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I. Executive Summary 
This year up to 35 of the Australian Competition and Consumer Commission’s (ACCC) key stakeholders  
took the opportunity to voice their opinions about the performance of the ACCC in achieving its 
purpose through the strategies and other key focus areas in the Corporate Plan (2018-19). This 
represents a 78% response rate among those invited to participate in the research. 

Overall, the assessment feedback shows that the ACCC is achieving its purpose of making markets 
work for consumers, now and in the future. External stakeholder perceptions of its operations are also 
generally strong.  

Feedback from stakeholders shows that perceptions of the specific strategies employed by the ACCC 
to fulfil its purpose are felt to be: 

♦ working to enhance the welfare of Australians by maintaining and promoting competition; 
♦ protecting the interests and safety of consumers, and supporting fair trading in markets 

affecting consumers and small business; 
♦ promoting the economically efficient operation of, use of, and investment in infrastructure 

and identifying market failure; and 
♦ undertaking market studies and inquiries to support competition, consumer and regulatory 

outcomes. 

The 2019 results demonstrate that the ACCC is also effective in: 
♦ liaising with partner organisations and stakeholders to achieve its purpose; 
♦ advocating for change to regulatory frameworks that assist it to achieve its purpose; and 
♦ communicating with its stakeholders. 

Respondents reported that social media and digital platforms plus addressing supermarket anti-
competitive behaviour were two of the main competition issues that the ACCC should use additional 
resources to investigate. Further, respondents reported that product safety, online reviews and 
construction and building were three of the main consumers issues that the ACCC should apply more 
resources to investigate and take action where warranted.  Some respondents also reported some 
interest in improving the timeliness of ACCC’s processes and decision-making.  
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II. Introduction 

A. Background and Research Objective 
It is widely recognised better practice for statutory authorities to obtain feedback regularly from 
their stakeholders. Consistent with this, the Australian Competition and Consumer Commission 
(ACCC) commissioned ORIMA Research to obtain qualitative feedback from the ACCC’s key 
stakeholders in relation to the effectiveness of the ACCC in achieving its purpose and associated 
strategies set out in the ACCC Corporate Plan (2018-19). 

To deliver on this activity, a framework has been created that maps the ACCC’s purpose, strategies 
and deliverables in its Corporate Plan key to stakeholder survey questions and calculated composite 
index measures co-developed by ORIMA and the ACCC. That Framework, which is found at Section C 
on page 4, shows that the ACCC’s: 

♦ purpose is to make markets work for consumers, now and in the future; and 
♦ four key strategies are: 

 maintaining and promoting competition 
 protecting the interests and safety of consumers, and supporting fair trading in markets 

affecting consumers and small business 
 promoting the economically efficient operation of, use of, and investment in 

infrastructure; and identifying market failure 
 undertaking market studies and inquiries to support competition, consumer and 

regulatory outcomes. 

Further information on how the ACCC achieves its four key strategies is outlined in Section C. 

This report presents the findings from the research conducted with key stakeholders. 

B. Research Methodology  
The sampling frame (population list) for the survey consisted of up to 45 key stakeholders identified 
by the ACCC as having had substantial interaction with the ACCC over a sustained period and as 
being in a position to provide an informed view about the ACCC’s effectiveness.  

The research involved a multi-phased, mixed methodology approach incorporating both qualitative 
and quantitative data collection. The first stage involved an online survey (census) of the key 
stakeholders, followed by in-depth telephone interviews. 

The online survey was developed by ORIMA Research in consultation with the ACCC from a draft 
discussion guide provided by the ACCC . The objective of the online survey was to gather 
quantitative feedback on the ACCC’s performance in achieving its purpose through the strategies 
and other key focus areas in the Corporate Plan. The online survey was conducted between 23 April 
and 17 May 2019. Thirty-five (35) of the 45 key stakeholders responded to the survey, representing a 
high response rate of 78%. 
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Following the online survey, all 45 stakeholders were invited to participate in a 30-minute 
in-depth telephone interview. The interviews were based on the draft discussion guide developed by 
ACCC and refined by ORIMA Research in consultation with the ACCC. The interviews were conducted 
between 8 and 28 May 2019. Twenty-eight (28) stakeholders participated in interviews. The most 
common findings from the interviews are reported alongside the quantitative findings.   

A hard-copy version of the online survey questionnaire, frequency results and the discussion guide 
used for interviews are presented in Appendix A. 

Consistent with research better practice, all key stages and research documentation were quality 
assured through a fit-for-purpose governance arrangement created between ORIMA and the ACCC’s 
project team, ensuring a ‘gated’, systematic and risk managed approach to the engagement.
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C. Evaluation Framework  
ACCC EFFECTIVENESS SURVEY

Indices results overview

STRATEGIES

FUNCTIONS

KFA index score 
(index points) = 
[(average of the 
question items 
specified, on a scale 
of 1-5) minus 1] x 
25; Range [0,100]

1. Maintaining and Promoting Competition
2. Protecting the interests and safety of 

consumers, and supporting fair trading in 
markets affecting consumers and small business

4. Undertaking market studies and inquiries to 
support competition, consumer and regulatory 

outcomes

3. Promoting the economically efficient 
operation of, use of, and investment in 

infrastructure; and identifying market failure

PURPOSE Making markets work for consumers, now and in the future 

Enforcement 

 KFA1 (Relates to q3a, q3b and q3c in the 
Stakeholder Questionnaire)

Enforcement action to address non-compliance 
with the Australian Consumer Law

 KFA5 (Relates to q5a and q5c  in the 
Stakeholder Questionnaire)

Mergers Reviews

 KFA2 (Relates to q4a in the Stakeholder 
Questionnaire)

Authorisation Reviews

 KFA3 (Relates to q4b in the Stakeholder 
Questionnaire)

Partnerships

 KFA6 (Relates to q5b in the Stakeholder 
Questionnaire)

Consumer Product Safety

 KFA7 (Relates to q6a-q6e in the Stakeholder 
Questionnaire)

Small Business Support

 KFA8 (Relates to q8a-q8c in the Stakeholder 
Questionnaire)

Empowering Consumers

 KFA9 (Relates to q7a-q7c in the Stakeholder 
Questionnaire)

Infrastructure Regulation

 KFA10 (Relates to q9a and 9b in the 
Stakeholder Questionnaire)

Industry Monitoring Reports

 KFA11 (Relates to q9c and q9d in the 
Stakeholder Questionnaire)

Market Studies and Inquiries 

 KFA14 (Relates to q10a-q10c in the Stakeholder 
Questionnaire)

Enforcement

 KFA12 (Relates to q9e in the Stakeholder 
Questionnaire)

Strategy index score
(Average of KFAs 5-9 index scores)

Strategy index score
(Average of KFAs 1-3 index scores)

Strategy index score
(Average of KFAs 10-12 index scores)

Strategy index score
(KFA 14 index score)

(1) Making markets work, now and in the future (q2a); (2) Markets are more competitive (q2b); (3) Consumers are better off (q2c); (4) Effective partner liaison (q2d); (5) Effective advocacy for regulatory change 
(q2e); (6) Effective communications (q2f); (7) Achieving the ACCC’s core values (average of q11a to q11d); (8) Engagement Index (average of q12a to q12e).

ACCC-WIDE 
OUTPUTS / 
OUTCOMES 
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D. Profile of Stakeholders 
The respondents for the survey consisted of 35 of the 45 key stakeholders identified by the ACCC as 
having had substantial interaction with the ACCC over a sustained period and as being in a position 
to provide an informed view about the ACCC’s effectiveness. The stakeholders were classified into 
six groups, namely: 

♦ Industry associations (n=9); 
♦ Government departments (n=7); 
♦ Consumer groups (n=6); 
♦ Legal and economic experts (n=5); 
♦ Regulators and ombudsmen (n=4); and 
♦ Journalists and academics (n=4). 

The core ACCC functions with which stakeholders indicated they were familiar with is shown in 
Figure 1. Stakeholders were only asked function specific questions if they self-selected that they 
were familiar with that function.  

Figure 1: Core ACCC functions with which stakeholders indicated familiarity 
(Base: all respondents, n=35) 

  

89%

83%

71%

66%

63%

54%

49%

34%

0% 20% 40% 60% 80% 100%

Market studies and inquiries to support competition,
consumer and regulatory outcomes

Enforcement action to address non-compliance with the
Australian Consumer Law

Enforcement action to address anti-competitive conduct

Merger and authorisation reviews

Educating consumers about their consumer rights

Infrastructure regulation and industry monitoring

Addressing the risk of serious injury and death from safety
hazards in consumer products

Supporting a vibrant small business sector through industry
codes and educating small business about their rights and

obligations under the Competition and Consumer Act 2010
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E. Presentation of Results 
Reported percentages are based on the total number of valid responses made to the particular issue 
being reported on. The total number of valid responses occasionally differs from the total number of 
completed survey questionnaires because of omissions in the completed questionnaires. The results 
reflect the responses of people who had a view and for whom the questions were applicable (i.e. 
‘Don’t know’ or ‘Not applicable’ responses have been omitted). 

Percentage results throughout the report may not add up to 100% due to rounding. 

F. Calculation and Interpretation of Index Scores 
The survey questionnaire contained groups of questions addressing stakeholder perceptions of the 
ACCC’s performance in each of the strategies specified in the ACCC’s Corporate Plan.  Composite 
index measures were constructed for each strategy addressed.  Each reported index for a key result 
area is the average of individual question indices for questions that address the area. 

The index for a question is the mean (average) response for the question across respondents (using 
the numerical score from the 5-point response scale) transformed into a 0 to 100-point scale. 

The aggregate indices have the following properties: 

♦ index scores of 0–49 indicate that, on average, respondents have provided an unfavourable 
assessment (e.g. ‘disagree’ or ‘strongly disagree’ with a positive statement) of the ACCC’s 
performance; 

♦ an index score of 50 indicates that, on average, respondents have provided a neutral 
assessment (e.g. ‘neither agree nor disagree’ with a statement); 

♦ index scores of 51–100 indicate that, on average, respondents have provided a favourable 
assessment; 

♦ the higher the index score, the more positive the average respondent’s perception of the 
ACCC’s performance; 

♦ if all respondents provided the most positive rating possible to all of the questions covering 
an area of performance, the index score would be 100; and 

♦ if all respondents provided the least positive rating possible to all of the questions covering 
an area of performance, the index score would be 0. 

