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Submission in response to Airport Quality Indicators 
Consultation Paper  

1. BAC welcomes the opportunity to respond to the Australian Competition and Consumer 

Commission’s (ACCC) consultation paper, Airport Quality indicators – second consultation 

paper, on draft recommendations, October 2022 (Consultation Paper).  

2. BAC, by its letter dated 29 July 2022 (the Initial Submission) responded to the ACCC’s 

initial consultation paper, Airport quality indicators – consultation paper, June 2022 (First 

Consultation Paper). 

3. BAC thanks the ACCC for the additional time that it has provided to comment on this 

important Consultation Paper.   

Context for Consultation  

4. BAC acknowledges that the Consultation Paper has been developed by the ACCC in 

response to: 

(a) the Productivity Commission’s (PC), Economic Regulation of Airports Report, June 

2019 (PC Report), Recommendation 9.5; and  

(b) the Australian Government’s in principle support for Recommendation 9.5.   

5. The ACCC through the Consultation Paper is seeking stakeholder’s submissions on the 

possible amendments to the Airports Regulations 1997 (Regulations) – specifically Part 8 

– Quality of service monitoring and Schedule 2 – Records relevant to quality of service 

matters.   

6. Before commenting on the specific content of the proposed changes to the Regulations, 

BAC considers it is important to look at the context for the Consultation Paper, as well the 

PC’s rationale for seeking changes to the Regulations.   

7. The context for, and the detailed explanation of, what the PC meant in Recommendation 

9.5 is set out in the preceding pages of the PC Report under the heading “More relevant 

quality of service monitoring”.1  The PC Report recognises that the current set of quality 

indicators are out of date having been in place since 2013 and therefore are overdue for 

revision.  The purpose of the revision being to develop a set of indicators that better 

reflects customer outcomes that are valued by airport users.   

8. The ACCC in response to the draft recommendations of the PC recognised that it was 

timely to undertake a comprehensive review of the quality of service indicators, given the 

considerable time since the previous review.  Importantly, the ACCC recognised that 

certain indicators may no longer be reflective of how services are provided to users of the 

airport or that certain quality measures may be able to be considered through the adoption 

of the reporting already utilised by monitored airports: 

Revising some of the objective indicators (e.g. flight information display 

screens) that do not adequately capture innovation in modern airports 

may provide better reflection of the quality of the passengers experience 

at the monitored airports.   

 
1 PC Report, page 313.   
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The ACCC also agrees that SLAs agreed between airports and airlines 

could provide useful guidance for the types of measures that should be 

included in the regime administered by the ACCC.  Using the same 

indicators may also help reduce some of the regulatory burden on 

airports.  However, it is also recognised that SLAs are still relatively new 

and developing.2   

9. The Government in response to Recommendation 9.5 noted: 

…a review of services indicators is warranted to identify a 

contemporary set of indicators reflecting the outcome valued by airport 

users… 

The quality of service indicators should more closely reflect the 

expectations of passengers, airlines and other airport users and have a 

greater focus on outcomes.   

10. In light of the matters above, BAC considers that the appropriate framework for 

considering the proposed changes to the aspects and matters set out in the Consultation 

Paper is to consider the following questions: 

(a) What are the outcomes that are valued by airport users?  

(b) Do the current aspects and matters set out in the Regulations remain relevant to 

the outcomes that are valued by airport users?   

(c) Are there additional aspects and matters that should be included as they are 

relevant to the outcomes that are valued by airport users?  

(d) In considering the answers to questions (b) and (c) above, regard should be had to: 

(i) Who is responsible for the relevant aspect?   

(ii) Are there other reliable sources of information for the aspect?  

(iii) Are the aspects and/or matters aligned with the monitored airports’ current 

practices so as to reduce the regulatory burden placed on airports given the 

objectives of the light touch regulatory regime? 

