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Glossary 

Terms used in the Airports Act 1996, the Airports Regulations 1997 and ACCC monitoring  

aspects of airport services and 
facilities 

The ACCC has the function of monitoring and evaluating 
the quality of the aspects of airport services and facilities 
specified in the Airports Regulations 1997: Part 1 – 
Passenger-related services and facilities (for example, 
security inspection); and Part 2 – Aircraft-related services 
and facilities (for example, runways). 
 
See subsection 155(1) of the Airports Act 1996 and Part 8 of 
the Airports Regulations, regulation 8.01A. 

criteria The monitoring and evaluation of an aspect must be against 
the criteria determined by the ACCC, being ‘availability’ and 
‘standard’. 
 
See subsection 155(2) of the Act, regulation 8.01A and the 
ACCC’s Guideline for quality of service monitoring at 
airports – June 2014. 

matter An airport-operator company must keep records of each 
matter mentioned, for each financial year (for example, 
number of security clearance systems and total area of 
runways). The matters correspond to aspects of airport 
services and facilities. 
 
See subsection 156(1) of the Act, regulation 8.02A and 
Schedule 2 of the regulations. 

rating The ACCC aggregates the range of quality measures – 
survey responses and objective indicators – to produce a 
single overall rating between one and 5 for each monitored 
airport. 
 
See ACCC Airport monitoring report 2020-21 page 134i 

surveys Airline surveys: Each year, the ACCC sends domestic and 
international airlines a survey in which they are asked to rate, 
on a scale of one to 5, the availability and standard of 
services and facilities provided by the monitored airports. 
 
Passenger surveys: The monitored airports arrange for 
annual passenger surveys to be conducted by market 
research companies. These surveys ask passengers to rate, 
on a scale of one to 5, the availability and standard of 
services and facilities. 
 
See ACCC Airport monitoring report 2020-21 pages v and viii 
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Summary 

The Australian Competition and Consumer Commission (ACCC) invites submissions on its draft 
recommendations to the Australian Government for potential amendments to the Airports 
Regulations 1997 (the Airports Regulations) — specifically Part 8 – Quality of service monitoring 
and Schedule 2 – Records relevant to quality of service matters. 

The ACCC monitors the quality of airport services and facilities (airport quality) at Brisbane, 
Melbourne, Perth and Sydney airports. The ACCC does this to promote transparency of the 
availability and standard of airport facilities and services for which there is little or no competition.  

The Airports Regulations require the 4 airports to provide the ACCC with records on certain 
matters related to specified aspects of airport services and facilities. 

In response to a recommendation from the Productivity Commission (PC), the Australian 
Government in June this year asked the ACCC to review the indicators of airport quality. The 
government asked the ACCC to identify and propose amendments: 

• to make Part 8 (aspects) and Schedule 2 (matters) in the Airport Regulations more ‘fit for 
purpose’ 

• to align the airport quality indicators to more closely reflect the expectations of 
passengers, airlines and other airport users; and have a greater focus on outcomes.iii 

As part of its review, the ACCC sought submissions, held discussions with stakeholders and 
researched local and overseas practices, including those of airport regulators overseas with 
similar responsibilities to those of the ACCC. 

The ACCC’s preliminary view is that:  

• passengers principally expect the outcome of a ‘predictable and reliable journey’ and 

• airlines expect utility from the airport – being able to access the services and facilities 
they seek, to operate efficiently at the airport. 

The ACCC’s draft recommendations are, in summary, that the government should amend the 
Airports Regulations to provide for the new aspects, and new and amended matters, explained in 
this paper. The ACCC considers that these amendments would enhance the monitoring of 
services and facilities that are significant to achieving these expectations. 

In this paper you can find: 

• background about the monitoring regime and our first round of consultation and research 

• the ACCC’s preliminary views about the expectations of users; and the ACCC’s draft 
recommendations for amending the Airport Regulations 

• information on how to lodge your submission. 

The ACCC asks that you lodge submissions by 18 November 2022. 
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1. Invitation to make submissions on aspects and matters 

1.1. The ACCC invites submissions, through this consultation paper, on its draft 
recommendations to the Australian Government for potential amendments to the Airports 
Regulations – specifically to Part 8-Quality of service monitoring and Schedule 2-Records 
relevant to quality of service matters. 

1.2. These portions of the Airports Regulations detail record-keeping and reporting 
requirements placed on Brisbane, Melbourne (Tullamarine), Perth and Sydney (Kingsford 
Smith) airports and, in time, Sydney West (Western Sydney International) airport, which is 
in construction: 

• Part 8 features the aspects of airport services and facilities that the ACCC has the 
function of monitoring and evaluating – for example, security inspection, and 

• Schedule 2 features the corresponding matters about which airport-operator 
companies must keep records to give to the ACCC – for example, the number of 
security clearance systems in use. 