G. Quality Standards 
This project was conducted in accordance with the international quality standard ISO 20252 and the 
Australian Privacy Principles contained in the Privacy Act 1988. 
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III. Index Results Overall 

A. Summary of ACCC-wide Priorities Index Scores 
Table 1: Summary of ACCC-wide Priorities Index Scores 

 Result (index points) 
Q2a. The ACCC is effective at achieving its purpose of making 
markets work for consumers, now and in the future 80.1 

Q2b. Markets in Australia are more competitive due to the ACCC's 
work 80.5 

Q2c. Consumers are better off due to the ACCC's work 85.7 
Q2d. The ACCC liaises effectively with partner organisations and 
stakeholders to achieve its purpose 75.0 

Q2e. The ACCC is effective in advocating for change to regulatory 
frameworks that assist it to achieve its purpose 71.4 

Q2f. The ACCC communicates effectively with its stakeholders 75.7 

B. Summary of Key Focus Area Index Scores 
Table 2: Summary of Key Focus Area Results 

 Result (index points) 

Maintaining and promoting competition (mean of KFAs 1 - 3) 74.5 

KFA 1. Enforcement action 76.2 
KFA 2. Merger reviews 71.3 
KFA 3. Authorisation reviews 72.8 
Protecting the interests and safety of consumers and supporting 
fair trading in markets affecting consumers and small business 
(mean of KFAs 5 - 9) 

73.5 

KFA 5. Enforcement action to address non-compliance with the 
Australian Consumer Law (ACL) 78.4 

KFA 6. Partnerships 71.3 
KFA 7. Consumer product safety 73.2 
KFA 8. Small business support 67.7 
KFA 9. Empowering consumers 73.1 

Infrastructure regulation (mean of KFAs 10 - 12) 71.1 

KFA 10. Infrastructure regulation 69.1 
KFA 11. Industry monitoring reports 69.4 
KFA 12. Enforcement 75.0 
Market studies and inquiries to support competition, consumer 
and regulatory outcomes (KFA 14) 77.4 

KFA 14. Market studies and inquiries 77.4 
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Engagement with ACCC (mean of Q12a - e) 80.8 

Achieving the ACCC’s core values (mean of Q11a - d) 80.0 
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IV. ACCC-wide Priorities and Engagement 
The ACCC promotes competition and fair trade in markets to benefit consumers, businesses, and the 
community. It also regulates national infrastructure services.  Consistent with this remit, the ACCC 
has five core priorities which are outlined in Figure 2 below. 

Stakeholders overall impressions of these priorities were very favourable. 

A. ACCC-wide Priorities  
Overall, stakeholders reported highly positive sentiment in relation to the ACCC’s work and its 
effectiveness in achieving its purpose (see Figure 2). Almost all stakeholders felt that consumers 
were better off and that markets were more competitive as a result of the ACCC’s work. The ACCC’s 
effectiveness in advocating for change to regulatory frameworks that assist it to achieve the ACCC’s 
purpose was rated comparatively lower. 

Figure 2: ACCC-wide Priorities 
(Base: all respondents) 

  

Qualitative Feedback 
 
“They do make markets more competitive 
by holding people to account and 
consumers are better off.” 

Stakeholders were asked to comment at interview on 
what the ACCC was doing well and not so well, overall. 
All but one of the 27 stakeholders who commented on 
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“They are keenly focused on making 
markets work for consumers. They give a 
very strong compliance message for 
corporate Australia and I strongly agree 
that consumers are better off because of 
the effectiveness of the Commission. The 
Commission has also been very clear and 
persuasive advocates in relation to 
changing regulatory frameworks to better 
achieve its purpose. The reforms from the 
Harper review are one good example of 
that.” 
 
“The Commission has been very effective 
because it uses its full suite of 
enforcement action and they engage well 
with small business and consumers. They 
have a good understanding of the issues 
impacting market.” 
 
“Without the ACCC monitoring mergers 
and acquisitions, the markets would be a 
lot less competitive.” 
 
“The ACCC is a very successful regulator in 
the world of competition regulators and 
well regarded.” 
 
“Overall, their engagement with us is 
strong. Some of their processes, however, 
can be fairly opaque.” 
 
 
 

this question provided a favourable assessment of the 
ACCC’s overall performance.  

Most of the positive sentiment related to consumers 
being better off and markets being more competitive 
due to the ACCC’s work. As a corollary, most 
stakeholders felt that the ACCC was performing 
effectively, with a number commenting that it is a 
successful regulator.  
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B. Engagement  
A very high rating was reported by stakeholders in relation to their engagement with the ACCC (see 
Table 3). In particular, journalists and academics (91.3 index points (ip)) and consumer group 
stakeholders (93.3ip) indicated higher engagement ratings compared to legal and economic experts 
(68.0ip) and regulators and ombudsmen stakeholders (70.0ip). 

As shown in Figure 3, respondents reported positive sentiments (either ‘agree’ or ‘strongly agree’) in 
relation to all aspects of their engagement with the ACCC. The highest rated aspect was the 
respectful manner of the ACCC’s staff, followed by the adequacy of opportunity for stakeholders to 
provide feedback and information to the ACCC.  

Table 3: Engagement index 
(Base: all respondents, n=35) 

 Result 
Engagement with the ACCC 80.8ip 

Figure 3: Engagement with the ACCC 
(Base: all respondents) 

  

Qualitative Feedback 
 
“Overall their engagement with us is 
strong. Some of their processes, however, 
can be opaque as to how policy and 
regulatory changes are made. Perhaps 

At interview, stakeholders were asked to provide their 
thoughts on what the ACCC was doing well or not so well 
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3
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some thought should be given to engaging 
with stakeholders during the drafting of 
recommendations. There was also an 
instance where the ACCC didn’t want to 
genuinely understand our position on the 
…. issue.” 
 
“They do better than the ATO and ASIC 
about explaining why they do things. I am 
also provided with adequate opportunity 
to provide them with feedback and they 
interact in a respectful manner and 
respond in a timely manner. They do a 
really good job overall.” 
 
“Their work is well resourced. They are 
responsive. They sometimes need to trust 
our expertise a little more. They don't fully 
appreciate that. Our relationship with 
them is constructive and collaborative.” 
 
“The ACCC is typically answerable, but 
don't necessarily take on our advice as 
much as we would like them to, but that's 
the nature of the game.” 

in terms of engagement with their organisation. Twenty-
four stakeholders provided a range of responses. 

The key themes raised by stakeholders included: 

> ACCC’s communication is timely; 

> the ACCC engages in a respectful manner ; 

> engagements are constructive and collaborative; 
and 

> the ACCC does not readily take on advice.  

 

  

C. Achieving the ACCC’s core values 
Overall, stakeholders were very positive in their response when asked about the ACCC’s four core 
values (see Table 4). As shown in Figure 4, the ACCC’s independence was the top-rated core value, 
with close to one in two reporting strong positive sentiment (i.e. reported ‘strongly agree’). 
Trustworthiness was similarly highly rated as the second most positively rated core value, followed 
closely by the ACCC’s expertise and strategic approach. 

Table 4: Achieving the ACCC’s core values index score 
(Base: all respondents, n=35) 

 Result 
Achieving the ACCC’s core values 80.0ip 
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Figure 4: Perception of the ACCC’s core values 
(Base: all respondents) 

 

 
Qualitative Feedback 

 
“They hold true to their values and live 
them. They look through the lens of ‘does 
this activity increase competition?’, and 
they are very good at that.  ” 
“They take their role seriously and do a 
really good job at what they do.” 
 
“I gave a slightly lower score on 
independence because they are funded by 
the Australian Government and I don't 
think anything is that independent. 
Otherwise I agreed on the other 
questions.”  
 
“I just don't think they communicate as 
directly or transparently as they should. In 
terms of investigations for instance, it's 
hard to find out where they are at all with 
the problem. It's hard to get engagement 
from them at times.” 
 
“I rated the ACCC favourable across all 
questions, although I only ‘agreed’ that 
they are expert as they are not always 
timely in their decision making.” 
 
“There are instances where they make 
decisions because they have formed a 

At interview, stakeholders were asked to provide their 
thoughts on ACCC’s four core values of Independent, 
Expert, Strategic and Trustworthy. Twenty stakeholders 
provided a range of responses. 

All of these stakeholders provided positive feedback 
overall, with many commenting that the ACCC was highly 
professional and acted consistently with its values. 

Stakeholders who, in their responses to the online 
survey, indicated that the ACCC was less than fully 
independent, explained that this opinion was based on 
their view that Australian Government funding put limits 
on the ACCC’s independence. 

One stakeholder who, in the online survey, rated the 
ACCC poorly on trustworthiness, explained that this was 
due to their perception that the ACCC did not 
communicate as transparently as it should. 

Stakeholders who rated the ACCC as less than fully 
expert in the online survey typically mentioned that they 
provided this rating because: 

> they felt that the ACCC was not always timely in 
its processes or decision making; and/or 
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view that is not necessarily supported by 
evidence, but is supported by a theory of 
behaviour.” 
 
 
 

> the ACCC’s decisions sometimes did not appear 
to them to be based on evidence. 
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V. Survey Results for Maintaining and Promoting 
Competition 

Stakeholders rated the ACCC’s performance in maintaining and promoting competition positively 
resulting in an overall Maintaining and Promoting Competition Index score of 74.5 index points. 

A. Enforcement Action to Address Anti-Competitive 
Conduct 
Stakeholders positively assessed the ACCC’s enforcement action taken to address anti-competitive 
conduct (see Table 5). As seen in Figure 5, the majority of respondents provided favourable 
assessments (either ‘agree’ or ‘strongly agree’) to all aspects of enforcement action to address 
anti-competitive conduct – with one in five reporting strong positive sentiment (i.e. ‘strongly agree’) 
for all aspects. 

Table 5: KFA 1 – Enforcement action to address anti-competitive conduct 
(Base: respondents that were familiar with the ACCC’s core function of enforcement action to address anti-

competitive conduct, n=24) 

 Result 
KFA 1. Enforcement action 76.2ip 

Figure 5: Perception of the ACCC’s enforcement action to address anti-competitive conduct 
(Base: respondents that were familiar with the ACCC’s core function of enforcement action to address anti-

competitive conduct) 

 

Qualitative Feedback 
 
“The ACCC has taken action recently, 
which has been effective, in terms of 

At interview, stakeholders were asked to explain their 
impressions of why the ACCC was effective/not effective 
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misleading and deceptive conduct. It sends 
a strong signal to the market which is a 
key role for the ACCC.” 
  
