mobile, VHA

Internet services information (including
wireless, DSL, cable and dial-up)

Telstra, Singtel Optus, Primus, iiNet, VHA, SP Telemedia
(TPG), Unwired

89

The complete table is at Schedule A of the Division 12 RKR.

90

The current RKR requires reporting companies to report separately on GSM and 3G mobile services. In July 2012, the ACCC granted
an exemption to relevant companies, which allowed them report all mobile services on an aggregated basis.
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Telecommunications services index

The telecommunications services index shows how average real prices have changed over a certain period
of time across public switched telephone network (PSTN), mobile and internet services. The index is
derived by aggregating revenue−weighted price changes for those services.

3.1

Main changes

Consumers have benefitted from lower average real prices for telecommunications services for a number
of years. Figure 3.1 shows that the telecommunications services index has declined by almost 20 per cent
since 2006−07.
Figure 3.1:

The telecommunications services index, 2006−07 to 2011−12
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Table 3.1 shows that the index declined by 2.2 per cent in 2011−12, which is the second smallest decline
since 2007−08.
Table 3.1: Year−on−year percentage change in the telecommunications services index, 2007−08
to 2011−12

All telecommunications services

2007−08

2008−09

2009−10

2010−11

2011−12

−5.5

−6.1

−1.5

−6.0

−2.2
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Points contribution analysis indicates what percentage points each type of services in the
telecommunications services basket has contributed to the movement in the overall index. Figure 3.2
shows that PSTN services contributed almost the same as mobile and internet services combined to the
overall decline in the telecommunications services index in 2011−12.
Figure 3.2:

Points contribution of the PSTN, mobile and internet service indices to the all
telecommunications index, 2011−12
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The sum of the components’ points contribution may not add up to the net index change due to rounding.
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PSTN voice services index

The public switched telephone network (PSTN) services index measures average real price changes for a
range of PSTN fixed−voice services across business (including ‘small business’ and ‘other business’) and
residential consumer groups. The PSTN services index includes the following service components: basic
access (i.e. line rental), local calls, national long-distance calls, international calls and fixed−to−mobile calls.
The ACCC derives the PSTN fixed−voice services index and its related sub-indices using a ‘yield
approach’. The yield for each PSTN service is calculated from available revenue and usage data. Changes
in these yields are then weighted by revenue shares of relevant service components and aggregated into
the PSTN services index. The overall PSTN index is derived from the PSTN business services index and the
PSTN residential services index. The PSTN business index is further calculated from the small business and
other business sub-indices.

4.1

Main changes

The PSTN services index has declined by 45.4 per cent since the base year (i.e. 1997−98). This is
equivalent to an annual price reduction of around 4.2 per cent in real terms over the entire period, which is
quite significant. Figure 4.1 shows that both the PSTN residential and business indices have fallen every
year, other than the residential index in 2002−03 and 2003−04.
Figure 4.1:

The PSTN service indices by consumer group, 1997−98 to 2011−12
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The average real price for PSTN services decreased by 4.9 per cent in 2011−12 (Table 4.1). Consumers
experienced lower prices for each component of PSTN services in 2011−12, with prices for national longdistance calls and international calls declining the most. In particular, prices for international calls had the
greatest fall in the past decade.
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−2.4
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1.0

0.3

PSTN services index

2005−06

2002−03

Table 4.1: Year−on−year percentage change in the PSTN service index by service type over the
last decade
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Prices have fallen every year for every component of PSTN call services over the last decade, although
the trends have been somewhat volatile. The trend for basic access is a little different. Prices for basic
access rose every year at the start of the decade. This in part reflects a re−balancing of pricing structures,
which saw call rates fall and access charges go up. Since 2005−06, prices for basic access have declined
every year except in 2008−09. This has occurred at the time when prices for call services have also fallen.
The price reductions across PSTN call and access services during that period may reflect increased
competition from mobile services. In addition, price reductions for calls have been much greater than those
for basic access since 2005−06. One factor that may have contributed to this could be the emergence of
subscription plans, which may have caused more revenue being attributed to basic access.
Figure 4.2 shows that basic access and fixed−to−mobile calls accounted for much greater proportions of
total consumer expenditure in 2011−12 than they did in 1997−98. In particular, basic access accounted for
over half of the total revenue from PSTN services in 2011−12. In contrast, the expenditure shares of local
calls, national long-distance calls and international calls have all decreased since 1997−98.
Figure 4.2:

Comparison of share of total consumer PSTN expenditure by service component, 1997−98
and 2011−12
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Figure 4.3 shows that fixed−to−mobile calls contributed the most to the decrease in the PSTN services
index in 2011−12, which was slightly less than the total contribution from all the other services combined.
Although basic access had the smallest price reduction, it was the second highest contributor because it
had the greatest revenue share.
Figure 4.3:

Points contribution of PSTN services to the PSTN index, 2011−12
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Note:

The sum of the components’ points contribution may not add up to the net index change due to rounding.

In 2011−12, residential and business customers enjoyed price falls of a significant magnitude. Table
4.2 shows that prices of PSTN services paid by residential and business consumers fell by 4.4 and
5.7 per cent respectively in 2011−12. The PSTN business price index has declined every year over the last
decade. The PSTN residential price index also shows an overall downward trend during the same period
despite increases in 2002−03 and 2003−04.
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Table 4.2: Year−on−year percentage change in the PSTN service index by consumer group over the
last decade
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4.2

PSTN residential index

The PSTN residential services index is derived from average real prices paid by residential consumers for
each component of PSTN services.

