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Dear Mr Salisbury
Proposed changes to the guideline for quality of service monitoring at airports
Qantas Airways Ltd (Qantas) welcomes the opportunity to respond to the Australian
Competition and Consumer Commission’s (ACCC) proposed changes to the guideline for
quality of service monitoring at airports (Draft Guideline).
Qantas thanks the ACCC for considering our feedback in its Draft Guideline and would like to
add some additional clarification and support for a small number of the proposed changes.
We respond to the items in the Draft Guideline in accordance with the numbering used
therein.
6.3

Check-in services and facilities

Qantas supports the ACCC’s proposal to recognise equipment such as check-in kiosks and
bag drops as important components of the check-in process and alternatives to traditional
check-in desks.
However, the way in which these technologies are likely to be deployed, and, in particular,
whether equipment is more likely to be provided by the airport or the airline, can differ
significantly between international and domestic terminals. As a result there may be merit in
using different measures for these. For example, at the moment domestic flights are more
likely than international flights to utilise alternatives to traditional check-in desks (such as
check-in kiosks and/or bag drops) and these are more likely to be provided by the airline so
measuring the space available for airlines to install these is relevant. In contrast, international
flights are currently more reliant on traditional check-in desks provided by airport operators,
although space for airlines to install their own alternative check-in/bag drop facilities and/or
airport provided common-user facilities are likely to become increasingly important.
These differences and the fact that this technology is evolving quite quickly may mean that
(depending on the speed of change seen at airports) the ACCC needs to review the
measures for this aspect earlier than the next scheduled review.
6.5

Outbound baggage system and baggage make-up, handling and reclaiming
services, and facilities

Qantas supports the ACCC’s proposal to continue to use objective measures for this criteria.
As noted by the ACCC, Qantas has suggested measuring the average in-system time and the
longest in-system time of bags from the bag drop to the baggage lateral. This would measure
the time from when the bag is placed on the conveyor belt after check-in to the time when the
bag is dropped onto the baggage lateral for the ground handler to pick up and place on the
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