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9 December 2022 
 
Mr. Gennady Kleiner  
Director – Airports and Ports 
Australian Competition and Consumer Commission (ACCC) 
 
By email: airportsandports@accc.gov.au 
 
 
Dear Mr Kleiner 
 

Response Re: Airport quality indicators – second consultation paper, draft recommendations 
 
Australia Pacific Airports (Melbourne) Pty Limited (APAM or We) is pleased to respond to the ACCC’s 
consultation paper released on 28 October 2022 (Airport quality indicators – second consultation 
paper, draft recommendations) (Paper).    
 
The Paper invites submissions to inform the ACCC’s draft recommendations to the Australian 
Government for potential amendments to the Airports Regulations 1997 (Airports Regulations), 
specifically Part 8 (Quality of service monitoring), and Schedule 2 (Records relevant to quality-of-
service matters). 
 
We recognise the ACCC’s responsibility under Part 8 and Schedule 2 of the Airports Regulations to 
monitor and evaluate the quality of the aspects of airport services and facilities, and acknowledge the 
important role this plays in ensuring accountability and transparency. 
 
This submission covers the following two sections: 
 

A. APAM’s position on the proposed airport quality indicators; and, 
B. APAM’s recommendations to improve the proposed airport quality indicators (as per the 

terms defined in the Paper). 
 
A. APAM’s position on the proposed airport quality indicators 
 
In this section of the submission (section A), we outline how negotiated commercial arrangements 
are agreed to by commercial partners and include appropriate safeguards.  This enables airports and 
commercial partners to determine the infrastructure investment decisions that will improve the 
overall passenger experience. 
 
In section B of the submission, we identify and explain how some of the proposed airport quality 
indicators could be improved by recognising the practical challenges of a 24/7 airport operating 
environment, which involves a broad network of third parties who influence the passenger 
experience.  
 
First, APAM is incentivised to continually improve the traveller experience through an infrastructure 
investment pipeline that is negotiated and agreed to by our commercial partners. These agreements 
provide a mechanism for commercial partners to influence the capital planning program, which 
ensures accountability on the airport for service delivery.  
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Secondly, an expected level of service cannot be provided unless the project is agreed to, funded 
and delivered to meet that level of service. In some instances, a service that is provided could 
actually just be the delivery of the project itself.  For some areas of the airport precinct there is a 
clear distinction between what airports provide (infrastructure) and the service that is delivered 
(commercial partners). 
 
Thirdly, expectations for the commercial conduct of airports are set down in the Government’s 
Aeronautical Pricing Principles and we conduct ourselves in accordance with these principles and 
negotiate in good faith with airlines whilst recognising their strong countervailing power. 
 
B. APAM’s recommendations on the proposed airport quality indicators (as per the terms 

defined in the Paper) 
 
In the responses below we provide further suggestions to improve some of the proposed indicators 
so as to avoid them becoming too rigid and inflexible in a 24/7 operating environment. 
 
We also recommend further direct consultation from the Commonwealth Government outside of 
the submission process to ensure standardised quality of service indicators can accommodate more 
flexibility in their descriptions to reflect the different terminal configurations across airports. 
 
Item 1A – Airport access facilities 
 
The proposed indicator to measure kerbside drop-off and pick-up space is not supported as it does 
not recognise the complexities of managing Victoria’s busiest taxi rank and organising ground 
transport operations that is host to tens of thousands of vehicles every day in a confined space. 
 
APAM already makes a significant investment into landside access facilitates and we have standard 
operating procedures to manage the flow of ground transport operations across the different forms 
of transport.  This in turn supports competition between the different modes and operators that 
ultimately gives passengers choice.  
 
Additionally, we provide various facilities, outside of capacity, for private and commercial vehicles to 
access the airport that ensures that the landside road network operates efficiently and minimises 
congestion.  
 
For example, electronic directional signage to allocate lanes during peak hour reduces 
queueing/travel time for passengers entering the airport off the freeway, and future projects such as 
our elevated roads project will accelerate travel times from the freeway to the terminals. 
 
Maintaining an efficient and safe ground transport network is a key priority for the airport.  We are 
incentivised to operate efficiently by helping to ease congestion in the forecourt because that 
supports a better passenger presentation and flow from the landside access area into the terminal 
precinct.  
 
Pricing also reflects the need to manage the efficient operation of the airport road network to 
minimise congestion, particularly in the airport forecourt. 
 
Passengers travelling to and from Melbourne Airport have a wide variety of choice including taxi or 
rideshare, private or public bus, rental car or share car, or being picked up or dropped off free of 
charge. Where passengers choose to drive, they have the choice to park on-site at one of several 
facilities provided by the airport, or at one of the many different off-site car parking providers.  
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The pick-up zones also have restricted time limits to help avoid congestion and there are waiting 
areas for private vehicles that want more time to pick up their passengers or wait for them to arrive 
and to avoid congestion in these areas. 
 