1.3. In response to recommendation 9.5 of the PC inquiry report Economic Regulation of 
Airports (2019), in June this year the Australian Government Department of Infrastructure, 
Transport, Regional Development, Communications and the Arts (the Department of 
Infrastructure) formally asked the ACCC to review the indicators of the quality of airport 
facilities and services. This is to support the ‘remaking’ of the Airports Regulations, which 
will ‘sunset’ on 1 April 2024. 

1.4. The Department of Infrastructure asked the ACCC to identify and propose amendments: 

• to make Part 8 (aspects) and Schedule 2 (matters) in the Airport Regulations more ‘fit 
for purpose’ 

• to align the airport quality indicators to more closely reflect the expectations of 
passengers, airlines and other airport users; and have a greater focus on outcomes.iv 

1.5. The ACCC has taken steps to identify and recommend amendments to enhance the 
capacity of the Airport Regulations to do so. 

1.6. From June this year, in our first phase of consultation, the ACCC: 

• considered written submissions on the airport quality indicators 

• reviewed academic literature and the practices of regulators and industry participants 
and 

• met with industry participants and with regulators overseas.  

1.7. This consultation paper contains the ACCC’s draft recommendations to the Department of 
Infrastructure. It outlines the ACCC’s preliminary views and highlights our reasons 
underlying the recommendations.  

1.8. This paper does not refer to any confidential or commercially sensitive information 
obtained during our review. 

1.9. The ACCC’s preliminary view is, in summary, that:  

• passengers principally expect the outcome of a ‘predictable and reliable journey’ and 

• airlines expect utility from the airport – being able to access the services and facilities 
they seek, to operate efficiently at the airport. 
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1.10. The ACCC’s recommendation is that the Australian Government can make the regime 
more ‘fit for purpose’, and more closely reflect the expectations and outcomes of airport 
users, by amending the Airports Regulations to include certain new aspects and matters, 
and amending some of the existing matters. The ACCC explains these recommendations 
in this paper.  

1.11. The ACCC considers that the amendments, if adopted, are likely to augment the ACCC’s 
ability to monitor the services and facilities that are significant to whether airport users 
obtain the outcomes they expect. 

1.12. The ACCC invites submissions on the ACCC’s views and draft recommendations – most 
specifically on the aspects and matters addressed in section 3 of this paper. Please 
address those elements you consider are most important. The ACCC does not require 
you to consider or respond to all the recommendations. Wherever possible, please 
provide specific examples to illustrate answers. 

1.13. The ACCC remains very open to suggestions to refine the list and looks forward to testing 
the recommendations, through this consultation paper, with airports and airlines and other 
stakeholders. 

1.14. The ACCC invites you to make any comments you wish; however, comments are 
particularly appreciated on whether: 

• the proposed aspects and matters are fit for purpose and reflect the outcomes 
expected by airport users 

• the proposed list of aspects and matters is incomplete or, alternatively, excessive  

• whether there is a better way to formulate any of the proposed aspects and / or 
matters, including whether there are any critical elements missing from the proposed 
aspects and matters, or whether any elements should be removed 

• the relative importance of the proposed additional aspects and matters to the 
outcomes expected by airport users 

• the extent of the burden the proposed new aspects and matters are likely to impose on 
the monitored airports. 

1.15. You may also wish to indicate if you consider there are more-important, higher-priority 
changes needed to the record-keeping and reporting requirements of Part 8 and 
Schedule 2 of the Airports Regulations. 

1.16. Appendix B to this paper comprises preliminary indicative suggestions by the ACCC of 
potential drafting for the regulations. v  

1.17. This paper and invitation to make submissions marks the ACCC’s second and final round 
of consultation on the aspects and matters.  
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2. Background 

The ACCC monitors airport quality to facilitate transparency  

2.1. The ACCC monitors and evaluates the quality of airport services and facilities (airport 
quality), to promote transparency of the availability and standard of airport facilities and 
services for which there is little or no competition. 

2.2. The ACCC has been given this role under the Airports Act 1996 (the Airports Act) and 
carries it out in accordance with the objects of that, which include the following: 

• to establish a system for the regulation of airports that has due regard to the interests 
of airport users and the general community 

• to promote the efficient and economic development and operation of airports 

• to facilitate the comparison of airport performance in a transparent manner.  