(iv) Is the aspect and/or matters appropriate for consideration within the ACCC’s 

airport monitoring framework and to be published in the ACCC’s airport 

monitoring report?  

(v) Is the aspect and/or matters information that a monitored airport is reasonably 

capable of providing and at a reasonable cost relative to the benefit of 

providing this information?  

11. The answers to these questions are considered in broad terms below.  A detailed 

consideration of these questions for each of the proposed aspects and matters are set out 

in Annexure A to this submission.   

Outcomes valued by users 

12. In the Consultation Paper, the ACCC considers that the following are the outcomes 

sought by users of the airport: 

 
2 ACCC submission in response to the PC draft inquiry report, March 2019 at page 17.   
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(a) passengers principally expect the outcome of a predictable and reliable journey; and 

(b) airlines expect utility from the airport – being able to access the services and 

facilities they seek, to operate efficiently at the airport.   

13. With respect to passengers, BAC agrees that this is the outcome that passengers seek.  

However, BAC considers it is broader than this and – in addition to a predictable and 

reliable journey – passengers expect a “seamless” journey, which incorporates matters 

such as experience and the amenity that passengers expect.  Further, we note the 

ACCC’s reference to the UK CAA's ‘outcome-based regulation’ regime which lists six 

target areas that are important to passengers including safety, comfort and enjoyment of 

the experience.   

14. With respect to airlines, BAC considers that the outcomes sought by airlines in respect of 

quality of service are multifaceted.  The level of quality of the services that the airlines 

require from airports are the subject of commercial negotiations between them.  In BAC’s 

view, the Service Level Agreement (SLA) and Key Performance Indicators (KPIs) that are 

agreed between monitored airports and airlines may offer the best reflection of what 

outcomes airlines value and for which they require monitoring and reporting.  As such, 

BAC considers that the quality aspects and matters, to the extent that they relate to 

airlines, should reflect these outcomes.   

Aspects and matters relevant to these outcomes  

15. As noted in paragraph 8 above, the ACCC recognised that there were certain aspects and 

matters that were no longer relevant to the outcomes valued by users of airports as they 

do not capture the innovation in modern airports.  The example that the ACCC provided in 

response to the PC’s draft report was Item 8 – Flight information, general signage and 

public address systems.  Advances in technology now mean that passengers of airports 

are no longer as dependent on flight information boards for their flight information.  

Passengers are able to access up to date flight information through airlines’ and airports’ 

websites, email and text message updates and the like.   

16. Notwithstanding this recognition by the ACCC, Item 8 was not removed to reflect these 

contemporary practices reflecting the declining importance of display screens.  Instead, 

what the Consultation Paper does is to: 

(a) retain the current matters but require that this information be split by domestic and 

international terminals; and  

(b) request additional information regarding the total number of unplanned interruptions 

to flight information display screens and the hours of such interruptions.   

17. It is unclear why this aspect was not changed so as to remove the matters which are not 

reflective of contemporary outcomes of passengers.   

18. Another example is Item 2 – Baggage Trolleys.  As the ACCC is aware, the prevalence 

of wheeled suitcases means, particularly for domestic passengers, that passengers are 

not as reliant on baggage trolleys as they once were.  This is reflected in the fact that 

domestic passenger baggage trolleys are ‘paid for’ services and have substantially 

declined in usage over time.  Nonetheless, BAC remains committed to ensuring that this 

service continues to be provided to the cohorts that require it.  It is unclear why this aspect 

was not changed to reflect the contemporary outcomes of passengers, particularly with 

respect to the provision of trolleys at domestic airports.   

19. The only explanation that BAC can see in the Consultation Paper as to why none of the 

aspects or matters were removed from the current Regulations is that it enables the 
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ACCC to generate a “time series” that can be used to consider quality at the monitored 

airports over time.3   

20. BAC does not consider the benefit of a “time series” is a sufficient justification for the 

ACCC to recommend the retention of all aspects and matters in the Regulations. To do so 

is not reflective of the task that was set of the ACCC by the PC and the Government of 

revising out of date aspects and matters into a contemporary list reflective of the 

outcomes expected of users of monitored airports.    