4.2.1

Historical price changes

Figure 4.4 shows that the PSTN residential services index fell every year since the base year, except in
2002−03 and 2003−04. The index has declined by 40.5 per cent since the base year and has been below
its long term trend line over the past few years.
Figure 4.4:

Index for PSTN services for residential consumers, 1997−98 to 2011−12
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4.2.2

Price changes in 2011−12 and by PSTN service component

Table 4.3 shows that the PSTN residential services index decreased by 4.4 per cent in 2011−12. The
average price of PSTN services for residential consumers decreased across every service components,
with the magnitude of price reductions being broadly similar to that of those price reductions in 2010−11.
Prices for both international calls and fixed−to−mobile calls fell significantly, with international calls having
the greatest price fall in the past decade. Prices for local calls also fell notably, but by much less than the
previous year.
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Table 4.3: Year−on−year percentage change in the PSTN residential index over the last decade
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Figure 4.5 shows price falls across every PSTN service components for residential consumers since
2007−08. Price reductions for international calls and fixed−to−mobile calls are particularly notable over
the past three years, falling by over 10 per cent each year. On the other hand, prices for basic access and
national longdistance calls declined only marginally in the reporting period.
Figure 4.5:

Year−on−year percentage changes in the price index by PSTN service component for
residential consumers, 2007−08 to 2011−12
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Figure 4.6 illustrates the extent to which each service component contributed to changes in the PSTN
residential index in 2011−12. Similar to the previous year, fixed−to−mobile calls and basic access remained
the biggest contributors, with fixed−to−mobile calls contributing twice as much as basic access.
Figure 4.6:

Points contributions by individual PSTN service component to the residential index, 2011−12
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The sum of the components’ points contribution may not add up to the net index change due to rounding.

PSTN business index

The PSTN business services index is derived from the ‘small business’ and ‘other business’ sub-indices.
As is the case for the PSTN residential index, each PSTN business sub−index is comprised of the five
PSTN service components: basic access, local calls, national long-distance calls, international calls and
fixed−to−mobile calls.

4.3.1

Definition of business type

It should be noted that reporting carriers’ definitions for ‘small business’ and ‘other business’ sometimes
vary. For example, certain types of consumers categorised as small business by one carrier may be
treated as other business by another carrier. In addition, some carriers may change the definitions they use
over time, which would result in revenues and/or usage being shifted between consumer categories and
between time periods. Given these factors, it is difficult to compare either year−on−year price changes for
each business category or prices across business types and/or carriers.
Given this, the ACCC considers the aggregate PSTN business index the most relevant indicator of price
changes for business consumers, because the index accounts for revenue and usage data for all business
consumers regardless of definitions used by carriers. However, the ACCC is also of the view that the small
business and the other business sub-indices provide additional useful information on price trends between
business consumers of different sizes. Therefore, the ACCC has included information on these sub-indices
in this report.
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4.3.2

Main changes

Both small business and other business customers continued to enjoy price falls in 2011−12. Figure 4.7
shows that other business consumers have experienced much greater price falls since the base year than
small business consumers. This is largely due to the opposite price trends faced by those two customer
groups in the period between 2001−02 and 2004−05, where the other business index decreased but the
small business index increased every year.
Figure 4.7:

PSTN business services index for all business, by small and other businesses, 1997−98
to 2011−12

Index (base year is 1997–98)
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Table 4.4 shows annual index movements for small business and other business customers over the past
decade. Annual price changes for the two customer groups differed significantly during the first three years
of that period. In particular, the small business index increased by 15.9 per cent in 2004−05, which was the
greatest increase in the past decade. In the same year, the other business index fell by 18.2 per cent, the
greatest decrease in the past decade.
Price movements in the remainder of the ten−year period have been broadly similar between the two
customer groups.

2004−05

2005−06

2006−07

2007−08

2008−09

2009−10

2010−11

2011−12

2003−04

2002−03

Table 4.4: Year−on−year percentage change in the PSTN business index by business type over the
past decade

Small business

1.1

3.1

15.9

−9.6

−3.6

−3.3

−1.5

−4.7

−7.7

−5.7

Other business

−8.6

−5.6

−18.2

−7.7

−8.8

−5.4

−1.9

−4.7

−8.2

−5.7

PSTN business index

−5.8

−1.6

−2.9

−8.6

−5.5

−4.0

−1.7

−4.7

−7.9

−5.7
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Figure 4.8 shows that the small business index contributed significantly more than the other business index
to the decrease of the overall PSTN business index in 2011−12. This is partly a reflection of small business
customers having a larger revenue share than other business customers, although both indices had the
same percentage decrease in that period.
Figure 4.8:

Points contributions by small and other business to the PSTN business index, 2011−12
–3.7

Small business

–2.0

Other business

All business

–5.7
–6.0

–5.0

–4.0

–3.0

–2.0

–1.0

0.0

Points contribution
Note:

The sum of the components’ points contribution may not add up to the net index change due to rounding.

Table 4.5 shows that average real prices for business customers (including small business and other
business customers) decreased by 5.7 per cent in 2011−12. This price reduction reflects across−
the−board price declines for every component of PSTN services. All call services showed greater than
10 per cent price decreases for the first time in the last decade. In particular, prices for local calls fell by
10.9 per cent, the greatest fall in the past decade. Prices for basic access were lower only by 0.7 per cent,
which is a considerably smaller decline than the previous year.

National long distance

2009−10

2010−11

2011−12

2008−09

2007−08

2004−05

2006−07

Local calls

2005−06

Basic access

2003−04

Year−on−year percentage changes in the PSTN business index over the past decade
2002−03

Table 4.5

4.2

5.8

0.9

−4.2

−3.8

−2.8

3.8

−2.3

−4.4

−0.7

−9.2

−2.3

−0.6

−10.4

−5.2

−10.2

−4.4

−6.7

−4.7

−10.9

−8.6

−6.8

−5.6

−9.6

−6.9

−6.6

−6.6

−5.6

−15.5

−11.1

−14.3

−5.8

−7.6

−10.4

−2.9

−2.0

−4.7

−3.4

−16.6

−10.8

Fixed to mobile

−9.7

−4.7

−6.5

−12.0

−6.9

−2.3

−5.5

−7.5

−11.3

−10.7

PSTN business

−5.8

−1.6

−2.9

−8.6

−5.5

−4.0

−1.7

−4.7

−7.9

−5.7

International

Figure 4.9 shows that business consumers have experienced annual price reductions for every type of call
service since 2007−08, with the magnitude of the declines being quite significant over the past two years.
Prices for basic access fell in four out of five years over the same period, with the magnitude of the declines
being relatively smaller than that of the call services.
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Figure 4.9:

Year−on−year percentage changes in the price index by PSTN service for business
consumers, 2007−08 to 2011−12
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Figure 4.10 shows that fixed−to−mobile calls contributed more to the overall decline in the PSTN business
index than all the other services components combined in 2011−12.
Figure 4.10: Points contributions by individual PSTN service component to all business index, 2011−12
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Note:

The sum of the components’ points contribution may not add up to the net index change due to rounding.
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4.4

