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SUBMISSION ON THE AIRPORT QUALITY INDICATORS – SECOND CONSULTATION PAPER ON DRAFT 
RECOMMENDATIONS 

 
The Qantas Group (Qantas) welcomes the opportunity to comment on the Australian Competition and 
Consumer Commission’s (ACCC) draft recommendations for amendments to Part 8 and Schedule 2 of 
the Airports Regulations 1997. 
 
In its most recent Airports Monitoring Report, the ACCC concluded that “the current light-handed 
regulatory regime is not working well enough to effectively protect Australian businesses and 
consumers from the exercise of monopoly power by airports.”1  
 
Qantas supports making the Airport Regulations more fit for purpose and aligning the airport quality 
indicators to more closely reflect the expectations of passengers, airlines and other airport users, and 
has set out specific responses to some of the ACCC’s draft recommendations in Appendix 1.  
 
While effective monitoring of quality metrics is important, we believe the challenge is getting the 
balance right between improving transparency and delivering better service for airport users, while 
ensuring increased reporting and quality metrics do not drive unnecessary investment and increased 
airport charges. To do so, quality metrics need to be coupled with pricing and efficiency metrics.  
 
Reform of the regulatory regime governing airports remains imperative for the aviation sector’s post-
COVID recovery. While monitoring provides visibility and an important snapshot of limited indicators at 
a particular point in time, we believe that on its own it is inadequate. It does not address the key 
concerns of airport users, imposes no real restraint on the behaviour of airports, and does not provide 
market participants with a timely, effective and efficient way to resolve disputes.   
 
We hope our attached input assists with the ACCC’s process.  
 
Yours sincerely, 
 

 
Andrew McGinnes 
Group Executive, Corporate Affairs 

 
1 Australian Competition and Consumer Commission. 2022. Airport Monitoring Report 2020-21. At: 
https://www.accc.gov.au/publications/airport-monitoring-reports/airport-monitoring-report-2020-21 
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APPENDIX 1 
 
Separating matters into domestic and international 
 
Qantas considers the distinction between low-cost carriers (LCCs) and full-service carriers is just as 
important as comparing international and domestic terminals.  If there is no LCC lens, then service quality 
reports may become a pathway to building infrastructure to the highest possible, premium specification.  
 
Disability Access 
 
There are numerous opportunities for airports to address and improve disability access, including 
through: 

• Striving for inclusive design features – not just meeting building codes; 
• Ensuring accessible drop off/pick up areas; 
• Providing infrastructure at these drop off/pickup areas that enables customers to readily make 

contact with staff inside the airport to request assistance; 
• Considering of accessibility requirements between domestic and international terminals; 
• Providing more accessible bathrooms; 
• Planning for ‘changing places’ bathrooms; 
• Hearing loops; 
• Adopting and promoting technology such as BindiMaps for wayfinding; 
• Considering audio visual communications for people with a disability; 
• Ensuring prompt maintenance and repair of infrastructure essential to people with a disability 

(such as lifts); 
• Potential animal relief areas for Service Dogs; and 
• Considering the needs of customers with hidden disability, including quiet spaces where possible. 

 
Qantas considers the proposed reporting metric of priority seating is unhelpful without additional 
reporting such as how accessible the priority seating also included. Similarly, reporting on the number of 
disability complaints is not meaningful, if there is no additional commentary regarding the prioritisation 
and resolution of the complaints. Qantas considers requiring airports to publish a Disability Inclusion 
Action Plan would be more helpful to address disability access concerns at airports.  

Item 4 – Security inspection 
 
Qantas agrees that security capacity could be improved with infrastructure, however, consideration 
should also be given to better processes, including by opening existing lanes earlier and rostering on more 
trained staff.  
 
Item 6 – Inbound Baggage 
 
Qantas recommends that items 6.6 and 6.7 should be separated into peak hours and non-peak hours.  
 
Item 7 – Customs, immigration and quarantine 
 
Qantas recommends that items 7.1 to 7.8 should include processing times by the agencies during the 
peak periods.  
 
Item 9AA – Power to aircraft 
 
Qantas recommends adding ‘total number of faults reported with Power to Aircraft per year’ to Item 9AA. 
 

https://changingplaces.org.au/
https://bindimaps.com/
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Item 10 – Runways Taxiways and Aprons 
 
Qantas recommends Item 10.A11 be amended to intervals of 5, 15 and 30 minutes for domestic instead 
of 15, 30, and 60 minutes.  
 
Item 10AA – Stands, stairs, and bussing of passengers 
 
Qantas recommends Item 10AA should be separated to domestic and international, as well as reporting 
based on LCC versus full service carriers utilising the service. Domestic should have similar timeframes to 
the intervals mentioned directly above.  
 
Qantas recommends Item 10AA.3 should include percentage of passengers bussed in peak and non-peak 
periods by international and domestic.  
 
Item 12 – Aircraft Refuelling 
 
Qantas recommends that paragraph 3.115 include monitoring of terms and conditions required by each 
JUHI for a new fuel retailer to enter the market.  
 
Qantas also recommends that the ACCC monitor JUHI pricing including: 
 

(a) Fuel Throughput Rates levied by Airport Companies,   
(b) JUHI charges that are levied by a JUHI onto the fuel retailers.   

 
Both Fuel Throughput rates and JUHI charges that are levied onto fuel retailers form part of the total fuel 
cost at each airport and therefore impact airlines’ ability to operate efficiently. 
 
Other 
  
Qantas is concerned that if reporting metrics are not more clearly defined, by articulating what 
constitutes ‘good’, ‘satisfactory’, ‘poor’ and ‘very poor’ service metrics, airports will be incentivised to 
gold plate investments and increase costs with no discernible benefit to customers. This dynamic 
ultimately puts upward pressure on air fares.    
 
Qantas considers that the recommendations to the airport quality indicators are unnecessarily focused on 
peak hour reporting. Overemphasising the importance of peak times operating leads to gold plated 
facilities, discouraging the efficient use of the airport movements to shoulders. 
 
Additionally, Qantas considers it would be helpful if there were a mechanism to add other items as the 
industry and technology evolves, including, for example, number of charging points to support electric 
vehicles (both landside and airside).  
 