Responsibility for aspects and matters 

21. BAC notes the ACCC has recognised that there are certain facilities that monitored 

airports provide for which they are not responsible for the services (for example check-in, 

baggage drop and retrieval, immigration processing areas and runways).  This involves 

cooperation and coordination between monitored airports and airlines, ground handlers, 

Australian Border Force, Federal biosecurity, Airservices Australia and others.  However, 

notwithstanding this recognition the ACCC has proposed an expansion (rather than a 

reduction) in the matters associated with such aspects.   

22. Given the limited control that the monitored airports have over other services in the 

aviation chain or passenger journey, BAC considers the matters should be reduced rather 

than expanded.  For example: 

(a) Item 7 – Facilities to enable the processing of passengers through customs, 

immigration and quarantine – The ACCC is recommending the expansion of 

matters to include further data on the space that the monitored airports provide to 

Australian Border Force, Department of Home Affairs, Department of Foreign Affairs 

and Trade and the Department of Agriculture, Water and Fisheries to perform their 

duties.  In making this expansion it is recommending that the number self-service 

immigration desks that are provided is given, in addition to the number of staffed 

desks and baggage inspection desks that are provided.  The numbers of these 

facilities that are provided and the combination of them that is provided is solely a 

matter for Border Force and the Department of Agriculture, Water and Fisheries (the 

Department).  In circumstances where monitored airports do not have control over 

such matters, and in particular whether the appropriate mix has been put in place by 

Border Force and the Department so as to affect customer experience, BAC queries 

why this is included in the proposed aspects and matters.  

(b) Item 10AA – Stands, stairs and bussing of passengers – The ACCC is 

recommending an additional aspect be included in the Regulations for stands, stairs 

and bussing to measure the availability of those aspects to airlines and the wait time 

(by reference to various time intervals) for those aspects to be made available to the 

airline from the time of request.  It is important to recognise that the only aspect of 

the proposed Item 10AA which BAC is responsible for is stands.  BAC considers 

that the terms ‘stand’ and ‘aircraft parking bay’ are synonymous and can be used 

interchangeably.  On that basis, this is effectively a duplication of the information 

contemplated by Item 11 “Aircraft parking facilities and bays” and BAC therefore 

suggests that this aspect be removed from Item 10AA.  As to the provision of stairs 

and bussing, at Brisbane Airport this is solely a matter for airlines and the ground 

handling operators engaged by them.  BAC does not provide ground handling 

equipment to airlines and does not have control over the amount of the equipment 

or its availability to airlines.  BAC, therefore, queries why this is included as a 

proposed aspect with associated matters in circumstances where such matters 

 
3 Consultation Paper, paragraph 2.16.   
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could be monitored by the ACCC through the airline monitoring report.  Further, 

more broadly, as set out further below, if the ACCC’s rationale for this aspect was 

on time performance, information pertaining to domestic on-time performance is 

publicly available from the Bureau of Infrastructure and Transport Research 

Economics (BITRE).4  Similarly, the ACCC is recommending an additional aspect be 

included in the Regulations and associated matters in respect of ground handling 

equipment storage (Item 14 – Ground handling services and facilities).  It is 

proposed that airports report on the total area for equipment storage and the 

number of ground handling operators operating at the airport.  Those matters are 

also better addressed by airlines.  In the case of daily operational ground handling 

equipment, the size of any storage area for this equipment is determined by the bay 

allocated to the particular airline (which itself will be driven by the size of the aircraft) 

(see below or in the case of long term storage, this is determined by the airlines’ 

requirements for leased/licensed space).  As regards to the number of operators 

that are engaged, as noted above, these are engaged directly by the airlines and not 

the airports.  