Small business index

4.4.1

Main changes

Figures 4.11 shows that the PSTN small business index is around 30 per cent lower since the base year. All
of this decline has come since 2005−06. For the past three years, the index has been below its long term
trend line.
Figure 4.11: Index for PSTN services for small business consumers

100.0
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4.4.2

Price changes by PSTN service for small business consumers

Small business customers benefited from lower prices for PSTN services in 2011−12. Table 4.6 shows that
overall prices for small business consumers decreased by 5.7 per cent in the reporting period. In addition,
prices fell across every component of PSTN services, which was a repeat of the across−the−board price
reductions that occurred in the previous two years. Both local calls and fixed to mobile calls had the
greatest price falls in a decade. National long-distance calls and international calls also show notable price
decreases. Basic access, on the other hand, had a very small price decline.
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2005−06

2006−07

2007−08

2008−09

2011−12

2004−05

7.7

14.5

−9.3

−4.3

−4.0

1.8

Local calls

−3.7

−3.0

17.8

−9.0

−2.6

−6.7

−2.4

National long distance

−6.8

5.3

10.3

−8.5

−2.3

−5.8

−6.6

International

−7.3

−4.4

14.1

−8.0

−13.2

0.7

Fixed to mobile

−4.3

1.4

19.8

−11.0

−3.3

−0.4

1.1

3.1

15.8

−9.6

−3.6

−3.3

−1.5

PSTN small business

2010−11

2003−04

7.5

Basic access

2009−10

2002−03

Table 4.6: Year−on−year percentage change in the PSTN small business index by service component
over the last decade

−3.5

−4.2

−0.3

−8.3

−3.8

−14.2

−1.5

−18.9

−9.8

−7.7

7.7

−27.5

−5.4

−3.9

−6.9

−10.4

−11.4

−4.7

−7.7

−5.7

Figure 4.12 shows that prices for every component of PSTN call services except international calls fell every
year since 2007−08. In contrast, the price trend for international calls was quite volatile during this period.
Figure 4.12: Year−on−year percentage change in the price index by PSTN service for small business
consumers, 2007−08 to 2011−12
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4.5

Other business index

4.5.1

Main changes

Other business customers continued to benefit from falling prices in 2011−12. Figure 4.13 shows that the
PSTN other business index is 65.5 per cent below the base year level in 1997−98. The index consistently
remained below its long term trend line since 2004−05.
Figure 4.13: Index of PSTN services for other business consumers, 1997−98 to 2011−12
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4.5.2

Price changes by PSTN service for other business consumers

Table 4.7 shows that the average real price paid by other business consumers fell by 5.7 per cent in
2011−12. Prices fell across every component of PSTN services. This is a repeat of the acrosstheboard
price fall seen in 2010−11. National long-distance calls, international calls and fixed-to-mobile calls all
showed price reductions of over or around 10 per cent. Price decreases for basic access and local calls
were quite modest in contrast.
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2002−03

2003−04

2004−05

2005−06

2006−07

2007−08

2008−09

2009−10

2010−11

2011−12

Table 4.7: Year−on−year percentage changes in the PSTN other business index by service component
over the last decade

0.6

3.7

−14.7

1.5

−2.6

0.3

9.0

0.2

−4.7

−1.4

−10.7

−1.6

−18.9

−11.9

−11.1

−19.0

−9.0

−3.2

−7.2

−2.1

−9.1

−14.8

−16.1

−10.3

−12.6

−7.8

−6.6

−10.4

−10.5

−12.9

International

−15.7

−6.8

−21.8

−12.0

9.9

−5.0

−2.3

−10.1

−10.0

−13.0

Fixed to mobile

−10.9

−8.5

−21.3

−12.6

−12.0

−5.2

−8.2

−8.5

−13.3

−9.3

−8.6

−5.6

−18.2

−7.7

−8.8

−5.4

−1.9

−4.7

−8.2

−5.7

Basic access
Local calls
National long distance

PSTN other

Figure 4.14 shows that price trends for every call type except local calls were broadly consistent,
particularly over the past three years, where prices declined significantly. Local calls also showed price falls
every year, although the magnitude decreased gradually. The price trend for basic access was less clear,
with prices rising during the first three years and declining in following two years.
Figure 4.14 : Price changes for individual PSTN services for other business consumers, 2007–08
to 2011−12
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5

Mobile services index

The mobile service index measures real price changes for mobile services in Australia.
For the 2011−12 reporting period, prices for mobile services provided via various types of network
technologies (i.e. GSM, 3G) 91 are no longer reported on a separate basis as per previous reports. This is
mainly because it is becoming increasingly difficult for carriers to disaggregate data by technology type. In
addition, most handsets are capable of roaming between different networks or technology platform subject
to network availability and only a small proportion of the services are tied to a particular technology. Finally,
GSM services now account for a relatively small proportion of the total mobile services.
As a result, the current report only includes the overall mobile service index and the post-paid and prepaid
sub-indices. The indices are calculated from plan prices for bundles of mobile services that represent the
expenditure patterns of consumers with notional ‘very low’, ‘low’, ‘average’, ‘high’ and ‘very high’ spend on
mobile services. Sub-indices are derived for post-paid and prepaid mobile services. These sub-indices are
then weighted using revenue weights for each type of services to derive the overall mobile services index.

5.1

Main changes

Average prices for all mobile services continued to decline in 2011−12. Figure 5.1 shows that prices have
fallen by 51.1 per cent since the base year i.e. 1997−98.
Figure 5.1:

Overall mobile services index, 1997−98 to 2011−12
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The mobile service price index shows a downward trend, with the index declining every year between
1997−98 and 2011−12 except on two occasions (i.e. 2002−03 and 2009−10). The index remained below
its trend line over the past five years. In addition, it appears that the trend line is gradually levelling out.

91

GSM stands for global system for mobile communications; 3G stands for third−generation of telecommunications standards and
technology for mobile networking. All are digital cellular networks.

ACCC telecommunications reports 2011–12 | REPORT 2

91

In 2011−12, the overall mobile services index fell by 1.0 per cent in real terms. Although prices fell again in
2011−12, the magnitude of the price reductions are quite small compared to the other reporting periods
over the past five years (except 2009−10). Given all price changes are expressed in real terms, the nominal
prices for overall mobile services actually stayed almost constant in 2011−12 (i.e. the CPI index increased
by 1.2 per cent in that period, which means if there were no changes to nominal prices, real prices would
fall by 1.2 per cent). This may reflect a tendency for carriers to implement price changes through varying
values of inclusions while maintaining nominal price points.