“They are showing a lot of leadership and 
they are doing really well and are 
achieving deterrence in the markets.” 
 
 “It’s impossible to know whether the 
ACCC addresses harm to consumers and 
whether their enforcement action is 
effective. Even if it is successful in court 
proceedings it's hard to know what the 
outcomes are for consumers and 
businesses.” 
 
 

in terms of maintaining and promoting competition 
through enforcement action to address anti-competitive 
conduct. Sixteen stakeholders commented on this issue. 

Most of the stakeholders interviewed provided 
favourable feedback overall on the ACCC’s performance 
in this area. 

Stakeholders who, in response to the online survey, 
rated the ACCC as not fully effective in addressing harm 
or deterring harmful conduct, mostly stated that they 
found it difficult to comment on this issue (e.g. due to 
limited visibility of outcomes). 
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B. Mergers 
The performance of the ACCC in terms of effectively assessing mergers was rated highly by 
stakeholders (see Table 6).  

Legal and economic experts (83.3ip) reported higher ratings of the ACCC’s effectiveness in assessing 
mergers compared to industry associations (62.5ip). 

Most of the respondents agreed (either ‘agree’ or ‘strongly agree’) that the ACCC’s assessment of 
mergers was effective in preventing structural changes in markets that would substantially lessen 
competition (see Figure 6). 

Table 6: KFA 2 – Merger reviews 
(Base: respondents that were familiar with the ACCC’s core function of merger and authorisation reviews, 

n=20) 

 Result 
KFA 2. Mergers 71.3ip 

Figure 6: Perception of the ACCC’s mergers function 
(Base: respondents that were familiar with the ACCC’s core function of merger and authorisation reviews) 

 

C. Authorisations 
The ACCC’s function of making decisions on authorisation and notification applications in the public 
interest was rated positively by stakeholders (see Table 7). 

Government department stakeholders (87.5ip) and stakeholders from consumer groups (83.3ip) 
reported more favourable assessments of the ACCC’s effectiveness in making decisions on 
authorisation and notification applications in the public interest compared to regulators and 
ombudsmen stakeholders (66.7ip) and stakeholders from industry associations (63.9ip). 

Close to three in four agreed that the ACCC was effective in making decisions on authorisation and 
notification applications that are in the public interest (see Figure 7). 

Table 7: KFA 3 – Authorisation reviews 
(Base: respondents that were familiar with the ACCC’s core function of mergers and authorisations, n=23) 

 Result 
KFA 3. Authorisations 72.8ip 
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Figure 7: Perception of the ACCC’s authorisation reviews 
(Base: respondents that were familiar with the ACCC’s core function of merger and authorisation reviews) 

 

Qualitative Feedback 
 
“They are very successful here. You only 
have to look at how they blocked BP from 
buying Woolworths petrol sites.” 
 
“Their whole level of analysis is very 
strong. They are not afraid of opposing 
mergers.” 
 
“Yes, there would be substantial lessening 
of competition if the ACCC didn't 
undertake assessments of mergers. In 
terms of notifications and authorisations, 
they do a good job and are transparent 
about their decision-making that they are 
making.” 
 
“There is a timing and consistency issue 
that really matters. We need to remember 
that for an investor, in particular a foreign 
investor who is looking to buy out an 
Australian company, they are looking at a 
multiplicity of regulatory signals…there is 
an obligation on all regulators to be more 
explicit on those things that they are going 
to put a red light up for, and then to be as 
fast as they possibly can to make a 
decision.” 
 

During the survey follow-up interviews, stakeholders 
were asked to comment on their ratings of the ACCC’s 
mergers and authorisation/notification functions. 
Thirteen stakeholders commented on this issue.  

Most stakeholders provided positive feedback overall on 
the ACCC’s performance in this area, typically 
commenting that the ACCC’s role was important and 
that it had been effective in carrying out its role. 

Two stakeholders expressed concern about the 
timeliness of the ACCC’s decision making, commenting 
that this had caused investor uncertainty. 
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VI. Survey Results for Protecting the Interests and 
Safety of Consumers and Supporting Fair Trading 

The ACCC’s strategy of protecting the interests and safety of consumers and supporting fair trading 
was rated highly by stakeholders, with an overall index score of 73.5ip. 

A. Addressing Non-Compliance with the Australian 
Consumer Law 
Enforcement action taken by the ACCC to address non-compliance with the Australian Consumer 
Law (ACL) was favourably assessed by stakeholders (see Table 8). As shown in Figure 8, the vast 
majority of respondents indicated positive sentiment in relation to the effectiveness and 
appropriateness of the ACCC’s enforcement actions to ensure ACL compliance.  

Table 8: KFA 5 – Enforcement action to address non-compliance with the Australian Consumer Law 
(ACL) 

(Base: respondents that were familiar with the ACCC’s core function of enforcement action to address non-
compliance with the ACL, n=29) 

 Result 
KFA 5. Enforcement action to address non-compliance with the 
Australian Consumer Law (ACL) 78.4ip 

Figure 8: Perception of the ACCC’s enforcement action to address non-compliance with the 
Australian Consumer Law (ACL) 

(Base: respondents that were familiar with the ACCC’s core function of enforcement action to address non-
compliance with the ACL) 
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Qualitative Feedback 
 
“The ACCC establishes clear enforcement 
priorities each year through engaging with 
its partners. It is this signal to the market 
about what their priorities are which helps 
them to be effective, along with their 
range of regulatory responses. They not 
only enforce the law, but they appear to 
enforce it.” 
 
“The ACCC works well with partners. For 
example, they convene a small business 
and franchising consultative committee 
which has a number of representative 
organisations and they take feedback and 
tailor their approach having taken that 
feedback. That helps the targeting of 
effective enforcement and compliance 
issues to the red-hot issues of the day and 
also helps with their prioritisation.” 
 
“People know what the ACCC does. Rod 
Sims is very available to everyone, and to 
getting the message out. They are also 
effective in being seen to deter breaches, 
as well as being effective in stopping 
breaches of the ACL.” 
 
“This is a very important area of the 
ACCC's work. The strong consistent 
messaging is important and it allows 
consumers to be aware of their rights. 
They partner well to get the compliance 
messages out.” 
 
“I agree with question A. An example of 
that was the enforcement action against 
Rick Otton. They were successful in 
prosecuting that. Although the time taken 
was long, they got the biggest fine in 
Australian consumer law history.” 
 
“I think the ACCC's enforcement action… 
signals that it is a strong regulator and 
does signal that they will pursue 
problematic conduct.  

At interview, stakeholders were asked to explain why the 
ACCC had been effective/not effective in terms of its 
enforcement action to address non-compliance with the 
ACL. Twenty-one stakeholders commented on this area. 

Most stakeholders provided favourable feedback about 
the ACCC’s performance in this area.  In particular, many 
stakeholders commented positively about the ACCC’s 
clear priorities and effective communication.  Many also 
noted that the ACCC’s effectiveness was underpinned by 
strong working relationships and engagement with 
partner organisations. 
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B. Partnerships 
Stakeholders rated the ACCC’s partnership function positively – with three in four agreeing (either 
‘strongly agree’ or ‘agree) that the ACCC works well with partners to enhance the effectiveness of its 
compliance and enforcement initiatives (see Table 9 and Figure 9). 

Journalists and academics (83.3ip) and consumer groups stakeholders (79.2ip) reported higher 
partnership function index scores compared to regulators and ombudsmen stakeholders (58.3ip). 

Table 9: KFA 6 – Partnerships 
(Base: respondents that were familiar with the ACCC’s core function of enforcement action to address non-

compliance with the ACL, n=27) 

 Result 
KFA 6. Partnerships 71.3ip 

Figure 9: Perception of the ACCC’s partnership function 
(Base: respondents that were familiar with the ACCC’s core function of enforcement action to address non-

compliance with the ACL) 

 

Qualitative Feedback 
 
“The ACCC works well with partners. For 
example, they convene a small business 
and franchising consultative committee 
which has a number of representative 
organisations and they take feedback and 
tailor their approach having taken that 
feedback. That helps the targeting of 
effective enforcement and compliance 
issues to the red-hot issues of the day and 
also helps with their prioritisation.” 
 
“The Commission establishes clear 
enforcement priorities each year through 
engaging with its partners. It is this signal 
to the market about what their priorities 
are which helps them to be effective, 
along with their range of regulatory 
responses. They not only enforce the law, 
but they appear to enforce it.” 
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C. Consumer Product Safety 
The ACCC’s function of consumer product safety was favourably assessed by stakeholders (see Table 
10).  

Legal and economic expert stakeholders (95.0ip) indicated a more positive rating of the ACCC’s 
function of consumer product safety than other stakeholders groups, except consumer groups 
(other stakeholders groups 66.7ip – 75ip; consumer groups: 80.0ip). 

All aspects of the consumer product safety function were rated positively (either ‘agree’ or ‘strongly 
agree’) by most stakeholders (see Figure 10). 

Table 10: KFA 7 – Consumer product safety 
(Base: respondents that were familiar with the ACCC’s core function of addressing the risk of serious injury and 

death from safety hazards in consumer products, n=17) 

 Result 
KFA 7. Consumer product safety 73.2ip 

 

Figure 10: Perception of the ACCC’s consumer product safety function 
(Base: respondents that were familiar with the ACCC’s core function of addressing the risk of serious injury and 

death from safety hazards in consumer products) 
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Qualitative Feedback 
 
“They perform this function very well, and 
as a result, companies look very carefully 
at product safety. They have also 
performed effectively in chasing down 
systemic issues in this space – like airbags. 
They have done well in terms of 
compliance and also education.” 
 
“From what we can see in the public 
domain they are very effective in 
overseeing the recall of unsafe products. 
We feel that they are working effectively 
in the space.” 
 
“They have done a first-rate job with 
Takata airbags recall as well as with 4wd 
drive vehicles. The ACCC has led the 
changes to improve safety to consumers. 
The ACCC 's resources are helpful. Where 
there is a problem identified, they are 
proactive and try to address it.” 
 
“I have seen them in action with air bags 
and the work they did was strong and 
effective. It has been an area of increasing 
focus for the ACCC, which I support.” 
 