(c) Item 11 – Aircraft parking facilities and bays – The ACCC is recommending the 

expansion of matters to include further data on the availability of suitable aircraft 

parking bays and the wait time (by reference to various time intervals) for parking 

bays to be made available to airlines from the time of request.   It should be noted 

that Airports Co-ordination Australia (ACA) provides the slot coordination and 

allocation services to coordinated airports based upon available airport facilities.  

Seasonal allocation of airport bays is undertaken by ACA on behalf of coordinated 

airports and is based on the IATA Worldwide Slot Guidelines.  This is the ‘strategic’ 

allocation of aircraft parking bays for the next scheduling season.  This is to be 

contrasted with the ‘tactical’ allocation of aircraft parking bays, which is an airline’s 

day-of-operations matter which is dependent on a vast number of factors, including 

weather, aircraft arrival times (particularly those arriving ahead of schedule), aircraft 

delays (for the aircraft currently occupying a bay), air traffic control and aircraft type 

(given not all bays can accommodate all aircraft types). In such circumstances, BAC 

queries why the ACCC is recommending the augmentation of this aspect to include 

the availability of these facilitates and bays.  If the issue is one of the on-time 

performance of flights that may impact access to the facilities and bays that have 

already been allocated, this is better sourced from the BITRE on time data which is 

discussed further below.  

Other reliable publicly available sources 

23. As the ACCC is aware, the regulation of airports, including quality monitoring, is designed 

to be ‘light touch’ regulation.  Therefore, consideration should always be given to whether 

the proposed regulation strikes the right balance when considering the regulatory burden 

placed on monitored airports.   

24. In the Consultation Paper, the ACCC is proposing to expand significantly the reporting 

requirements for aspects and matters for which the ACCC could have regard to reliable 

publicly available information, without requiring the monitored airports to effectively 

duplicate this information.  This would be, in BAC’s view, an unnecessary regulatory 

burden placed on monitored airports to provide, in many cases, the same information or 

similar information in a different format for the ACCC than is otherwise available.  BAC 

therefore queries the inclusion of these aspects and matters in the proposed Regulations.  

For example: 

 
4 https://www.bitre.gov.au/statistics/aviation/otphome.  







8 
 

 

collects feedback from passengers through its regular monthly passenger surveys 

on cleanliness of bathrooms/parents rooms, availability of washrooms and standard 

of washrooms.  What is now proposed is a significant expansion of the information 

that is currently obtained and would involve the tracking of contractors who deliver 

the services for BAC associated with the cleanliness and availability of toilets.  

Whilst BAC agrees with the ACCC that toilets are important to measure, it does not 

consider that an expansion of the matters beyond what it already provides is 

necessary or justifiable to assess the outcome that passengers require.    

Appropriateness for publication in ACCC monitoring report 

31. As the ACCC is aware, its annual monitoring report presents the results of the quality, 

prices, costs and profits at the monitored airports.  The purpose, particularly with respect 

to quality monitoring, is to provide a transparent assessment of the services provided by 

the monitored airports.  It is therefore necessary to consider the appropriateness of certain 

aspects and matters if they reveal matters that are otherwise confidential.  For example: 

(a) Item 4 – Security Inspection – It is proposed that there are significant additional 

matters associated with the security inspection measures.  These matters relevantly 

include total number of staff hours dedicated to passenger security clearance 

systems, average number of staff working at passenger security clearance systems 

and the lowest number of staff working at passenger systems at any one time.  As 

the ACCC should appreciate, details of the security services, particularly the staffing 

levels for security clearance facilities, are particularly sensitive information for the 

security of the airport and airlines.  It would not be appropriate, in BAC’s view, for 

monitored airports to provide this information and for this information to be used in 

any ACCC monitoring reports, given the potential for such disclosure to compromise 

security systems of monitored airports.  