5.2

Prepaid vs. post-paid

Customers of post-paid services enjoyed a price decline of 0.6 per cent in 2011−12. Prices of prepaid
services also declined, but the magnitude of the decline (i.e. 2.3 per cent) was greater than that of
post-paid services.
Figure 5.2:

Year−on−year percentage change in the overall mobile services index and the post-paid and
prepaid sub-indices, 2007−08 to 2011−12
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Although prices fell again overall as well as for both post-paid and prepaid in 2011−12, the magnitude
of the price decreases was quite small compared to the other reporting periods in the past five years
except 2009−10.
Figure 5.3 shows the contributions made by post-paid and prepaid services to the decline of the overall
mobile service index in 2011−12. Post-paid services contributed slightly more than prepaid services
despite having a much smaller price reduction. This is because post-paid services accounted for a much
greater proportion of mobile services in terms of revenue share.
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Figure 5.3:

Points contribution by prepaid and post-paid indices to the mobile services index, 2011−12
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Note:

The sum of the components’ points contribution may not add up to the net index change due to rounding.

5.3

Price changes by user groups

The post-paid sub-indices for all user groups except the ‘very low’ group did not show a great deal of
volatility over the past five years. In particular, Figure 5.4 shows that ‘low’, ‘average’ and ‘very high’ users
benefited from quite persistent price reductions although the magnitude of the decreases are declining.
‘Very low’ users experienced quite volatile price movements in contrast.
Figure 5.4:

Year−on−year percentage change in the price index for post-paid services by user group,
2007−08 to 2011−12
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Four out of the five groups experienced price falls in 2011−12. In contrast, the ‘very low’ group
experienced a price increase of 5.8 per cent, which may be due to some carriers adding or removing entry
level plans. The price trend for this group has been quite volatile during the five-year period.
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It should also be noted that, although the results show that prices for some of these groups remained
largely constant in 2011−12, some carriers had lowered usage inclusions for some of their plans. This may
mean that some consumers were not better off.
Figure 5.5 shows price movements for the user groups of prepaid services between 2007−08 and
2011−12. Prices for all groups fell in 2011−12, although the magnitude of the falls was smaller than the
previous years, except for the ‘very low’ group, which saw prices fall by 16.6 per cent.
Figure 5.5:

Year−on−year percentage change in the price index for prepaid services by user group,
2007−08 to 2011−12
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The high volatility shown in the prepaid index may reflect the fact that prepaid users are more likely to
change plans than post-paid users.
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6

Internet services index

The internet services index measures average real price movements for the following types of internet
services: wireless, DSL, cable and dial-up.
Consistent with previous reports, wireless internet services are those services that provide internet
connectivity via a USB modem key or wireless card. They therefore exclude data services available through
a mobile handset.
The wireless, DSL and cable internet sub-indices are calculated by comparing prices for the selected plans
at the beginning and end of each reporting period. The prices for those services are estimated based upon
published plan prices and representative usage/spend profiles for consumers in each expenditure quintile.
In contrast, the dial-up internet services index is derived based on the average monthly expenditure
by consumer.
The sub-indices for those individual service types are then weighted and aggregated to form the price
index for internet services.

6.1

Main observations

Average real prices for internet services across four service types declined by 2.7 per cent in 2011–12
(Table 6.1). Although the downward price trend since 2007−08 continued, this latest figure nevertheless
presents the smallest price reduction in the entire five-year period. This reflects price increases for both
wireless and cable services in 2011−12.
Table 6.1: Year−on−year percentage changes in price indices for internet services
2007−08

2008−09

2009−10

2010−11

2011−12

n.a

−18.5

−14.7

−3.5

1.7

DSL

−5.2

−0.4

−2.0

−3.4

−5.7

Cable

−5.9

0.5

−1.1

−3.5

1.0

Dial-up

−11.0

−13.8

13.1

−11.4

−13.9

Overall

−6.2

−4.6

−4.9

−3.6

−2.7

Wireless
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6.2

Points contribution

In 2011−12, DSL internet services made the greatest contribution to the decrease in the overall internet
services index. The contribution by DSL services was partially offset by price increases for wireless and
cable services.
Figure 6.1:

Points contribution by wireless, DSL, cable and dial-up indices to the internet services
index 2011−12
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6.3

The sum of the components’ points contribution may not add up to the net index change due to rounding.

Wireless internet services

In 2011−12, prices for wireless internet services increased by 1.7 per cent in real terms (Table 6.1). This
is the first time the index has increased since 2008−09 when wireless was first added to the internet
services index reporting. A trend is clearly forming with smaller price falls each year since the index fell
by 18.5 per cent in 2008−09. While the significant price falls in 2008−09 and 2009−10 helped drive
strong take up of wireless internet services, the turnaround in prices may reflect carriers’ response to the
challenge of rapid traffic growth and associated risk of network congestion.
During the reporting period, major carriers largely maintained price points and data inclusions for their plans
with only small number of plans being added and/or removed.

6.4

DSL internet services

In 2011−12, real prices for DSL internet services fell by 5.7 per cent. This is the largest fall since the index
began and also the fifth consecutive annual price decline (Table 6.1).
Although prices fell notably during the reporting period, it is mainly a result of significant changes to one or
two particular plans rather than a broad shift in the pricing strategy of the industry. Service providers largely
maintained their price points and data inclusions for most of their plans.
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6.5

Cable internet services

In 2011−12, real prices for cable internet services rose by 1.0 per cent (Table 6.1). In nominal terms,
however, prices remained almost constant. This is the second time real prices have increased for cable
internet services since 2007−08. It also highlighted the relatively stable nature of the price trend for
cable internet.
During the reporting period, major service providers have maintained their service offerings in terms of both
pricing and data inclusions. The reported change in the price index is largely due to the introduction of a
new top−tier plan by one service provider. It should be noted, however, that although this resulted in higher
charges for that plan, the data allowances were also increased. Therefore, users of that plan were not
necessarily worse off.