At interview, stakeholders were asked to explain their 
perceptions as to why the ACCC had been 
effective/ineffective in terms of addressing the risk of 
serious injury and death from safety hazards in 
consumer products. Twelve stakeholders commented on 
this issue. 

Stakeholders interviewed commonly reported that their 
positive survey ratings of the ACCC’s performance in this 
area were based on their perception that the ACCC had 
performed well in relation to the Takata airbag recall and 
was generally effective in identifying and communicating 
about safety issues. 

Some stakeholders noted that the ACCC’s performance 
in relation to consumer safety had improved in recent 
years and perceived that this reflected a greater 
prioritisation of this area within ACCC. 
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D. Small Business 
The ACCC’s work in relation to small business support function was assessed positively by 
stakeholders (see Table 11). 

As shown in Figure 11, the highest rated aspect of the ACCC’s small business support function was its 
effectiveness in supporting fair trading in markets affecting small businesses. While perceived 
positively by stakeholders, the effectiveness of small business education resources provided by the 
ACCC in helping small business understand their rights under the Competition and Consumer Act 
was rated comparatively lower. 

Table 11: KFA 8 – Small business support 
(Base: respondents that were familiar with the ACCC’s core function of small business and fair trading, n=12) 

 Result 
KFA 8. Small business  67.7ip 

 

Figure 11: Perception of the ACCC’s small business function 
(Base: respondents that were familiar with the ACCC’s core function of small business and fair trading) 

 

Qualitative Feedback 
 
“I think the ACCC should focus more on 
getting information to small businesses. 
SMEs don't think about registering for the 
ACCC newsletter or going online. There 
needs to be better multichannel and social 
media approaches and that's why I gave it 
a middle type rating.” 
 
 

At interview, seven stakeholders commented on what 
the ACCC was doing well or not so well in terms of small 
business. 

Stakeholders who rated the ACCC as less than fully 
effective in relation to small business education 
resources in the online survey, commonly expressed the 
view that the education resources per se were effective, 
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“They are effective in supporting fair 
trading in markets. However very few 
farmers are aware of their education 
resources, but they do have effective 
support materials. I would like to see more 
information getting out to farmers in the 
regions.” 
 
“The review on energy prices has seen 
laws introduced to have one price that is 
comparable across all providers, as the 
baseline, so that people can compare 
whether they are getting the best deal for 
their energy consumption. That is an 
example of their success in this area.” 

but that there was limited awareness and usage of them 
among small businesses. 

The few stakeholders that discussed the ACCC’s efforts in 
relation to fair trading in markets affecting small 
business were very positive in their feedback, noting 
their opinion that the ACCC had been effective in 
relation to energy price comparability and unfair 
contract terms. 

 

 

E. Empowering Consumers 
Stakeholders reported a favourable assessment of the ACCC’s function of empowering consumers 
(see Table 12). Over three in four respondents agreed that consumer education resources provided 
by the ACCC were useful, that its information campaigns help protect consumers and that it 
effectively empowers consumers by increasing awareness of their rights under ACL (see Figure 12). 

Table 12: KFA 9 – Empowering consumers 
(Base: respondents that were familiar with the ACCC’s core function of educating consumers about their 

consumer rights, n=22) 

 Result 
KFA 9. Empowering consumers 73.1ip 

Figure 12: Perception of the ACCC’s empowering consumers function 
(Base: respondents that were familiar with the ACCC’s core function of educating consumers about their 

consumer rights) 
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Qualitative Feedback 
 
“They probably need some video clips or 
pod casts in addition to what they do, 
which is largely paper-based or email for 
newspaper release and being a bit more 
engaging on social media might be 
helpful, particularly for the consumers.” 
 
“I think the ACCC is good at publishing 
guides, like the Australian Consumer Law 
and how you can enforce your rights. They 
also have a good media presence 
particularly around scams and they 
promote their work really well. I think that 
consumers are generally aware of the 
ACCC. I do think they have appropriate 
communication channels. I know they 
liaise with consumer groups and they do 
the consumer forums which is good. I 
think that they do enough in terms of 
educating consumers.” 
 
“The ACCC is effective in educating 
consumers about their rights. They have 
great spokespeople and have a range of 
contacts. In relation to education 
resources, many are drafted for an 
engaged audience. And many are built for 
a static form, like digital engagement. 
They need simple visually engaging 
messages that they can share on social 
media, including videos.” 
 
“I do think the ACCC 's consumer 
education resources are useful.” 

In the post-survey in-depth interviews, seventeen 
stakeholders commented as to why the ACCC was or was 
not effective in educating consumers about their rights. 

Commonly mentioned reasons underpinning 
stakeholders’ positive survey ratings included that the 
ACCC: 

> made effective use of public relations channels 
(e.g. via commentary on news media) to raise 
consumer awareness; 

> worked effectively to disseminate information 
via consumer and other stakeholder groups; and 

> had effective spokespeople. 

Some stakeholders considered that the ACCC could 
improve the effectiveness of its communication via more 
use of video resources (e.g. YouTube videos) that can be 
shared via social media. 
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VII. Survey Results for Infrastructure Regulation and 
Industry Monitoring 

Overall, the performance of the ACCC’s infrastructure regulation and industry monitoring function 
was rated positively by stakeholders, with an overall index score of 71.1 index points. Consumer 
groups (86.1ip) reported a more favourable overall index score compared to legal and economic 
experts (50.0ip). 

A. Infrastructure Regulation  
Stakeholders were favourable in assessing the ACCC’s function of infrastructure regulation (see 
Table 13).  

Consumer groups (83.3ip) reported a higher rating for the ACCC’s function of infrastructure 
regulation when compared to legal and economic experts (56.3ip) and stakeholders that were part 
of industry associations (62.5ip). 

Just under seven in ten respondents agreed (either ‘strongly agree’ or ‘agree’) that the ACCC 
effectively promoted economically efficient operation of, use of, and investment in infrastructure, 
and that its regulatory decisions promote competition in the long-term interests of end-users (see 
Figure 13). 

Table 13: KFA 10 – Infrastructure regulation 
(Base: respondents that were familiar with the ACCC’s core function of Infrastructure regulation, n=19) 

 Result 
KFA 10. Infrastructure regulation 69.1ip 

Figure 13: Perception of the ACCC’s infrastructure regulation function 
(Base: respondents that were familiar with the ACCC’s core function of Infrastructure regulation) 
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B. Industry Monitoring Reports 
The ACCC’s industry monitoring reports were rated highly by stakeholders (see Table 14). 

Compared to legal and economic experts (43.8ip), stakeholders from consumer groups (83.3ip) 
indicated a more positive rating of the ACCC’s industry monitoring reports. 

The effectiveness of the industry monitoring reports in informing the public, industry and 
government was rated more positively (either ‘agree’ or ‘strongly agree’) by respondents compared 
to their effectiveness in promoting competition (see Figure 14). 

Table 14: KFA 11 – Industry monitoring reports 
(Base: respondents that were familiar with the ACCC’s core function of Infrastructure regulation, n=18) 

 Result 
KFA 11. Industry monitoring reports 69.4ip 

Figure 14: Perception of the ACCC’s industry monitoring reports 
(Base: respondents that were familiar with the ACCC’s core function of Infrastructure regulation) 

 

C. Enforcement Actions 
Stakeholders favourably rated the ACCC’s enforcement function as part of infrastructure regulation 
(see Table 15).  

Consumer groups (91.7ip) reported a higher rating of the ACCC’s enforcement function as part of 
infrastructure regulation compared to legal and economic experts (50.0ip). 

The majority of respondents agreed that the ACCC’s enforcement of industry-specific competition 
and market rules improves the efficient operation of markets (see Figure 15). 

Table 15: KFA 12 – Enforcement 
(Base: respondents that were familiar with the ACCC’s core function of Infrastructure regulation, n=19) 

 Result 
KFA 12. Enforcement 75.0ip 

17

12

61

47

22

29 12

0% 20% 40% 60% 80% 100%

The ACCC's industry monitoring reports are
effective in informing the public, industry and

government (n=18)

The ACCC's industry monitoring reports are
effective in promoting competition (n=17)

Strongly agree Agree Neither agree nor disagree Disagree Strongly disagree



 
 29 

#3899 | ACCC Effectiveness Survey 2019   

Figure 15: Perception of the ACCC’s enforcement function 
(Base: respondents that were familiar with the ACCC’s core function of Infrastructure regulation) 

 

Qualitative Feedback 
 
“I know a lot of time and effort goes into 
their industry monitoring and I'm not 
convinced that the outcomes of that really 
makes much difference. That's in terms of 
their reporting and its impact on policy 
settings or tangible changes. I think policy 
changes in legislation would make a 
difference but that is of course outside of 
the ACCC's hands. They did do a good job 
monitoring and reporting of the East Coast 
gas inquiry. Unfortunately, very few 
recommendations were adopted by 
government. So I’m not sure whether it is 
a value for money proposition for doing 
monitoring and reporting because what 
happens as a result is very little. 
Monitoring and reporting can be effective 
in raising broad public awareness.” 
 
“Why we ticked ‘agree’ for most of these 
is because of the accuracy around port 
pricing and economic regulation around 
newly privatised ports, and the airport 
pricing monitoring function work was 
effective. The wholesale 
telecommunication charges have been 
effective. All in all, we’ve given these a tick 
for how they conduct themselves.” 
 
“They are experts in their field and are a 
voice of authority. The public knows that 
the ACCC is a credible authority. They have 
done some good work in terms of the 
regulation of airports and road safety with 
the recall of new vehicles.”  
 
I think the industry monitoring reports 
work is valuable and useful.” 

At interview, stakeholders were asked to provide their 
thoughts on why the ACCC was effective/not effective in 
terms of its infrastructure function. Eleven stakeholders 
provided a range of responses. 

Stakeholders who, in the online survey, had rated the 
ACCC as having been less than fully effective, tended to 
explain their ratings by stating that they did not perceive 
the ACCC’s work to have led to much substantive 
change. 

In light of their view that this work had little impact, two 
stakeholders questioned the value for money that the 
public was obtaining from the ACCC’s industry 
monitoring reports. 

On balance, however, the interviewed stakeholders were 
positive about the effectiveness of the ACCC in this 
space. 
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VIII. Survey Results for Market Studies and Inquiries 
Stakeholders rated the ACCC’s market studies and inquiries very positively – reporting a high index 
score of 77.4.  