For example, we have a 1-minute pick up and drop off area and if customers need to stay longer we 
have a 30 minute ring and ride that is a free service as well as 15 minute free terminal parking. 
 
APAM welcomes item 3.32. 
 
Item 1 – Car parking service facilities 
 
We do not support item 3.36 as at-terminal parking is priced in line with the location, convenience 
and service provided.  Pricing is used as a mechanism to manage utilisation, which became 
particularly relevant during COVID-19 as customer demand changed for different products.  

Utilisation rates are also relative to capacity in so far as we are giving up a significant number of bays 
to accommodate our road capital projects and Melbourne Airport Rail. 

The inevitable peak period during domestic travel often leads to an increase in the share of public 
parking usage alongside other transport modes, which has become evident during the past few 
years.  
 
Outside of capacity and utilisation rates, flexible products offered to customers provides certainty 
should their trips be disrupted and or extended due to circumstances beyond their control, such as 
flight cancellations with no offer of a replacement flight.  
 
All online customers can also self-manage and cancel their entire booking if it’s more than two hours 
prior to their nominated time of entry into our car parks i.e. at the beginning of the trip. 
 
Ultimately it is the choice that passengers have across the various parking products that provides 
real competition to the provision of on-airport parking services, which influences utilisation rates. 
 
APAM welcomes item 3.38 and notes that we provide disabled access services in a variety of areas 
around the airport, including disabled parking across car parks with close access to the terminals and 
pick up/drop off zones.  APAM has a comprehensive guide to disabled access at the airport through 
a publicly available Disabled Access Facilitation Plan. 
 
Item 3 – Check in services and facilities 
 
It is unclear how a standardised item such as 3.43 would improve existing safeguards that already 
exist. Item 3.43 ignores the fact that a central element of aviation commercial agreements is a 
commitment to quality of service and key performance requirements are embedded in agreements 
with airlines, which include measures of check-in facility performance. 
 
Rebates are payable by APAM to airlines where key performance requirements are not met and the 
Quality Forum also improves airport operation efficiency.  We also report on system availability and 
uptime through both self-service and conventional counters and supporting systems/applications as 
well as perform proactive monitoring to prevent downtime and system issues. 
 
Item 4 – Security inspection 
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Item 3.51 requires further improvement to be supported given the current description effectively is 
a set of rigid conditions that would lead to a subjective view of performance. 
 
The current definition does not recognise the operating environment of an airport nor the standard 
operating procedures that are exercised to treat and manage if an unplanned interruption occurs. 
 
For example, if we have an unplanned outage on a security lane but that specific lane is not required 
because the passenger presentation is outside of a peak period then it is not clear why such 
reporting is necessary.  
 
Similarly, an unplanned interruption in the security clearance system can be treated by reprofiling 
staff and increasing resources to other lanes to manage queue times. 
 
Additionally, an indicator measuring passenger time moving through security has a lack of 
appreciation for the current regulatory framework determined by Commonwealth Departments that 
have the responsibility for national security. 
 
For example, we monitor the number of trays each passenger uses to manage passenger throughput 
efficiently, however a Commonwealth Department responsible for national security policy and 
regulation could require specific clothing items to be scanned, which could increase wait times but 
meet national security requirements. 
 
Hence reporting and monitoring wait times prior to screening is welcomed but doing so requires 
further consideration as to how to incorporate the other drivers that may impact the data. 
 
The ACCC may seek to engage with the Commonwealth Department of Home Affairs as well as 
airports to ensure there is due regard for the airport’s changing requirements related to security 
screening. This would avoid an ongoing compliance loop of regulatory requirements in the security 
portfolio and provide a better understanding of the evolving challenges. 
 
Item 5 – Outbound baggage system 
 
We would consider the request to report on baggage processing within the baggage handling system 
(first and last bag) and mis-handled bags where the cause has been the baggage handling system. 
 
However, the proposed reporting requirement should note that because of the existing commercial 
agreements and terminal agreements as well as the Quality Forum with airlines we already report 
on: 

o Inwards baggage system availability and service interruptions 
o Outwards baggage system availability and service interruptions 

 
For example, what might determine a delay or disruption in a 24/7 operating environment is as 
diverse as inclement weather disrupting flight schedules, to passenger bags being misplaced or staff 
shortages that have responsibility for the service provided to passengers.   
 