6.6

Dial-up internet services

In 2011−12, average prices paid for dial-up internet services fell by 13.9 per cent. Therefore, prices have
fallen by more than 10 per cent for two years in a row. Both total revenue and the subscription numbers of
dial-up internet services for every reporting company decreased again in 2011−12, which reflects that dialup is reaching obsolescence.
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Tables

1999−00

2000−01

2001−02

2002−03

2003−04

2004−05

2005−06

2006−07

2007−08

2008−09

2010−11

2011−12

PSTN services

100.0

95.0

88.4

83.2

81.0

81.9

82.1

81.1

75.8

71.6

67.7

65.9

62.0

57.4

54.6

mobile services

100.0

94.9

82.4

76.8

75.2

75.9

73.5

64.0

59.7

58.3

55.1

50.8

51.8

49.4

48.9

100.0

93.8

89.5

85.1

82.1

79.8

94.5

88.7

87.3

82.1

80.1

Internet
services
all services (old
series)

100.0

95.0

86.4

81.1

79.1

all services
(new series)*
Note:

79.9

79.0

73.8

69.0

2009−10

1998−99

1997−98

Table 7.1: Telecommunications services index, 1997−98 to 2011−12

67.1
100

Base year for old series is 1997−98.
*Includes internet services.
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99

2011−12

2010−11

2009−10

2008−09

2007−08

2006−07

2005−06

2004−05

2003−04

2002−03

2001−02

2000−01

1999−00

1998−99

1997−98

Table 7.2: PSTN services index by service; residential and business, 1997−98 to 2011−12

All PSTN
Basic access

100.0

99.2 108.9 125.4 142.0 159.6 170.5 179.4 175.2 172.8 170.0 171.8 167.9 160.8 158.6

Local calls

100.0

99.5

90.3

74.1

65.4

62.9

60.8

56.1

50.7

47.3

42.5

41.7

38.6

35.1

32.3

National longdistance

100.0

93.6

84.7

79.4

72.5

69.1

67.8

65.7

61.2

54.5

48.6

45.3

41.2

38.0

36.0

International

100.0

79.3

57.9

48.0

40.7

38.3

36.1

34.5

31.5

29.9

27.6

26.4

22.8

19.5

16.5

Fixed-to-mobile 100.0

94.7

87.3

81.9

79.2

77.3

75.6

72.7

65.0

60.1

56.2

52.2

47.1

41.3

37.0

All PSTN

95.0

88.4

83.2

81.0

81.9

82.1

81.1

75.8

71.6

67.7

65.9

62.0

57.4

54.6

100.0

PSTN residential
Basic access

100.0

99.4 110.4 128.1 147.4 171.9 184.4 198.3 195.4 195.1 193.1 192.5 188.2 180.4 177.2

Local calls

100.0

99.0

88.7

74.1

66.0

65.2

62.7

55.7

50.7

46.8

42.1

42.0

38.6

34.1

32.1

National longdistance

100.0

94.8

85.0

82.4

75.4

73.6

74.2

72.9

68.8

59.9

52.0

48.5

43.1

42.1

41.5

International

100.0

80.2

59.1

50.5

42.6

41.1

38.7

37.3

34.1

32.3

29.4

28.2

23.5

20.3

16.8

Fixed-to-mobile 100.0

95.6

87.7

86.7

82.6

86.7

86.8

85.2

77.3

70.9

63.1

57.9

51.3

44.4

39.8

All residential

100.0

95.3

88.2

85.1

83.3

87.5

88.7

88.4

83.5

79.0

73.9

71.5

66.8

62.2

59.5

Basic access

100.0

98.9 106.4 120.9 133.0 138.5 146.6 148.0 141.9 136.5 132.6 137.6 134.5 128.7 127.8

Local calls

100.0 100.5

92.9

74.1

64.4

58.5

57.2

56.8

50.9

48.2

43.3

41.4

38.6

36.4

32.5

National longdistance

100.0

91.7

84.3

74.5

67.8

62.0

57.8

54.5

49.3

45.9

42.9

40.0

37.8

31.9

28.4

International

100.0

77.4

55.4

41.4

35.9

30.8

29.0

26.8

24.0

23.3

22.9

21.8

21.0

17.6

15.7

Fixed-to-mobile 100.0

94.1

86.9

78.3

76.9

69.5

66.2

61.9

54.5

50.7

49.6

46.9

43.4

38.5

34.4

All business

94.7

88.5

80.3

77.7

73.2

72.0

69.9

64.0

60.5

58.0

57.1

54.4

50.1

47.2

PSTN business

Note:

100

100.0

Base year is 1997−98.
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2011−12

2010−11

2009−10

2008−09

2007−08

2006−07

2005−06

2004−05

2003−04

2002−03

2001−02

2000−01

1999−00

1998−99

1997−98

Table 7.3: PSTN business services index, small and other business, 1997−98 to 2011−12

Small business
Basic access

100.0

Local calls

100.0 107.2

98.4

75.5

73.2

70.5

68.4

80.6

73.4

71.4

66.6

65.0

59.4

56.4

48.4

National longdistance

100.0

98.2

89.5

86.4

80.7

75.2

79.2

87.4

80.0

78.2

73.6

68.8

67.8

55.0

49.6

International

100.0

90.7

59.7

39.7

34.4

31.9

30.5

34.8

32.0

27.8

28.0

25.8

27.8

20.2

19.1

Fixed-to-mobile 100.0

92.4

87.4

79.9

79.3

75.9

77.0

92.3

82.2

79.5

79.1

76.0

70.8

63.4

56.2

All small
business

97.9

90.8

82.9

84.9

85.9

88.6 102.6

92.8

89.4

86.5

85.2

81.2

74.8

70.5

100.0

94.7 105.6 114.6 133.2 143.2 154.2 176.6 160.1 153.2 147.0 149.7 144.6 138.5 138.0

Other business
Basic access

100.0 100.5 106.7 123.1 132.8 133.7 138.7 118.2 120.0 116.9 117.3 127.8 128.0 122.0 120.3