Consumer groups reported a higher index score compared to other stakeholder groups (98.3ip, 
compared to 58.3ip to 79.2ip for other groups). 

Overall, all aspects of the ACCC’s market studies and inquiries function were positively assessed 
(either ‘agree’ or ‘strongly agree’) by the majority of stakeholders (see Figure 16). In particular, over 
one in three indicated highly positive sentiment in relation to the effectiveness of market studies 
and inquiries in developing an understanding of how well competition and markets are working in 
particular sectors. 

Table 16: KFA 14 – Market studies and inquiries 
(Base: respondents that were familiar with the ACCC’s core function of market studies and inquiries, n=31) 

 Result 
KFA 14. Market studies and inquiries 77.4ip 

Figure 16: Perception of the ACCC’s market studies and inquiries function 
(Base: respondents that were familiar with the ACCC’s core function of market studies and inquiries) 

  

Qualitative Feedback 
 
“It’s surprising how good their market 
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In the post-survey in-depth interviews, stakeholders 
were asked to provide their thoughts on why the ACCC 
was effective/not effective in terms of market studies 
and inquiries. Twenty-one  stakeholders provided a 
range of responses. 
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industry and has been a tremendously 
valuable tool.” 
 
“They use data to identify market studies. 
They use their powers to draw out 
information, like the housing mortgage 
market and motor vehicles. They use their 
powers to understand what is happening 
in the market. The information can then 
be used by others to make a decision as to 
whether there needs to be policy change. 
In general, market studies initiated by the 
ACCC tend to be more robust and have 
better outcomes than those referred by 
government. There is often a stronger fact 
base underpinning the ACCC's initiated 
studies.” 
 
“They don't always have the best people in 
this market studies area. Although they 
can point to some changes as a result of 
their market inquiries, I don't know 
whether they have had any real effect at 
all. I don't think they can point to great 
successes from their market studies as 
compared to some of the outcomes in the 
UK.” 
 
“I am a bit worried about the market 
studies in relation to their 
recommendations and their balance of 
judgement. For example, I have the 
electricity inquiry and am curious about of 
the specificity of findings. They feel more 
like Productivity Commission studies. 
Some of the digital study didn't feel fully 
worked through. That's why I gave these 
results.” 

The key positive themes that stakeholders raised 
included that market studies and inquiries: 

> support competition; 

> are a valuable tool; 

> do a good job of understanding markets;  

> do a good job of revealing problems; and 

> create an impetus for change. 

Stakeholders who rated the ACCC’s market studies and 
inquiries relatively less favourably commonly explained 
that they felt that this work had limited effect, and/or 
had not always been executed in a rigorous or balanced 
manner. 
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IX. Other Competition and Consumer Issues to 
Address 

Interviewees were asked to provide their thoughts on whether there were any competition and 
consumer issues in any Australian industry sectors that they thought the ACCC should provide 
additional resources to investigate and or address. 

A. Competition 
 
“There is still a range of anti-competitive 
behaviour in the market and I hope more 
work can be done in terms of 
supermarkets in terms of how they engage 
with their suppliers and in terms of 
horticultural markets around contractual 
arrangements between farmers and 
purchasers.” 
 
“I would like them to focus on social media 
and how people use ‘Google Review’ and 
similar rating tools to ensure that people 
don't end up abusing them. I'd also like to 
see them focus on tax system misuse and 
how the likes of Amazon use the system to 
give themselves a competitive advantage. 
I'd also like to see them focus on 
manipulation of workforce relations 
issues. For example, some employment 
arrangements specify that staff members 
are to use a specific super fund, when it 
was always supposed to be a choice.” 
 
“Misuse of market power when it comes 
to data and personal information. We 
should be reconsidering whether we have 
the right toolkit to deal with these new 
markets and whether additional powers 
are required like an unfair trading 
provision.” 
 
“Yes, in the retail space between 
supermarkets and their suppliers, and with 
car dealers. Also toll-roads. Transurban 
get away with blue murder where they 
have too much market power.” 
 
“They can do more in fuel and phones. In 
terms of phones, they can look at the true 
cost of consumption and in terms of phone 
insurance in phone plans.” 

Fifteen stakeholders provided a range of responses to 
the competition question posed. 

The key competition issues that emerged were as 

follows: 

> a focus on social media and digital platforms 
(n=2); 

> addressing supermarket anti-competitive 
behaviour (n=2); 

> monitoring tertiary education marketing claims 
(n=1);  

> focus on tax system (n=1); 

> focus on workforce relations (n=1); 

> misuse of data and personal information (n=1); 

> anti-competitive behaviour and engagement 
with suppliers (n=1); 

> contractual agreements between farmers and 
purchasers (n=1); 

> ports (n=1); 

> toll roads (n=1); 

> fuel (n=1); 

> phones and insurance (n=1); and 

> car dealers (n=1).  
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B. Consumer 
 
“They do a good job with product safety 
and they should continue to push that 
agenda. That includes in areas like 
batteries and building safety materials like 
cladding.” 
 
“Data intermediaries and whether there 
are issues of misleading or deceptive 
conduct. We are doing a project around 
the manipulation of online reviews for 
example. There is an opportunity. We also 
see opportunities in the scams space; this 
is because there are vast amounts of 
personal information floating around our 
economy which are actually contributing 
to scams being enacted. Perpetrators can 
get access to large amounts of personal 
information because we have no capacity 
to delete information unlike in the EU.” 
 
“Financial products like loan 
arrangements. There is an undiscussed 
issue, coming out of the Royal 
Commission, as to who is best placed to 
help consumers to navigate their way 
through complex contracts. Also, what is 
missing is the evidence around how many 
products have failed and are causing harm 
or injury.” 

Stakeholders were asked to provide their thoughts on 
consumer issues that the ACCC should apply additional 
resources to investigate and action where warranted. 
Ten stakeholders provided a range of responses to the 
question posed. 

The key consumer issues that emerged were as follows: 

> product safety, including batteries (n=2); 

> online reviews (n=2); 

> construction and building (n=2);  

> second-hand car market (n=1); 

> franchising (n=1); 

> scams related to personal information (n=1); 

> financial products (n=1); 

> NDIS (n=1); and 

> statutory guarantees (n=1). 
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X. Other Comments to Improve Effectiveness 

Interviewees were asked to, in one or two words only, articulate what is it that their organisation 
was most looking for from the ACCC over the next 5 years to improve its effectiveness.  

 
“Greater experience in criminal matters.” 
 
“Strong enforcement.” 
 
“Stronger collaboration.” 
 
“Better quality staff. Experienced 
economic researchers.” 
 
“Stronger focus on product safety.” 
 
“Focus on social media.” 
 
“Continue to focus on the regulatory role 
in the interests of consumers, rather than 
on broader policy advice role.” 

Twenty-five  stakeholders provided a range of responses 
to the above question. 

The key themes raised by stakeholders included: 

> continued strong enforcement focus (n=5); 

> a focus on partnerships and collaboration (n=4); 

> greater staff capability (n=4); 

> stronger focus on product safety (n=2); 

> stronger prevention focus (n=2); and 

> continued focus on clarity of purpose and 
priorities (n=2). 
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ACCC Effectiveness Survey 
Introduction 

Thank you for taking the time to participate in this survey to discuss the Australian Competition and 
Consumer Commission’s (ACCC’s) performance over the past year.  As a key stakeholder, the ACCC 
values your view on its performance. The feedback will give the ACCC an indication of what it is doing 
well and where it could improve.      

The purpose of the survey is to obtain the views of around 40 key stakeholders about the ACCC’s 
performance in achieving its purpose. The ACCC will publish the results from the survey in its 2018-19 
annual report.  The reporting might quote your responses to the survey (anonymously) to ensure 
stakeholder perspectives are captured in their full nuance. 

The ACCC is responsible for enforcing the Competition and Consumer Act 2010 (CCA) and a range of 
additional legislation, promoting competition and fair trading, and regulating national infrastructure for the 
benefit of all Australians. Its role is to protect, strengthen and supplement the way competition works in 
Australian markets and industries to improve the efficiency of the economy and to increase the welfare of 
Australians. This could include lower prices, better quality products and services, and more choice for 
consumers. The ACCC’s purpose is to make markets work for consumers, now and in the future.      

An independent market and social research firm, ORIMA Research, has been engaged by the ACCC to 
conduct the research on a confidential and anonymous basis.  ORIMA Research will treat all your 
responses, comments and information as strictly confidential.  Your email contact details were provided to 
ORIMA Research by ACCC solely for the purposes of this survey.      

Your responses will only be seen by ORIMA Research.  ORIMA’s report to the ACCC on the survey 
results will focus on common themes identified among stakeholders surveyed and important issues 
raised.  The report will also contain some unattributed and deidentified quotes from the open-ended 
responses to this survey and the follow-up interviews ORIMA conducts with survey respondents.  The 
ACCC will not be able to identify your responses to the survey or interviews.      

Participation in this research is voluntary.  You can choose not to answer any question.  You can decide 
to stop at any time.  Your answers will only be used for the purposes of the research.     