2.3. As background, this monitoring occurs on the basis that the monitored airports have 
‘market power’ in domestic and international aeronautical services at levels that justify 
such oversight.vi 

2.4. The ACCC has monitored quality at various major Australian airports since 1997. The 
Australian Government introduced monitoring when it privatised airports (on long-term 
leases). The government privatised the airports with an intention to improve their 
efficiency. However, there was a concern that airport operators might be in a position to 
exercise market power.vii  

2.5. The PC has observed that airport operators, if exercising market power, could, among 
other things:  

• lower service quality below users’ reasonable expectations for a given price – an 
airport could reduce staffing levels, alter the utilisation of inputs or replace assets 
infrequently, to the detriment of service quality 

• underinvest in facilities, resulting in declining service quality over time.viii 

2.6. The PC has expressed the view that ‘monitoring can provide performance information to 
assess whether an airport operator has exercised its market power to the detriment of the 
community’.ix  

2.7. As mentioned above, the ACCC monitors to provide transparency. The quality monitoring 
program does not seek to set minimum standard of service. There are no provisions in the 
Airports Act or the Airports Regulations for the ACCC to do this.x  

2.8. At least in part, this is because it is not automatic that the efficient level of quality, for a 
given price, is high quality; nor that certain results viewed in isolation – such as a larger 
building – automatically equal better quality or an efficient level of investment. 

2.9. Our first round of consultation in this review indicated that stakeholders are well-versed in 
such issues and trade-offs. For example, airlines are understandably focused on how 
much they pay for airport facilities and services, as a cost to their business.xi 

2.10. The ACCC primarily uses airport-quality data to monitor and evaluate changes at an 
individual airport over time. The ACCC reports on airport quality, alongside its reporting on 
financial indicators, in the ACCC’s annual Airport monitoring report.  
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The airport quality monitoring regime is based on the aspects and matters 

2.11. The Airports Act requires the ACCC to monitor and evaluate the quality of aspects, or 
broad categories, of services and facilities provided by the monitored airports to airlines 
and passengers. Regulation 8.01A of the Airports Regulations sets out 16 such aspects. 

2.12. Each financial year monitored airports must keep, and provide to the ACCC, records on a 
range of matters relating to these aspects, as set out in Schedule 2 of the Airports 
Regulations.   

2.13. The ACCC describes these, in its 2014 Guideline for quality of service monitoring at 
airports (the ACCC’s 2014 guidelines), as a source of objective data.xii Over the course of 
its monitoring role, the ACCC has also obtained ‘subjective’ data on airport quality, 
through surveys of:  

• airlines, which the ACCC administers, and  

• passengers, which the airports administer.  

2.14. The Airports Act and Airports Regulations do not compel airports to perform surveys on 
airport quality issues. However, they require the airports to disclose to the ACCC the 
results of any surveys conducted. 

2.15. The Airports Act requires the ACCC to monitor and evaluate each aspect against criteria it 
has determined in writing. The ACCC lists its criteria in the ACCC’s 2014 guidelines.xiii 
They relate to ‘availability’ and ‘standard’. Table 1 below contains the definitions in the 
guidelines of the 2 criteria. 

 

Table 1 Availability and standard, as defined in the ACCC’s 2014 guidelines 

Availability Describes the size, number or capacity of the services and facilities 
provided by an airport operator. An assessment of availability gives an 
indication of whether airport operators are undertaking adequate 
investment in the capacity of services and facilities. 

Standard Describes the physical condition of the services and facilities provided by 
an airport operator. An assessment of standard gives an indication of 
whether services or facilities meet the expectations of users. 

2.16. In performing its function to evaluate quality, the ACCC produces a single rating of quality 
for each airport. This generates a ‘time series’ for each airport that can be used to 
consider whether quality at that airport is changing over time.  

2.17. This evaluation is a rating between one and 5 for each airport, as shown in Table 2 below. 

 

Table 2  Ratings of satisfaction for airport services and facilities 

1-1.49 1.5-2.49 2.5-3.49 3.5-4.49 4.5-5 

Very poor Poor Satisfactory Good Excellent 

Source: ACCC Airport quality indicators consultation paper. 

2.18. The sources of the data used in the evaluation rating are as follows: 

• survey responses 

• the matters for which monitored airports must keep records  



 

6 

• a further small amount of objective data – the ACCC has developed these measures, 
effectively as complements to the matters, and lists them in the tables to the ACCC’s 
2014 guidelines. The airports provide the data voluntarily. Examples include: 

o the average daily throughput of cars, separated into international and domestic 
terminals  

o the number of passengers per washroom during peak hour, separated into at 
international and domestic terminals  

o the number of annual aircraft movements compared with the area of aprons 
and aircraft parking bays. 