Local calls

100.0

98.6

91.4

73.7

62.3

55.6

54.7

44.4

39.1

34.8

28.2

25.6

24.8

23.0

22.5

National longdistance

100.0

89.4

82.5

70.4

63.8

58.0

49.4

41.4

37.2

32.5

29.9

28.0

25.0

22.4

19.5

International

100.0

69.0

51.8

40.2

34.9

29.4

27.4

21.4

18.8

20.7

19.7

19.2

17.3

15.5

13.5

Fixed-to-mobile 100.0

94.5

86.8

77.9

76.4

68.0

62.2

49.0

42.8

37.7

35.7

32.8

30.0

26.0

23.6

All other
business

100.0

93.7

87.8

79.5

75.8

69.3

65.4

53.5

49.4

45.1

42.6

41.8

39.9

36.6

34.5

PSTN business

100.0

94.7

88.5

80.3

77.7

73.2

72.0

69.9

64.0

60.5

58.0

57.1

54.4

50.1

47.2

Note:

Base year is 1997−98.
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Table 7.4: Internet services index by network type and user group, 2006−07 to 2011−12
2006−07

2007−08

2008−09

2009−10

2010−11

2011−12

100.0

89.0

76.7

86.8

76.9

66.2

very low

100.0

98.6

99.0

97.7

97.0

97.9

low

100.0

99.1

98.8

98.2

97.6

96.7

average

100.0

99.5

99.3

98.7

98.1

98.5

high

100.0

98.7

98.5

98.4

97.7

97.0

very high

100.0

98.9

98.8

99.5

98.8

93.5

very low

100.0

97.6

99.2

100.2

99.5

99.3

low

100.0

99.1

98.9

98.0

97.3

97.1

average

100.0

99.1

98.9

98.0

97.3

97.1

high

100.0

99.1

98.8

98.0

97.3

97.1

very high

100.0

99.1

98.8

98.0

97.3

99.2

very low

100.0

97.4

95.9

96.3

96.4

low

100.0

95.7

90.2

88.4

88.7

average

100.0

95.7

90.2

90.5

89.9

high

100.0

96.4

95.6

94.9

94.4

very high

100.0

96.4

95.5

94.0

96.3

Dial-up
DSL:

Cable:

Wireless:

Note:

There is no breakdown of consumer groups for dial-up

2000−01

2001−02

2002−03

2003−04

2004−05

2005−06

2006−07

2007−08

2008−09

2009−10

2010−11

2011−12

Table 7.5: Points contribution to telecommunications services index, 2000−01 to 2011−12

PSTN services

−3.6

−1.6

0.6

0.2

−0.7

−3.6

−2.9

−2.2

−1.1

−2.0

−2.1

−1.0

Mobile services

−2.5

−0.8

0.4

−1.3

−5.8

−2.9

−1.2

−2.7

−4.5

1.2

−3.3

−0.5

n/a

n/a

n/a

n/a

n/a

n/a

n/a

−0.6

−0.5

−0.8

−0.6

−0.6

−6.1

−2.5

1.0

−1.1

−6.6

−6.5

−4.0

−5.5

−6.1

−1.5

−6.0

−2.2

Internet services
All telecommunications
services
Notes:
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The sum of the components’ points contribution may not add up to the net index change due to rounding.
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2004−05

2005−06

2006−07

2007−08

2008−09

2009−10

2010−11

2011−12

2003−04

2002−03

2001−02

2000−01

1999−00

1998−99

Table 7.6: Points contribution to PSTN services indices by service, residential and business, 1998−99
to 2011−12

Basic access

−0.2

1.9

3.3

3.7

3.7

2.2

1.8

−0.9

−0.5

−0.7

0.5

−1.0

−2.2

−0.7

Local calls

−0.1

−2.8

−5.0

−2.6

−0.8

−0.7

−1.4

−1.5

−0.9

−1.2

−0.3

−0.8

−0.8

−0.7

National long-distance

−1.6

−2.3

−1.5

−1.9

−0.9

−0.4

−0.5

−1.1

−1.7

−1.6

−1.0

−1.2

−1.0

−0.6

International

−2.3

−2.6

−1.5

−1.1

−0.4

−0.3

−0.2

−0.4

−0.2

−0.3

−0.1

−0.5

−0.5

−0.5

Fixed-to-mobile

−0.7

−1.3

−1.1

−0.7

−0.5

−0.5

−0.9

−2.7

−2.0

−1.8

−1.7

−2.3

−2.9

−2.4

All PSTN

−5.0

−6.9

−5.9

−2.6

1.1

0.2

−1.2

−6.6

−5.4

−5.5

−2.6

−5.8

−7.3

−4.9

PSTN:

PSTN residential:
Basic access

−0.1

2.3

3.7

4.4

5.1

2.5

2.6

−0.6

−0.1

−0.5

−0.1

−0.9

−2.2

−1.0

Local calls

−0.3

−3.3

−4.7

−2.4

−0.3

−0.8

−2.1

−1.5

−1.1

−1.3

−0.2

−0.8

−1.1

−0.5

National long-distance

−1.3

−2.6

−0.7

−1.9

−0.5

0.1

−0.3

−1.0

−2.2

−2.0

−0.9

−1.4

−0.3

−0.1

International

−2.5

−2.9

−1.6

−1.5

−0.3

−0.4

−0.2

−0.4

−0.3

−0.4

−0.2

−0.8

−0.6

−0.7

Fixed-to-mobile

−0.4

−0.9

−0.2

−0.8

0.9

0

−0.3

−0.2

−1.8

−2.3

−1.7

−2.4

−2.7

−2.0

All residential

−4.7

−7.5

−3.5

−2.1

5

1.4

−0.3

−5.5

−5.4

−6.4

−3.1

−6.4

−6.9

−4.4

−0.2

1.3

2.7

2.5

1.1

1.7

0.3

−1.5

−1.4

−1.0

1.6

−1.0

−2.1

−0.3

PSTN business:
Basic access
Local calls

0.1

−2.2

−5.5

−2.9

−1.7

−0.4

−0.1

−1.5

−0.7

−1.2

−0.5

−0.7

−0.4

−1.0

National long-distance

−2.1

−1.8

−2.5

−2.0

−1.7

−1.2

−0.9

−1.5

−1.0

−0.9

−1.0

−0.7

−1.9

−1.3

International

−2.0

−2.1

−1.3

−0.4

−0.5

−0.2

−0.2

−0.2

−0.1

0

−0.1

−0.1

−0.3

−0.2

Fixed-to-mobile

−1.2

−1.8

−2.6

−0.5

−3.0

−1.5

−2.1

−3.9

−2.4

−0.8

−1.6

−2.1

−3.1

−2.9

All business

−5.3

−6.5

−9.3

−3.2

−5.8

−1.6

−2.9

−8.6

−5.5

−4.0

−1.7

−4.7

−7.9

−5.7
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Table 7.7: Points contribution to internet services index, 2007−08 to 2011−12
2007−08