This questionnaire should take 10 minutes to complete.  If you have any questions or require further 
information about the survey, please do not hesitate to contact Steve Goodridge, Executive Office, ACCC 
on 03 9290 1435.  Alternatively, if you have any technical questions, please contact Vaun Peate of 
ORIMA Research on (07) 3112 1052  
(E: vaun.peate@orima.com).   
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SECTION A: Nature of your dealings with the ACCC 

1. Please indicate which of the following core ACCC functions you are familiar with [Please select all that apply]:

a. Maintaining and promoting competition through:

▢ Enforcement action to address anti-competitive conduct  

▢ Merger and authorisation reviews  

b. Protecting the interests and safety of consumers and supporting fair trading in markets
affecting consumers and small business through:

▢ Enforcement action to address non-compliance with the Australian Consumer 
   Law   

▢ Addressing the risk of serious injury and death from safety hazards in consumer 
 products   

▢ Educating consumers about their consumer rights  

▢ Supporting a vibrant small business sector through industry codes and educating 
   small business about their rights and obligations under the CCA   

▢ c. Infrastructure regulation

▢ d. Market studies and inquiries to support competition, consumer and regulatory
outcomes
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SECTION B: Overall impression of the ACCC 

2. Please rate your level of agreement or disagreement with the following statements:

Strongly 
Disagree 

(1) 

Disagree 
(2) 

Neither 
Agree nor 
Disagree 

(3) 

Agree (4) Strongly 
Agree (5) 

Don’t Know 
(6) 

a. The ACCC is effective at
achieving its purpose of
making markets work for

consumers, now and in the
future. 

o o o o o o 
b. Markets in Australia are

more competitive due to the
ACCC's work. o o o o o o 

c. Consumers are
significantly better off due to 

the ACCC's work.   o o o o o o 
d. The ACCC liaises

effectively with partner
organisations and 

stakeholders to achieve its 
purpose.  

o o o o o o 
e. The ACCC is effective in
advocating for change to

regulatory frameworks that
assist it to achieve its 

purpose of making markets 
work for consumers. 

o o o o o o 
f. The ACCC communicates

effectively with its 
stakeholders.  o o o o o o 
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SECTION C: Enforcement action to address anti-competitive conduct 
[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

3. Please rate the level of your agreement or disagreement with the following statements concerning the
ACCC’s enforcement and compliance activities to address and deter anti-competitive market conduct:

Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 
Disagree 

(3) 

Agree 
(4) 

Strongly 
Agree (5) 

Don't 
Know 

(6) 

a. The ACCC effectively
addresses harm to consumers 
and businesses resulting from 
anti-competitive conduct, such 

as cartel conduct, anti-
competitive agreements and 

practices, and misuse of 
market power.  

o o o o o o 

b. The ACCC's enforcement
action is effective in deterring

harmful anti-competitive 
market conduct.  o o o o o o 

c. The ACCC's enforcement
and compliance priorities are

appropriate (see 
https://www.accc.gov.au/about-

us/australian-competition-
consumer-

commission/compliance-
enforcement-policy-priorities 

for compliance and 
enforcement priorities).  

o o o o o o

https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
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SECTION D: Mergers and authorisations 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

4. Please rate your level of agreement or disagreement with the following statements:
Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 

Disagree (3) 
Agree (4) Strongly 

Agree (5) 
Don’t Know 

(6) 

a. The ACCC's
assessment of mergers 
is effective in preventing 

structural changes in 
markets that would 
substantially lessen 

competition.  

o o o o o o 
b. The ACCC makes

decisions on
authorisation,

notification and
certification trademark 
applications that are in 

the public interest.  

o o o o o o 
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SECTION E: Enforcement action to address non-compliance with the Australian Consumer Law 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

5. Please rate your level of agreement or disagreement with the following statements concerning the
ACCC’s enforcement and compliance activities in relation to the Australian Consumer Law:

Strongly 
Disagree 

(1) 

Disagree 
(2) 

Neither 
Agree nor 
Disagree 

(3) 

Agree (4) Strongly 
Agree (5) 

Don’t 
Know (6) 

a. The ACCC's enforcement
action is effective in stopping
and deterring breaches of the

Australian Consumer Law 
(ACL), including misleading 

and deceptive conduct, 
unconscionable conduct and 
failure to comply with ACL 

warranty provisions.  

o o o o o o 

b. The ACCC works well with
partners to enhance the

effectiveness of its compliance 
and enforcement initiatives  o o o o o o 
c. The ACCC's enforcement
and compliance priorities are

appropriate (see 
https://www.accc.gov.au/about-

us/australian-competition-
consumer-

commission/compliance-
enforcement-policy-priorities 

for compliance and 
enforcement priorities).  

o o o o o o 

https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities
https://www.accc.gov.au/about-us/australian-competition-consumer-commission/compliance-enforcement-policy-priorities


7 

#3899 | ACCC Effectiveness Survey 

SECTION F: Addressing the risk of serious injury and death from safety hazards in consumer 
products 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

6. Please rate your level of agreement or disagreement with the following statements:

Strongly 
Disagree 

(1) 

Disagree 
(2) 

Neither 
Agree nor 
Disagree 

(3) 

Agree (4) Strongly 
Agree (5) 

Don’t 
Know (6) 

a. The ACCC is effective in
identifying and addressing

the risk of serious injury and
death from safety hazards in

consumer products. 
o o o o o o 

b. The ACCC's education,
compliance and 

enforcement actions 
encourage the safe supply 
of consumer products to 
Australian consumers.  

o o o o o o 
c. The information and

resources provided by the 
ACCC relating to the safety 
of consumer products are 

effective at reducing the risk 
of harm.  

o o o o o o 
d. The ACCC is effective in

overseeing the recall of
unsafe consumer goods,

including providing 
information to consumers 

about the recall. 

o o o o o o 
e. The ACCC works

effectively in introducing 
new, and updating existing, 
mandatory product safety 

standards and bans.  
o o o o o o 
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SECTION G: Educating consumers about their consumer rights 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

7. Please rate your level of agreement or disagreement with the following statements:
Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 

Disagree (3) 
Agree (4) Strongly 

Agree (5) 
Don’t Know 

(6) 

a. The ACCC is
effective in

empowering
consumers by

increasing their
awareness of their 

rights under 
Australian 

Consumer Law.  

o o o o o o 

b. The ACCC's
consumer
education

resources are 
useful. 

o o o o o o 
c. The ACCC's

information
campaigns help to 

protect 
consumers from 
harmful market 

conduct.  

o o o o o o 
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SECTION H: Small business and fair trading 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

8. Please rate your level of agreement or disagreement with the following statements:
Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 

Disagree (3) 
Agree (4) Strongly 

Agree (5) 
Don’t Know 

(6) 

a. The ACCC is
effective in

supporting fair 
trading in markets 

affecting small 
business.  

o o o o o o 
b. The ACCC's
small business

education 
resources are 

effective in 
helping small 

business 
understand their 
rights under the 
Competition and 
Consumer Act.  

o o o o o o 

c. The ACCC
liaises effectively 

with partner 
organisations and 
stakeholders to 

develop and 
update small 

business 
education 
resources.  

o o o o o o 
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SECTION I: Infrastructure regulation 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

9. Please rate your level of agreement or disagreement with the following statements in relation to the
ACCC’s regulation of natural monopoly infrastructure services in communication, bulk water, bulk wheat
export, postal services and transport industries:

Strongly 
Disagree 

(1) 
Disagree (2) 

Neither Agree 
nor Disagree 

(3) 
Agree (4) Strongly Agree 

(5) Don’t Know (6)

a. The ACCC is
effective in
promoting

economically
efficient operation 

of, use of, and 
investment in 
infrastructure.  

o o o o o o 

b. The ACCC's
regulatory decisions 

promote 
competition in the 
long-term interests 

of end-users.  

o o o o o o 
c. The ACCC's

industry monitoring 
reports are effective 

in informing the 
public, industry and 

government.  

o o o o o o 
d. The ACCC's

industry monitoring 
reports are effective 

in promoting 
competition.  

o o o o o o 
e. The ACCC's
enforcement of
industry-specific
competition and

market rules 
improves the 

efficient operation 
of markets.  

o o o o o o 

f. The ACCC's
enforcement
actions and

monitoring of
broadband

performance has 
achieved better 
outcomes for 
broadband 
customers.  

o o o o o o 
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SECTION J: Market studies and inquiries 

[ONLY ASKED OF RESPONDENTS WHO INDICATE FAMILIARITY WITH THIS FUNCTION AT Q1] 

10. Please rate your level of agreement or disagreement with the following statements:
Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 

Disagree (3) 
Agree (4) Strongly 

Agree (5) 
Don’t Know 

(6) 

a. The ACCC's
market studies and 
inquiries have been 

effective in 
developing an 

understanding of 
how well 

competition and 
markets are 

working in particular 
sectors.  

o o o o o o 

b. The ACCC's
market studies and 

inquiries have 
identified policy and 
regulatory options 
that could assist in 

addressing 
competition and 

consumer issues in 
particular sectors.  

o o o o o o 

c. The ACCC's
market studies and 
inquiries support 

competition, 
consumer and 

regulatory 
outcomes.  

o o o o o o 
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SECTION K: ACCC values 

The ACCC has four core values: Independent, Expert, Strategic and Trustworthy. 

11. Please rate the level of your agreement or disagreement with the following statements:
Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 

Disagree (3) 
Agree (4) Strongly 

agree (5) 
Don't Know 

(6) 

a. The ACCC is
independent: The

ACCC pursues 
the interests of 
the Australian 
community, 

objectively and 
transparently. 

o o o o o o 

b. The ACCC is
expert: The ACCC 

makes timely 
decisions based 
on evidence and 
rigorous analysis. 

o o o o o o 
c. The ACCC is
strategic: The
ACCC makes
best use of its
resources by

taking considered 
and targeted 

action. 

o o o o o o 

d. The ACCC is
trustworthy: The

ACCC 
communicates 
honestly and 

directly and acts 
respectfully.  

o o o o o o 
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SECTION L: ACCC’s engagement with you 

12. Please rate the level of your agreement or disagreement with the following statements about the
ACCC in relation to how it has engaged with you over the past 12 months:

Strongly 
Disagree 

(1) 
Disagree (2) 

Neither 
Agree nor 

Disagree (3) 
Agree (4) Strongly 

agree (5) 

Don't Know / 
Not 

Applicable 
(6) 

a. ACCC staff
engaged in a

respectful 
manner. o o o o o o 

b. ACCC staff
demonstrated a

desire to 
genuinely 

understand 
my/our position on 

issues.  

o o o o o o 
c. ACCC provided

information in a
timely manner. o o o o o o 

d. ACCC provided
me/us with an

adequate
opportunity to
provide it with
information or

feedback. 

o o o o o o 
e. ACCC staff

responded in an
appropriate time

frame to issues or
concerns raised

by me/us. 

o o o o o o 
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Thank you for participating in the survey.  

Your assistance is very much appreciated. 

ORIMA Research will not disclose any identifiable research information for a purpose other than 
conducting our research unless we have your express prior consent or are required to do so by an 
Australian law. 

Our Privacy Policy contains further details regarding how you can access or correct information we hold 
about you, how you can make a privacy related complaint and how that complaint will be dealt with. 
Should you have any questions about our privacy policy or how we will treat your information, you may 
contact our Privacy Officer, Liesel van Straaten on (03) 9526 9000.  