Item 6 – Inbound baggage 
 
Similar to item 5, we provide advanced notice on planned outages for all assets and it is unclear to 
what benefit this additional reporting requirement would lead to.  For example, reporting the 
number of baggage reclaim facilities does not recognise that a carousel may not be needed from a 
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capacity perspective or may be undergoing maintenance due to a manual handling error as opposed 
to a technical fault. 
 
Therefore, we would recommend adjusting the description to focus on monitoring where there is an 
adverse impact on the passenger. 
 
Item 7 – Customs, immigration and quarantine 
 
In relation to the ratio of space to general growth for item 3.59, there are a number of different 
drivers of infrastructure investment, which include capacity expansions to accommodate passenger 
growth, infrastructure upgrades to meet changing industry needs, replacement capital expenditure 
to replace assets new-for-old, and investment required to meet any new legislative requirements for 
operations such as security and customs, immigration and quarantine.  
 
It is not clear why the reporting of this proposed measure is necessary when APAM already invests in 
and delivers substantial infrastructure upgrades in order to provide appropriate facilities to 
accommodate growth, fulfil legislative obligations and provide an appropriate experience and level 
of service for passengers. 
 
Major airports also produce a 5-year Master Plan that provides a strategic overview of the airport 
precinct land use and development strategy as well as forecasted growth patterns and capacity.   
 
Hence, investment in infrastructure and the terminal footprint is designed to meet capacity and 
growth forecasts accordingly to ensure the service level offering is proportionate to passenger 
volumes increasing. The Master Plan is a publicly available document. 
 
Item 8 – Flight information 
 
The reporting of 3.63 would be difficult to report as a variety of factors could cause the information 
display screens to be unserviceable.   
 
Unlike surveys, the proposed description of item 3.63 provides no measure of what represents an 
appropriate level of service. In reality, changes in passenger numbers during peak periods, rather 
than changes in the services provided due to unplanned outages being resolved, particularly for 
year-to-year movements, is what influences the customer experience.  
 
For example, reporting the number of unplanned disruptions to display screens does not reflect 
whether or not the number of passenger display screens was adequate or not, or whether the 
routine maintenance of display screens allowed enough display screens to service peak periods. All 
this indicates is that unplanned disruptions increased/decreased to the year before. 
 
Additionally, APAM’s net promoter score includes the flight information display screen as a rating on 
the information displayed and location.  APAM welcomes 3.64. 
 
Item 8A – Public areas 
 
Item 3.68 requires significant enhancement because its description gives no regard to the different 
way passengers move through the airport nor the different terminal configurations between the 
airports. 
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The current description of 3.68 also doesn’t recognise that we provide parent rooms, male / female / 
gender neutral and pet relief locations across our precinct and is an additional reporting 
requirement for compliance purposes as opposed to what would improve or enhance the passenger 
experience. 
 
Currently, the service level expectations of airlines and travellers that is quantified to reflect a 
reasonable expectation negotiated between the parties is an appropriate approach. Such an 
approach is consistent with the commercial negotiation process, which balances the incentive to 
minimise the costs for the level of service required, with a good passenger experience and the 
sufficient supply of infrastructure that is in the interest of the passenger. 
 
We also have a very detailed cleaning regime across our entire precinct. This includes detailed 
baseline cleaning (overnight) and frequencies that range from anywhere between 6 and 10 times per 
day depending on the particular toilet location. Toilet ‘outages’ are not traditionally reported on as 
they are typically not out of service and we progressively close cubicles as part of routine cleaning. 
 
Additionally, there are disabled toilet facilities located throughout the terminals and we can report 
on the number of toilets with disability access as well as the number of complaints received in the 
financial year about disability discrimination or from people with disability. 
 
Regarding item 3.71, the intensity of cleanliness will vary as it is linked to existing service metrics and 
the individual commercial agreements with our airline customers through terminal operating 
agreements. We also track toilet cleanliness through a ranking of cleanliness from 1 to 5 and we 
monitor these trends over time. 
 
Item 9 – Gate lounges 
 
We adhere to the National Construction Code (NCC) and provide the required number of disability 
access seats across all touch points in the passenger journey i.e. check-in, security, the departure 
and arrivals walk, gate lounges etc.  Reporting on the indicator proposed is possible however it 
would be in addition to the existing NCC. 
 
Item 9A – Power to terminal  
 
APAM agrees in-principle. 
 
Item 9AA – Power to aircraft  
 
In relation to item 3.85, the issue is similar to items 4 and 8, in that the proposed indicator does not 
presently recognise the operating environment of a 24/7 airport nor the standard operating 
procedures that are exercised to treat and manage if an unplanned interruption occurs. 
 
For example, if we have an unplanned outage at a specific Ground Power Unit (GPU) and that GPU is 
not required or outside of a peak period then it is not clear why such reporting is necessary.  
 