2008−09

Dial-up

−1.6

DSL

−3.4

Cable
Wireless
All internet services

104

2009−10

2010−11

2011−12

−1.4

0.4

−0.2

−0.2

−0.2

−1.1

−2.0

−3.2

−1.2

0.1

−0.2

−0.5

0.1

n/a

−3.2

−4.0

−0.9

0.5

−6.2

−4.6

−4.9

−3.6

−2.7
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8

Methodologies for determining
price change

8.1

Index model

The ACCC uses a basket approach to measure the prices consumers pay for telecommunications
services. This approach was originally developed by the Communications Research Unit (CRU) of the
former Department of Communications, Information Technology and the Arts and has been applied for the
purpose of this report since 1999−2000.
Under the basket approach, index numbers are used to indicate movements in the prices for a ‘basket’ of
telecommunications services. An index number measures the price of the services in one period relative
to another. It reflects price changes over time, but not price levels. The price indices are constructed using
revenue, quantity and pricing plan data collected by the ACCC from a number of telecommunications
service providers. They are then aggregated to derive an overall index.
The ACCC uses a different methodology to derive the price indices for public switched telephone network
(PSTN) services and dial-up internet services, from that used for the price indices for mobile services and
broadband internet services. These methodologies are explained later in this chapter.
Changes to the constitution of the indices and sub-indices are made from time to time, which should be
taken into account when comparing the indices constructed in different time periods. The most significant
changes include:
•

The internet services index was included as a component of the telecommunications service index in
2007−08. In 2008−09 wireless internet services were first included in the internet services index.

•

The methodology used to calculate the mobile services index has changed over time. In 2007−08, 3G
services were included for the first time. In 2008−09, the CDMA services sub−index was discontinued
when the service was withdrawn and its customers migrated to either 3G or GSM services.

•

For the 2011−12 reporting period, the separate 3G and GSM sub-indices have been discontinued and
all mobile services are reported under the overall mobile services index.

8.1.1

The PSTN services index

The ACCC uses a ‘yield approach’ to estimate prices paid by consumers for particular PSTN services.
Company revenue and usage data are used to derive a yield, which is used as a proxy for the average
price paid for a unit of that telecommunications service.
Revenue and usage data for five PSTN service components are reported by companies for each reporting
period: basic access, local calls, national long-distance calls, international long-distance calls and fixedto-mobile calls. Data on each of these services is further disaggregated into three consumer groups:
residential, small business and other business consumers.
Using this data, a yield is derived for every PSTN service component by consumer group for each year.
These yields are then converted into real terms92 and used to construct a series of price indices that show
price movements of individual PSTN services for different consumer groups over time. These individual
92

The nominal values are adjusted by using the Australian Bureau of Statistics (ABS) Consumer Price Index (CPI).
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indices for each PSTN service by consumer group category are then weighted by revenue shares of those
services and aggregated to derive indices for all PSTN services consumed by these three consumer
groups. These three indices are then aggregated to form an overall index for all PSTN services for all
consumers. As with all aggregated indices, the expenditure share of a service determines its relative
importance in the overall index. For a given change in price, the index is influenced most by those services
on which consumers as a group spend the most money.
The ‘yield approach’ has some limitations. Prices calculated under the ‘yield approach’ are influenced
by how revenue is allocated across services and some issues may arise with respect to subscription
plans and bundled products. This is because access charges for subscription plans also include certain
value of call services and service providers may follow different methods when attributing these charges.
Similarly when providers attribute revenue of PSTN bundles to their components (e.g. PSTN home phone
and DSL broadband bundle), they may also use different methods, which may cause inconsistency in
revenue allocation.

8.1.2

The mobile services index

The mobile services index measures prices paid by consumers for mobile services, which include both
prepaid and post-paid services. Unlike the PSTN index, construction of the mobile indices does not rely
on yield data. This reflects the differences in the pricing structures of PSTN and mobile services, e.g. it is
less common to include handsets in a fixed-voice plan than it is with respect to mobile plans. However, the
distinction is becoming less clear due to the increasing penetration of fixed-voice subscription plans.
The ACCC applies a ‘plan approach’ for mobile services. This approach estimates price changes by
determining the average spend of five types of customers and monitoring the change in price of the
most appropriate plan for each group. Bill samples (i.e. 385 bills for each reporting company) are used to
construct average usage ‘bundles’ consumed by ‘very low’, ‘low’, ‘average’, ‘high’ and ‘very high’ spend
customers. The most appropriate plans are selected for those customer groups for each reporting period.
Price changes are then estimated by comparing the prices of the chosen plans across time periods.
Separate post-paid and prepaid indices are constructed to compare the cost of each bundle over time.
These sub-indices are then aggregated using a revenue−weighting process to form an overall mobile
service index.
As noted previously, a number of changes to the structure of the mobile service index were made in
the past. This is to reflect changing market conditions. The mobile service index for 2007−08 included
3G services for the first time, while in 2008−09 CDMA services ceased to form part of the index due
to service withdrawal. For the 2011−12 reporting period, GSM and 3G services are no longer being
reported separately.
The ‘plan approach’ has some limitations. Because a plan has a number of variables such as included
call minutes, texts and data, the real value of the plan can vary from month to month independently of the
nominal monthly price. Indeed, it has become common for carriers to maintain the nominal prices of their
plans at certain price points (e.g. $29, $49, $69) and instead change the inclusions of those plans.
Such changes to inclusions are not directly reflected in indices calculated using the ‘plan approach’. The
only way that these changes can be reflected in the price indices would be if the changed inclusions meant
that the methodology had to choose a higher or lower tiered plan for analysis of how the price changed
from the previous period. For example, a reduction in included call minutes of a particular entry-level mobile
plan may mean that it would no longer be the cheapest plan for the ACCC’s ‘low’ spend consumer profile.
As a result, the price index would reflect the increase in price from the entry-level plan in Year 1 to the
higher tiered plan in Year 2.
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8.1.3

Internet services index

The internet services index was introduced in 2007−08 and comprises sub-indices for wireless, DSL, cable
and dial-up internet services. Plans for residential consumer-grade services are monitored because they
represent the vast majority of internet services.
The wireless, DSL, cable and dial-up internet indices are calculated by comparing plan prices for those
services observed at the beginning and end of the period for those service providers included in the
study. Representative consumer profiles are developed for each service provider by expenditure quintile
derived from bill samples. Average price changes for each consumer profile and service provider are
then calculated, with price changes for service provider weighted by its revenue share to give the net
price movement for that service type. This approach has similar limitations to the one used for the mobile
services index.
For dial-up internet services, prices are estimated using a yield methodology similar to that used for the
PSTN services.