32. Consideration should also be given as to whether the airport monitoring report is the 

appropriate means of reporting the quality aspects and matters that the ACCC has 

proposed.  As the ACCC is aware, it is subject to a direction by the Treasurer under 

section 95ZE(1) of the Competition and Consumer Act 2010 (Cth) to monitor prices, costs 

and profits relating to the supply of domestic air passenger transport services, with the 

ACCC reporting on these matters every quarter for a period of three years.   

33. There are aspects and matters that are proposed in the Consultation Paper which BAC 

consider are better addressed as part of the airline monitoring report than in the 

monitoring of airports.  This is because these matters are either the responsibility of the 

airlines or are more aligned to airlines than airports.   

34. For example: 

(a) Item 10AA – Stands, stairs and bussing of passengers and Item 14 – Ground 

handling equipment storage – as set out in paragraph 22(b) above, the provision 

and availability of airline ground handling equipment (being stairs and busses) is 

solely a matter for airlines (and the ground handling operators engaged by them) 

and are therefore matters better addressed by airlines rather than airports.  

(b) Item 13 – Facilities for airline staff – it is proposed that there is a new aspect and 

associated matter in respect of the facilities provided for airline staff.  The areas 

supplied for airline staff by airlines are subject to commercial agreement with 

airports and will vary depending on the particular requirements of the airline.  The 

requirements of the dedicated lease spaces are determined by airline customers 

and not airports.  If there are issues with the size and quality of these services, 
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these are matters that are better addressed with airlines (and subject to the airline 

monitoring report) rather than airports.   

35. Further, there are matters which are, with respect, beyond the scope of this Consultation 

Paper and should be addressed outside the quality monitoring framework.  The PC 

recognised that a matter that should be the subject of its next inquiry included “state of 

competition in markets to supply jet fuel, including progress toward open access joint user 

hydrant installation infrastructure lease equipment.”6 Notwithstanding this view, the 

Consultation Paper proposes that a new aspect, Item 12 – Aircraft Refuelling be 

included in the Regulations.  BAC considers that the better and more holistic approach to 

the issues associated with aircraft re-fuelling, is an assessment by the PC in the first 

instance.  The outcome of this PC assessment may well be that these are matters that are 

better addressed as part of the airline monitoring process or alternatively should be the 

subject of individual monitoring or other regulatory action.  BAC considers that, in the 

absence of a PC consideration of this issue, seeking reporting on such matters by 

monitored airports would be premature. 

Capable and beneficial 

36. The quality aspects and matters should not be sought from monitored airports without 

considering the capability of airports being able to provide the relevant information.  In 

respect of some of the proposed aspects and matters, BAC does not consider it is able to 

provide the information that would be required of monitored airports, for example: 

(a) Item 1A – Airport access facilities (taxi facilities, kerbside space for pick-up 

and drop-off):  

(i) The ACCC proposes that as part of this aspect one of the proposed matters 

will be the “average time in minutes vehicles took to travel on terminal access 

roads from the boundary of the airport site to terminal kerbside in airport peak 

hour to domestic terminals, international terminals”.  BAC can confirm that it 

does not have the ability to provide such data.  The provision of this data 

would require identification of each individual vehicle and measuring their 

travel times to the respective terminals.  BAC presently cannot see any 

methodology based on its current systems that would enable such monitoring 

to occur.  

(ii) The ACCC proposes that the total area measured in terms of car parks for 

passenger pick up and drop off areas be reported by transport mode for each 

terminal.  Each of the monitored airports’ methods for landside access for 

transport modes differs including the configuration of their pick up and drop off 

zones.  BAC has a large number of shared zones which are utilised by 

different transport modes for pick up and drop off and therefore it is not 

possible to provide a split to the level of detail proposed by the ACCC.  In 

many of BAC’s pick up and drop off areas, BAC is only able to arbitrarily split 

these by transport mode.  Whilst BAC is willing to provide this information, in 

such circumstances, BAC considers there is little utility in doing so.  In any 

event, if the ACCC was to propose such an arbitrary split, the appropriate 

metric would be in linear metres of kerbside and not the proposed number of 

standard car park spaces.   