Unless we de-identify our research records, you have the right to access the information that we hold 
about you as a result of this survey. You may request at any time to have this information de-identified or 
destroyed. 

http://www.orima.com.au/home/privacy-policy/
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ACCC Effectiveness Survey Overall 
KFA indices

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
KFA 1. Enforcement 
action
KFA 2. Merger reviews
KFA 3. Authorisation 
reviews
Strat1. Maintaining and 
promoting competition
KFA 5. Enforcement 
action to address non-
compliance with the 
Australian Consumer Law 
(ACL)
KFA 6. Partnerships
KFA 7. Consumer product 
safety
KFA 8. Small business 
support
KFA 9. Empowering 
consumers
Strat2. Protecting the 
interests and safety of 
consumers and 
supporting fair trading in 
markets affecting 
consumers and small 
business
KFA 10. Infrastructure 
regulation
KFA 11. Industry 
monitoring reports
KFA 12. Enforcement
Strat3. Infrastructure 
regulation
KFA 14. Market studies 
and inquiries
Strat5. ACCC 
engagement
Strat 6. Achieving ACCC 
core values
Q2a_i. The ACCC is 
effective at achieving its 
purpose of making 
markets work for 
consumers, now and in 
the future
Q2b_i. Markets in 
Australia are more 
competitive due to the 
ACCC's work
Q2c_i. Consumers are 
better off due to the 
ACCC's work

24 58.33 100.00 76.2153 12.61895

20 25.00 100.00 71.2500 16.77051
23 25.00 100.00 72.8261 19.81884

27 44.44 100.00 74.4856 13.93767

29 62.50 100.00 78.4483 11.52276

27 50.00 100.00 71.2963 15.03794
17 45.00 100.00 73.2353 15.50617

12 50.00 91.67 67.7083 11.25421

22 50.00 100.00 73.1061 13.83286

29 54.83 100.00 73.4564 9.36520

19 37.50 100.00 69.0789 15.79404

18 37.50 100.00 69.4444 16.72783

19 25.00 100.00 75.0000 18.63390
19 37.50 100.00 71.0526 13.92174

31 50.00 100.00 77.4194 14.93714

35 35.00 100.00 80.8214 17.74239

35 50.00 100.00 80.0000 14.12262

34 50.00 100.00 80.1471 14.79585

32 50.00 100.00 80.4688 12.27109

35 50.00 100.00 85.7143 13.94015
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ACCC Effectiveness Survey Overall 
KFA indices

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
Q2d_i. The ACCC liaises 
effectively with partner 
organisations and 
stakeholders to achieve 
its purpose
Q2e_i. The ACCC is 
effective in advocating for 
change to regulatory 
frameworks that assist it 
to achieve its purpose
Q2f_i. The ACCC 
communicates effectively 
with its stakeholders
Valid N (listwise)

35 50.00 100.00 75.0000 16.04222

35 .00 100.00 71.4286 25.10482

35 50.00 100.00 75.7143 15.44168

6

Page 2



ACCC Effectiveness Survey Overall 
A. Nature of your dealings with the ACCC

$Q1. Please indicate which of the following core ACCC functions you 
are familiar with

Frequency
% of 

respondents
Valid Enforcement action to 

address anti-competitive 
conduct
Merger and authorisation 
reviews
Enforcement action to 
address non-compliance 
with the Australian 
Consumer Law
Addressing the risk of 
serious injury and death 
from safety hazards in 
consumer products
Educating consumers 
about their consumer 
rights
Supporting a vibrant small 
business sector through 
industry codes and 
educating small business 
about their rights and 
obligations under the CCA

Infrastructure regulation 
and industry monitoring
Market studies and 
inquiries to support 
competition, consumer 
and regulatory outcomes

Number of Respondents

25 71.4

23 65.7

29 82.9

17 48.6

22 62.9

12 34.3

19 54.3

31 88.6

35 100.0

Group. Stakeholder grouping

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Consumer groups

Regulators & ombudsmen

Industry associations
Government departments
Legal & economic experts

Journalists & academics
Total

6 17.1 17.1 17.1
4 11.4 11.4 28.6

9 25.7 25.7 54.3
7 20.0 20.0 74.3
5 14.3 14.3 88.6

4 11.4 11.4 100.0
35 100.0 100.0
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ACCC Effectiveness Survey Overall 
Overall impression of the ACCC

Q2a. The ACCC is effective at achieving its purpose of making markets work for consumers, 
now and in the future

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not sure / Not applicable
Total

3 8.6 8.8 8.8

21 60.0 61.8 70.6
10 28.6 29.4 100.0
34 97.1 100.0

1 2.9
35 100.0

Q2b. Markets in Australia are more competitive due to the ACCC's work

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not sure / Not applicable
Total

1 2.9 3.1 3.1

23 65.7 71.9 75.0
8 22.9 25.0 100.0

32 91.4 100.0
3 8.6

35 100.0

Q2c. Consumers are better off due to the ACCC's work

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

1 2.9 2.9 2.9

18 51.4 51.4 54.3
16 45.7 45.7 100.0
35 100.0 100.0

Q2d. The ACCC liaises effectively with partner organisations and stakeholders to achieve 
its purpose

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

7 20.0 20.0 20.0

21 60.0 60.0 80.0
7 20.0 20.0 100.0

35 100.0 100.0

Q2e. The ACCC is effective in advocating for change to regulatory frameworks that assist it 
to achieve its purpose

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Strongly Disagree

Disagree
Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

1 2.9 2.9 2.9
3 8.6 8.6 11.4
5 14.3 14.3 25.7

17 48.6 48.6 74.3
9 25.7 25.7 100.0

35 100.0 100.0
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ACCC Effectiveness Survey Overall 
Overall impression of the ACCC

Q2f. The ACCC communicates effectively with its stakeholders

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

6 17.1 17.1 17.1

22 62.9 62.9 80.0
7 20.0 20.0 100.0

35 100.0 100.0

Page 5



ACCC Effectiveness Survey Overall 
Enforcement action to address anti-competitive conduct

Q3a. The ACCC effectively addresses harm to consumers and businesses resulting from anti-
competitive conduct, such as cartel conduct, anti-competitive agreements and practices, and 

misuse of market power

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

3 8.6 12.5 12.5

16 45.7 66.7 79.2
5 14.3 20.8 100.0

24 68.6 100.0
1 2.9

10 28.6
11 31.4
35 100.0

Q3b. The ACCC's enforcement action is effective in deterring harmful anti-competitive market 
conduct

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

1 2.9 4.3 4.3
3 8.6 13.0 17.4

14 40.0 60.9 78.3
5 14.3 21.7 100.0

23 65.7 100.0
2 5.7

10 28.6
12 34.3
35 100.0

Q3c. The ACCC's enforcement and compliance priorities related to anti-competitive conduct 
are appropriate

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

3 8.6 13.0 13.0

15 42.9 65.2 78.3
5 14.3 21.7 100.0

23 65.7 100.0
2 5.7

10 28.6
12 34.3
35 100.0
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ACCC Effectiveness Survey Overall 
Mergers and authorisations

Q4a. The ACCC's assessment of mergers is effective in preventing structural changes in 
markets that would substantially lessen competition

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not applicable
System
Total

Total

1 2.9 5.0 5.0
3 8.6 15.0 20.0

14 40.0 70.0 90.0
2 5.7 10.0 100.0

20 57.1 100.0
3 8.6

12 34.3
15 42.9
35 100.0

Q4b. The ACCC is effective in making decisions on authorisation and notification 
applications that are in the public interest

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing System
Total

1 2.9 4.3 4.3
5 14.3 21.7 26.1

12 34.3 52.2 78.3
5 14.3 21.7 100.0

23 65.7 100.0
12 34.3
35 100.0

Page 7



 
ACCC Effectiveness Survey Overall 

Enforcement action to address non-compliance with the Australian Consumer Law 

Q5a. The ACCC's enforcement action is effective in stopping and deterring breaches of the 
ACL, including misleading and deceptive conduct, unconscionable conduct and failure to 

comply with ACL warranty provisions

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

2 5.7 7.1 7.1

20 57.1 71.4 78.6
6 17.1 21.4 100.0

28 80.0 100.0
1 2.9
6 17.1
7 20.0

35 100.0

Q5b. The ACCC works well with partners to enhance the effectiveness of its compliance and 
enforcement initiatives

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

7 20.0 25.9 25.9

17 48.6 63.0 88.9
3 8.6 11.1 100.0

27 77.1 100.0
2 5.7
6 17.1
8 22.9

35 100.0

Q5c. The ACCC's enforcement and compliance priorities related to consumer protection are 
appropriate

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

3 8.6 11.1 11.1

17 48.6 63.0 74.1
7 20.0 25.9 100.0

27 77.1 100.0
2 5.7
6 17.1
8 22.9

35 100.0
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ACCC Effectiveness Survey Overall 

Addressing the risk of serious injury and death from safety hazards in consumer products 

Q6a. The ACCC is effective in identifying and addressing the risk of serious injury and death 
from safety hazards in consumer products

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing System
Total

1 2.9 5.9 5.9
3 8.6 17.6 23.5

9 25.7 52.9 76.5
4 11.4 23.5 100.0

17 48.6 100.0
18 51.4
35 100.0

Q6b. The ACCC's education, compliance and enforcement actions encourage the safe supply 
of consumer products to Australian consumers

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

3 8.6 17.6 17.6

11 31.4 64.7 82.4
3 8.6 17.6 100.0

17 48.6 100.0
18 51.4
35 100.0

Q6c. The information and resources provided by the ACCC relating to the safety of consumer 
products is effective at reducing the risk of harm

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

5 14.3 29.4 29.4

9 25.7 52.9 82.4
3 8.6 17.6 100.0

17 48.6 100.0
18 51.4
35 100.0

Q6d. The ACCC is effective in overseeing the recall of unsafe consumer goods, including 
providing information to consumers about the recall

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

3 8.6 17.6 17.6

10 28.6 58.8 76.5
4 11.4 23.5 100.0

17 48.6 100.0
18 51.4
35 100.0
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ACCC Effectiveness Survey Overall 
Addressing the risk of serious injury and death from safety hazards in consumer products 

Q6e. The ACCC works effectively in introducing new, and updating existing, mandatory 
product safety standards and bans

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not applicable
System
Total

Total

1 2.9 6.3 6.3
4 11.4 25.0 31.3

9 25.7 56.3 87.5
2 5.7 12.5 100.0

16 45.7 100.0
1 2.9

18 51.4
19 54.3
35 100.0
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ACCC Effectiveness Survey Overall 
Educating consumers about their consumer rights