8.2

Other methodology issues

8.2.1

Real prices

Price changes in the report are derived using ‘real’ prices, which are obtained by adjusting nominal prices
for the effects of inflation using the ABS CPI.93

8.2.2

The goods and services tax

The goods and services tax (GST) affects the prices paid by consumers for telecommunications services.
This affects business and residential consumers differently. While business consumers can claim a GST
input credit on telecommunications services, residential consumers cannot.
For this report, the estimated prices paid by business consumers for PSTN services are GST-exclusive
while those paid by residential consumers include GST. The prices for mobile services and internet
services are GST-inclusive, as information is not available to estimate the proportion of these services used
exclusively or partly for business.

8.2.3

Quality of service

‘Quality’ relates to those non−price attributes of a product or service, including performance, reliability
and other non−price features. The estimates in this report do not take into account the effect of quality
changes on price and consumer usage of the services because it is difficult to quantify such changes. This
is particular true for those sectors that undergo rapid technological changes (e.g. mobile and internet). In
the telecommunications industry, innovation and competition continue to drive improvement in the quality
of services (e.g. data rates, data download quotas). As a result, consumers may benefit from higher
quality services even without prices actually falling. In fact, it is a strategy used by many service providers
to maintain certain price points for their plans (e.g. $29, $49, $69) and instead vary service quality and/or
value of inclusions.

93

Percentage change in the “All Groups” CPI from June Quarter 2011 to June Quarter 2012, 6401.0 Consumer Price Index, Australia,
Australian Bureau of Statistics, June 2012.
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8.2.4

Percentage changes and points contribution

The percentage changes used in this report are based on changes in the price indices constructed for
each of the services analysed. A complete set of index numbers for the telecommunications services
covered is included in the tables in Chapter 7. Percentage changes are useful when summarising and
analysing price movements over time.
The points contribution of an index component is the number of points that a component contributes to the
net change in an index in a particular year. For example, analysis might show that, of a 10 per cent increase
in the price index for a certain basket of services, 4 percentage points are due to an increase in the price
of a given individual service. The points contribution for a component of a given index is calculated by
multiplying the revenue share of a component in a basket by the value of the index in a particular year.
Analysis of points contribution shows the effects of different price changes within the basket on the index.

8.2.5

Record keeping rules for the Division 12 report

After consulting with industry, the ACCC implemented a record keeping rule (RKR) for the Division 12
report, in December 2004. Under s. 151BU of the Competition and Consumer Act (CCA) (formally known
as the Trade Practice Act 1974), the ACCC has the power to make an RKR by written instrument and
require that carriers and carriage service providers comply with it.
Table 8.1 shows which companies are currently required to report on PSTN, mobile and internet services
under the Division 12 RKR.
Table 8.1: List of companies required to report under the Division 12 RKR94

Category name

Reporting carriers and carriage service providers

PSTN services information

Telstra, Singtel Optus, AAPT, Primus

Mobile services information

Telstra, Singtel Optus, Virgin Mobile, VHA

Internet services information (including
wireless, DSL, cable and dial-up)

Telstra, Singtel Optus, Primus, iiNet, VHA, SP Telemedia
(TPG), Unwired

95

Further information about the Division 12 RKR is available on the ACCC website at www.accc.gov.au.

94

The complete table is at Schedule A of the Division 12 RKR.

95

The current RKR requires reporting companies to report separately on GSM and 3G mobile services. In July 2012, the ACCC granted
an exemption to relevant companies, which allowed them report all mobile services on an aggregated basis.
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ACCC contacts
Infocentre: 1300 302 502
Website: www.accc.gov.au
Callers who are deaf or have a hearing or speech impairment can contact the ACCC through the National
Relay Service www.relayservice.com.au.
Voice−only (speak and listen) users—phone 1300 555 727 and ask for 1300 302 502.
For other business information, go to www.business.gov.au

Addresses
National office

Queensland

23 Marcus Clarke Street
Canberra ACT 2601

Brisbane

GPO Box 3131
Canberra ACT 2601

Level 24
400 George Street
Brisbane Qld 4000

Tel: (02) 6243 1111
Fax: (02) 6243 1199
New South Wales
Level 20
175 Pitt Street
Sydney NSW 2000
GPO Box 3648
Sydney NSW 2001
Tel: (02) 9230 9133
Fax: (02) 9223 1092
Victoria
Level 35, The Tower
360 Elizabeth Street
Melbourne Central
Melbourne Vic 3000
GPO Box 520
Melbourne Vic 3001
Tel: (03) 9290 1800
Fax: (03) 9663 3699

PO Box 12241
George Street Post Office
Brisbane Qld 4003
Tel: (07) 3835 4666
Fax: (07) 3835 4653
Townsville
Suncorp Plaza—Suite 2
Level 9, 61−63 Sturt Street
Townsville QLD 4810
PO Box 2016
Townsville Qld 4810
Tel: (07) 4729 2666
Fax: (07) 4721 1538
Western Australia
3rd floor, East Point Plaza
233 Adelaide Terrace
Perth WA 6000
PO Box 6381
East Perth WA 6892
Tel: (08) 9325 0600
Fax: (08) 9325 5976
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South Australia
Level 2
19 Grenfell Street
Adelaide SA 5000
GPO Box 922
Adelaide SA 5001
Tel: (08) 8213 3444
Fax: (08) 8410 4155
Northern Territory
Level 8 National Mutual Centre
9−11 Cavenagh Street
Darwin NT 0800
GPO Box 3056
Darwin NT 0801
Tel: (08) 8946 9666
Fax: (08) 8946 9600
Tasmania
Level 2
70 Collins Street
(Cnr Collins and Argyle streets)
Hobart Tas 7000
GPO Box 1210
Hobart Tas 7001
Tel: (03) 6215 9333
Fax: (03) 6234 7796
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