There have been numerous maintenance, replacement and refurbishment projects over the years to 
ensure the facilities can continue to operate and support functions at an appropriate level. As with 
any infrastructure asset, this is an ongoing regime that is undertaken as a considered approach in 
order to keep existing assets operating appropriately throughout their entire life cycle prior to 
replacement with new equipment. 
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Item 10 – Aerobridge usage 
 
We do not support 3.92 and 3.94 given existing safeguards include performance metrics that are 
reportable as part of our Quality Service Forum with the airlines and aerobridges are just one of 
these metrics. We track these and have a rebate scheme under the ASAs where these are not met.  
 
Other appropriate safeguard mechanisms exist to treat issues if equipment is not available for use 
and causes a delay or actual expenditure falls short of planned expenditure. 
 
In relation to 3.93 it is not supported as all three parties may contribute to an issue if an airline is 
late, which could be a combination of airport infrastructure failure, ground handler resource or 
equipment failure or another airline affecting the airline trying to depart / arrive.  
 
Item 10AA – Stands, stairs, and bussing of passengers 
 
In-principle we agree with 3.98 however note commercial agreements involve routine and direct 
engagement with airlines to discuss the scope and timing of projects, such as stands, stairs or 
additional airfield capacity. 
 
APAM does not support 3.99 as our role is to provide bussing services and Ambulift equipment on 
remote stands to assist in passenger boarding and disembarkation processes between the terminal 
and remote stands.  Existing reporting on these services adheres to the service level agreements and 
operating model as per the ASA service metric. 
 
It is not our responsibility to provide ground service equipment for airlines or ground service 
providers to use to facilitate aircraft turnarounds or parking needs. 
 
Item 10A – Runways, taxiways and aprons 
 
We do not agree with 3.106 as fundamentally the airside operations including time to taxi is 
determined by Air Traffic Control that then influences the capacity profile and movement of aircraft.  
 
We also do not agree with the reporting of frequency and time that runways and taxiways/aprons 
are out of commission given APAM’s investment, including routine maintenance programs across 
runways, taxiways and aprons not only ensures safety and reliability is maintained, but these 
essential investments also influence the frequency and time that runways and separately, taxiways 
or aprons, are out of commission.  
 
Airservices Australia also provides reporting on airborne holding, which is usually a result of runway 
congestion. As per the existing Quality Forum and structure of the ASA service metric we have 
agreed measurements on taxiway and runway availability to support operations when required. 
 
We agree in-principle with 3.107. 
 
Item 11 – Aircraft parking bays 
 
We do not support the current definition in 3.111.  The staging of routine maintenance is carefully 
coordinated with airlines to ensure as many aircraft parking bays remain in service simultaneously 
and access is maintained to remaining bays.   
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The proposed measure is subjective and also has no regard for the fact that delivering airside 
upgrades in a live operating environment comes at a significantly higher cost than if the same works 
were delivered on a greenfield site. 
 
The proposed reporting requirement could be improved by reflecting the breadth of third parties 
that influence the operating environment and therefore the broad number of factors that can lead 
to delays.  
 
For example, international aircraft parking bays are configured differently to domestic aircraft 
parking bays i.e. some domestic aircraft need to stop and park overnight whilst international carriers 
will use temporary parking bays and leave within 12 hours. 
 
Furthermore, reporting on apron availability is difficult to capture the data because delay codes are 
assigned by airlines and housed in the airline’s departure control system that we don’t have access 
to. 
 
Item 12 – Aircraft refuelling 
 
We agree in-principle with the proposed monitoring of aircraft refuelling.  A consortium of fuel 
suppliers that run JUHIs exists at APAM and they contribute into the pipeline, which includes a fixed 
fee on the supply of open access.   
 
Item 13 – Facilities for airline staff 
 
APAM could provide the total number of operating airlines (domestic and international), freighters 
and ground service providers however we do not support reporting on the total area provided to 
airline crew as we do not provide common use airline or ground service provider areas. These spaces 
are allocated within a tenancy agreement and space is provided based on a specific request from an 
airline or ground service provider. 
 
Impact to airline systems can be reported on however there are many variables that would impact 
the reporting i.e. how the airline connects their departure control system to the airport.  
 
Item 14 – Ground-handling equipment storage 
 
We do not support 3.127 as APAM already has a ground service equipment storge and staging 
requirement based on the type of facility or activity that is to take place on the specific area. We also 
provide common use storage areas for all airlines and ground service providers to use. 
 
The square meterage can be provided however it is not relevant unless due regard is given to the 
operating model, activity or task taking place. 
 
Regards 
 

 
 
Jai McDermott 
Chief of Ground Transport, Public Affairs & Sustainability 