(iii) The ACCC proposes that for each of the landside transport modes, BAC 

measures and reports the average number of vehicles that visited the airport 

during peak and off peak hours.  BAC is only able to collect information in 

 
6 Recommendation 9.2 of the PC Report.   
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relation pick up activities for the transport modes listed (by virtue of e-tags 

being triggered on pick-up) and does not collect, and is not able to collect, 

information in relation to drop-off activity.   

(b) New Item 9AA - Power to aircraft – It is proposed that a new aspect be included to 

report the number of unplanned interruptions to fixed electrical ground power 

connections.  BAC can confirm that ground power units which supply power to 

aircrafts are not supplied by BAC domestically.  As such, it is not possible for BAC to 

report on such unplanned interruptions to the ground power connections.   

37. There are other quality aspects and matters that are being sought where the benefit of 

obtaining this information for the purposes of the quality monitoring report is difficult to 

ascertain.  For example: 

(a) In respect of the provision of disability services (Item 1A – Airport Access 

Facilities (taxi kerbside facilities, kerbside pick up and drop off), Item 1 – Car 

parking service facilities, Item 8A – Public Areas in terminals and public 

amenities (washrooms and garbage bins) lifts, escalators and moving 

walkways) as the ACCC recognises in paragraphs 3.11-3.12 of the Consultation 

Paper, monitored airports, like other commercial businesses, are subject to legal 

requirements regarding the facilities that they provide in respect of car parking, 

accessibility to commercial buildings and toilets7.  It is difficult to see why baseline 

figures of this nature are required by the ACCC for the purposes of its monitoring 

reports.  BAC can see benefit in the ACCC assessing the quality of these facilities 

(as it does for example in respect of cleanliness of toilets, through passenger 

surveys as discussed above) but the provision of a particular number of these 

facilities is prescribed by other regulation which BAC is required to comply with.  

Notwithstanding these matters, BAC can confirm it is capable of providing the 

number of designated bays for disabled (accessible) parking at the Domestic and 

International Terminals.  

(b) Item 9A – Power to the Terminal – It is proposed that there is an additional aspect 

included in the Regulations to measure unplanned interruptions to the power supply 

in airport terminals.  As the ACCC is aware, all monitored airports have back-up 

generators to address any interruptions to the power supply to the terminals.  It 

appears that the ACCC, because of a one-off incident at Perth airport8, is seeking to 

justify this additional aspect.  Given the one-off nature of this incident and in 

particular the back-up generation systems that the monitored airports have in place, 

this does not appear to be sufficient justification for the inclusion of an additional 

aspect.   

Context for the aspects and matters 

38. BAC has previously expressed to the ACCC its concerns with the integrity of the airport 

monitoring regime where arbitrary interpretations of financial and quality of service data 

are made.9  This arises, at least to some extent, by the ACCC not looking at the context 

for any changes in the provision of services at a monitored airport.   

 
7 Disability (Access to premises – Buildings) Standards 2010 and Disability Standards for Accessible 
Public Transport 2002. 
8 BAC notes in the article report the Perth incident that the ACCC relies upon, the Perth Airport Chief 
Executive was quoted as saying “the power outage was not something he is aware of ever happening 
before”  
9 Initial Submission, page 1.   
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39. BAC, therefore, considers that it is important that aspects and matters that are in the 

Regulations can provide a transparent assessment of the services provided by the 

monitored airports and not provide an erroneous impression of the quality of services 

provided by monitored airports.   

40. One such example is the impact that mandatory security upgrades are having and will 

have on the quality of service that are provided by monitored airports.  These upgrades 

are mandated by the Department of Home Affairs (Cyber and Infrastructure Security 

Centre), to address increasingly sophisticated emerging security threats, which current 

screening technology may not adequately address.   