Q7a. The ACCC is effective in empowering consumers by increasing their awareness of their 
rights under Australian Consumer Law

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not applicable
System
Total

Total

5 14.3 23.8 23.8

11 31.4 52.4 76.2
5 14.3 23.8 100.0

21 60.0 100.0
1 2.9

13 37.1
14 40.0
35 100.0

Q7b. The ACCC's consumer education resources are useful

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not applicable
System
Total

Total

1 2.9 5.3 5.3
3 8.6 15.8 21.1

13 37.1 68.4 89.5
2 5.7 10.5 100.0

19 54.3 100.0
3 8.6

13 37.1
16 45.7
35 100.0

Q7c. The ACCC's information campaigns help to protect consumers from harmful market 
conduct

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

5 14.3 22.7 22.7

14 40.0 63.6 86.4
3 8.6 13.6 100.0

22 62.9 100.0
13 37.1
35 100.0

Q7d. The ACCC is effective in warning the public about scams

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

2 5.7 9.1 9.1

15 42.9 68.2 77.3
5 14.3 22.7 100.0

22 62.9 100.0
13 37.1
35 100.0
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ACCC Effectiveness Survey Overall 
Small business and fair trading

Q8a. The ACCC is effective in supporting fair trading in markets affecting small business

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

2 5.7 16.7 16.7

9 25.7 75.0 91.7
1 2.9 8.3 100.0

12 34.3 100.0
23 65.7
35 100.0

Q8b. The ACCC's small business education resources are effective in helping small business 
understand their rights under the Competition and Consumer Act

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Total

Missing System
Total

5 14.3 41.7 41.7

7 20.0 58.3 100.0
12 34.3 100.0
23 65.7
35 100.0

Q8c. The ACCC liaises effectively with partner organisations and stakeholders to develop or 
update small business education resources

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not applicable
System
Total

Total

1 2.9 9.1 9.1
3 8.6 27.3 36.4

6 17.1 54.5 90.9
1 2.9 9.1 100.0

11 31.4 100.0
1 2.9

23 65.7
24 68.6
35 100.0
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ACCC Effectiveness Survey Overall 
Infrastructure regulation

Q9a. The ACCC is effective in promoting economically efficient operation of, use of, and 
investment in infrastructure

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

6 17.1 31.6 31.6

12 34.3 63.2 94.7
1 2.9 5.3 100.0

19 54.3 100.0
16 45.7
35 100.0

Q9b. The ACCC's regulatory decisions promote competition in the long-term interests of end-
users

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing System
Total

2 5.7 10.5 10.5
4 11.4 21.1 31.6

9 25.7 47.4 78.9
4 11.4 21.1 100.0

19 54.3 100.0
16 45.7
35 100.0

Q9c. The ACCC's industry monitoring reports are effective in informing the public, industry 
and government

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

4 11.4 22.2 22.2

11 31.4 61.1 83.3
3 8.6 16.7 100.0

18 51.4 100.0
1 2.9

16 45.7
17 48.6
35 100.0

Q9d. The ACCC's industry monitoring reports are effective in promoting competition

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
System
Total

Total

2 5.7 11.8 11.8
5 14.3 29.4 41.2

8 22.9 47.1 88.2
2 5.7 11.8 100.0

17 48.6 100.0
1 2.9

17 48.6
18 51.4
35 100.0
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ACCC Effectiveness Survey Overall 
Infrastructure regulation

Q9e. The ACCC's enforcement of industry-specific competition and market rules improves the 
efficient operation of markets

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing System
Total

1 2.9 5.3 5.3
2 5.7 10.5 15.8

12 34.3 63.2 78.9
4 11.4 21.1 100.0

19 54.3 100.0
16 45.7
35 100.0
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ACCC Effectiveness Survey Overall 
Market studies and inquiries

Q10a. The ACCC's market studies and inquiries have been effective in developing an 
understanding of how well competition and markets are working in particular sectors

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

3 8.6 9.7 9.7

17 48.6 54.8 64.5
11 31.4 35.5 100.0
31 88.6 100.0

4 11.4
35 100.0

Q10b. The ACCC's market studies and inquiries have identified policy and regulatory options 
that could assist in addressing competition and consumer issues in particular sectors

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing System
Total

2 5.7 6.5 6.5
6 17.1 19.4 25.8

15 42.9 48.4 74.2
8 22.9 25.8 100.0

31 88.6 100.0
4 11.4

35 100.0

Q10c. The ACCC's market studies and inquiries support competition, consumer and 
regulatory outcomes

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing System
Total

4 11.4 12.9 12.9

20 57.1 64.5 77.4
7 20.0 22.6 100.0

31 88.6 100.0
4 11.4

35 100.0
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ACCC Effectiveness Survey Overall 
ACCC values

Q11a. The ACCC is independent: The ACCC pursues the interests of the Australian 
community, objectively and transparently

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

2 5.7 5.7 5.7

16 45.7 45.7 51.4
17 48.6 48.6 100.0
35 100.0 100.0

Q11b. The ACCC is expert: The ACCC makes timely decisions based on evidence and 
rigorous analysis

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

3 8.6 8.6 8.6
2 5.7 5.7 14.3

22 62.9 62.9 77.1
8 22.9 22.9 100.0

35 100.0 100.0

Q11c. The ACCC is strategic: The ACCC makes best use of its resources by taking 
considered and targeted action

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

3 8.6 8.6 8.6
2 5.7 5.7 14.3

20 57.1 57.1 71.4
10 28.6 28.6 100.0
35 100.0 100.0

Q11d. The ACCC is trustworthy: The ACCC communicates honestly and directly and acts 
respectfully

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

1 2.9 2.9 2.9
2 5.7 5.7 8.6

17 48.6 48.6 57.1
15 42.9 42.9 100.0
35 100.0 100.0
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ACCC Effectiveness Survey Overall 
ACCC s engagement with you

Q12a. ACCC staff engaged in a respectful manner

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

1 2.9 2.9 2.9

14 40.0 40.0 42.9
20 57.1 57.1 100.0
35 100.0 100.0

Q12b. ACCC staff demonstrated a desire to genuinely understand my/our position on issues

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

2 5.7 5.7 5.7
5 14.3 14.3 20.0

16 45.7 45.7 65.7
12 34.3 34.3 100.0
35 100.0 100.0

Q12c. ACCC provided information in a timely manner

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Disagree

Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
Total

2 5.7 5.9 5.9
5 14.3 14.7 20.6

15 42.9 44.1 64.7
12 34.3 35.3 100.0
34 97.1 100.0

1 2.9
35 100.0

Q12d. ACCC provided me/us with an adequate opportunity to provide it with information or 
feedback

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Strongly Disagree

Disagree
Neither Agree Nor 
Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
Total

1 2.9 3.0 3.0
2 5.7 6.1 9.1
2 5.7 6.1 15.2

16 45.7 48.5 63.6
12 34.3 36.4 100.0
33 94.3 100.0

2 5.7
35 100.0
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ACCC Effectiveness Survey Overall 
ACCC s engagement with you

Q12e. ACCC staff responded in an appropriate time frame to issues or concerns raised by 
me/us

Frequency Percent Valid Percent
Cumulative 

Percent
Valid Neither Agree Nor 

Disagree
Agree
Strongly Agree
Total

Missing Not Sure / Not Applicable
Total

5 14.3 15.2 15.2

14 40.0 42.4 57.6
14 40.0 42.4 100.0
33 94.3 100.0

2 5.7
35 100.0
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Appendix C – Discussion Guide
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Australian Competition and Consumer Commission 
ACCC Effectiveness Survey 

Draft Interview Guide for Stakeholder Interviews 

Explanatory notes 

♦ This guide provides an idea of the range and coverage of issues that will be covered in stage 2
of the ACCC stakeholder research project (follow-up interviews after a stakeholder has
completed an online survey).

♦ It is a guide for discussion, and will not be used as a script—phrasing, wording and order will
be adapted as appropriate for the target audience.

♦ This guide does not represent a complete list of the questions that will be asked or covered in
each interview.  The coverage will be guided by the researchers and informed by participants.
All questions are fully open-ended.

♦ Some questions are necessary for context-setting.
♦ Some questions are similar because they are trying to get at an issue from a number of angles

and will validate responses / views.

A. Background
♦ The Australian Competition and Consumer Commission (ACCC) has commissioned ORIMA

Research to conduct some interviews with its key stakeholders.
♦ The main purpose of the interviews is to obtain feedback from stakeholders concerning the

ACCC’s performance and effectiveness.
♦ Confirm that the interview will last approximately 30 minutes.
♦ Confidentiality and anonymity:

• During the interview, we will be taking notes about any issues that you raise and specific
comments that you make that are relevant to the research.  These notes will be used to
help us analyse and report on the research findings.

• Our main report will focus on common themes identified among stakeholders interviewed
and important issues raised by one or a few interviewees.  We also plan to present some
brief quotes from interviewees in our report to help illustrate the research findings.

• We will be conducting this interview on a fully confidential basis.  When we write up the
research findings, we will not identify your comments.

B. Introduction
♦ Before discussing your views about the ACCC, it would be helpful for us to better understand

your role and your key areas of interest.

1. Can you briefly describe your role in relation to your interactions with the ACCC?
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In Sections that follow, ORIMA interviewer to refer to first-stage online survey results in asking 
questions – focusing on probing for reasons underlying the quantitative ratings provided in response 
to the survey. The key aim is to elicit responses for inclusion in the final report. 

C. ACCC’s Performance

For each question answered by the respondent in the online survey, the interviewer will probe along 
the following lines: e.g.  

2. In your survey response, you indicated that the ACCC was effective/ not effective at xxxx [this is
an example of what will be asked for each question].

Why?  Can you provide examples of success/ failure?

3. Are there any competition issues in any Australian industry sectors that you think the ACCC
should use additional resources to investigate/address?

Please explain the issue and its impact.

4. Are there any consumer issues that the ACCC should apply more of its resources to investigate
and take action where warranted?

Please explain the issue and its impact.

If there is time left ask these questions: 

5. What are the key strengths of the ACCC?

6. What is the most important thing the ACCC could do to improve?

7. Is there anything else you would like to communicate to the ACCC through this survey about the
ACCC’s performance and effectiveness?

D. Thank You

Thank participant, describe next steps and conclude interview. 
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