41. This change to security requires all existing ‘Standard 2’ screening equipment to be 

replaced with ‘Standard 3’ screening equipment for passenger screening and checked 

baggage screening (CBS).  The new ‘Standard 3’ passenger and CBS equipment has a 

significantly larger footprint than existing equipment and as a result, it is anticipated that in 

the case of BAC the Domestic Terminal, in particular, will require significant infrastructure 

reconfiguration and upgrade to accommodate it.  

42. The proposed additional aspects and matters for security that monitored airports will be 

reporting on include the following: 

(a) unplanned interruptions in passenger security clearance systems;  

(b) time spent in queues waiting to reach the passenger security clearance systems; 

and 

(c) the amount of space provided for passenger security clearance systems.  

43. Given the impact of the Commonwealth Government’s mandated changes, BAC 

anticipates that for all monitored airports there will be time delays caused by the 

construction works and also the commissioning of the new technology.  The change will 

also necessitate an increase in the footprint of these security clearance systems.  

Adopting new additional matters around unplanned interruptions, time spent in queues 

and amount of space for security operations are likely to create an erroneous impression 

of quality during the implementation of these mandated changes.  Moreover, any “dip” in 

quality is not attributable to the monitored airports but directly attributable to the new 

Government requirements.   

44. As such, either the ACCC should alter its proposed approach to monitoring with respect to 

the security inspections aspect to take into account the context for any “dip” in quality 

during this upgrade or alternatively (which for BAC is the preferred approach) not include 

the matters that are directly affected by the security upgrades as part of the changes to 

the Regulations at this time.   

45. The same is likely to be equally true with respect to the erroneous picture that could be 

drawn from monitoring aspects and matters that are not reflective of the full context of the 

service that is delivered.  For example: 

(a) Item 1A – Airport access facilities (taxi facilities, kerbside pick-up and drop-

off) – this item requests information in relation to average travel time for vehicles 

travelling from the airport boundary to terminals.  Leaving aside BAC’s inability to 

provide this data, such a measure does not recognise the complexity of 

infrastructure provision where ground transport provision is a function of Federal, 

State and Local governments jointly investing in the broader network, including 

mass transit.    
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(b) Item 4 – Security Inspection – notwithstanding the issues above about the security 

upgrade system and the appropriateness of staff security numbers provided, the 

ACCC may report an increase in the time taken to screen a passenger through the 

security system, coupled with a reduction in staff and security systems as indicating 

a reduction in quality.  However, this may be an erroneous impression as efficiency 

gains and improved technology may result in a reduction in staff and screening 

lanes required.  However, as the ACCC recognises in paragraph 3.49 of the 

Consultation Paper a fast process may not necessarily represent a thorough or high-

quality process;   

(c) Item 7 – Facilities to enable the processing of passengers through customers, 

immigration and quarantine – putting to one side that the issue of allocation of 

immigration desks and self-service kiosks is not a matter for the monitored airports 

as detailed in paragraph 22(a) above, the ACCC may report on the reduction in the 

number of staffed desks as against the number of automated kiosks as being a 

reduction in quality, when in fact given the improved impact that this may have on 

processing times and overall customer experience, this may not actually indicate a 

lower quality of service;   

(d) Aerobridge and stands, stairs and bussing of passengers – the ACCC has 

acknowledged in the Consultation Paper that some airlines, such as low-cost 

carriers, may choose not to use aerobridges, including where the cost of using 

alternatives is lower.  That is, some airlines may prefer to use mobile staircases to 

board and disembark passengers (with or without bussing of passengers to the 

aircraft).  The reporting of the number of aerobridges and numbers of customers 

who are using aerobridges, in this context, has the potential to lead to an erroneous 

impression that the monitored airports are reducing the availability and investment in 

these facilities.  Rather, the reduction in utilisation may simply be reflective of the 

change in preferences of airlines and the outcomes that airlines have sought.   

 