2.19. To produce the rating, the ACCC aggregates the range of quality measures – the 
‘objective’ indicators and ‘subjective’ survey responses. For more information on this 
calculation, see Appendix A: ‘Calculating overall quality of aeronautical service ratings 
for each airport’.   

2.20. The ACCC paused collecting airport quality data from 2019 to reduce the reporting burden 
on airports during the COVID-19 pandemic.  

2.21. Given the recent solid rebound in travel and current positive expectations about recovery 
from the COVID-19 pandemic, the ACCC intends to resume collecting quality data from 
the 2022-23 period.  

Consultation and research 

2.22. The Department of Infrastructure delayed responding to the PC’s 2019 recommendation 
due to the COVID-19 pandemic. In June this year, it formally asked the ACCC to identify 
and propose amendments to Part 8 and Schedule 2 of the Airports Regulations.  

2.23. In that month, the ACCC issued a consultation paper on the ACCC’s website and sent it to 
about 50 potentially interested parties.xiv 

2.24. The ACCC also reviewed academic literature and the practices of regulators and industry 
participants.  

2.25. The ACCC held meetings with: 

• regulators overseas: 

o the Canadian Transportation Agency and Transport Canada (department / ministry) 

o the New Zealand Commerce Commission (NZCC) 

o the Civil Aviation Authority of Singapore 

o the United Kingdom Civil Aviation Authority (UK CAA). 

• some major airports and some Australian and overseas airlines. 

2.26. Many overseas airlines flying into Australia are represented by the industry body Board of 
Airline Representatives of Australia (BARA). At the time the ACCC sought submissions to 
this review, BARA was not in a position to respond. However, the ACCC benefitted from 
reviewing its submissions to the 2019 PC review and its successful application to the 
ACCC for authorisation to collectively bargain on behalf of its members with aviation-
service providers.xv 

2.27. The ACCC received 8 written, public submissions, from: 

• the 4 airports the ACCC monitors; plus Western Sydney Internationalxvi 
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• the Australian Airports Association, which represents the interests of airports and 
aerodromes across Australia 

• the International Air Transport Association (IATA), which represents airlines 

• Qantas. 
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3. Views and draft recommendations 

Users expect reliability and utility 

3.1. Following on from this consultation and research, the ACCC’s preliminary view is that, in 
summary:  

• passengers principally expect an outcome of a ‘predictable and reliable journey’ and 

• airlines expect utility from the airport – being able to access the services and facilities 
they seek, to operate efficiently at the airport. 

3.2. As part of this, both user groups expect that an airport will provide the facilities needed; 
and that these will work or otherwise be available when needed. For the services that the 
airport performs, they also expect that these will perform well – for example, processing is 
timely and orderly. These practical outcomes are foundations, or enablers, for the higher-
level expectations and outcomes noted in the dot points above.  

3.3. For these enabling outcomes, the ACCC has adopted the shorthand terms: i. capacity; ii. 
operability / reliability; and iii. performance. 

3.4. As background to the formulation of these views, through our consultation and research, 
the ACCC considered a range of expressions of expectations and outcomes. The ACCC 
formed the view that the ‘Outcome-based regulation’ regime developed by the UK CAA 
features the most succinct and helpful list of these for our purposes. 

3.5. The UK CAA encompasses a role as an ‘economic regulator’ – like the ACCC; but 
specialising in aviation. It has agreed with Heathrow Airport in the UK the following target 
outcomes for passengers: 

• I want to travel from an airport that offers me a good value choice of flights 

• I am confident I can get to and from the airport 

• I have a predictable and reliable journey 

• I feel comfortable and secure at the airport 

• I have an enjoyable experience at the airport 

• I feel cared for and supported.xvii 

3.6. The ACCC considers that these principles provide a good summary of the core 
expectations of, or outcomes most valued by, passengers. These individuals are the end 
users of passenger flights and the party that the ACCC considers has the least bargaining 
power in the airport-airline-passenger relationship. 

3.7. The ACCC considers that the target outcome on the UK CAA-Heathrow list that is most 
relevant to this review is that of ‘I have a predictable and reliable journey’.  

3.8. The ACCC notes that the target outcome of ‘I am confident I can get to and from the 
airport’ is in many ways a subset of this overall target outcome of a reliable and 
predictable journey; and is consistent with the function the Australian Government has 
given the ACCC of monitoring and evaluating the quality of carparking service facilities.  

3.9. The ACCC continues to support monitoring the quality of facilities the airport provides to 
‘landside transport operators’, such as rideshare operators or the operators of ‘off-airport’ 
carparks that shuttle their customers to the airport terminals. Again, the final consumer of 
most concern here is the individual travelling to and from the airport. 
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3.10. The ACCC has considered whether, or how, the ACCC should monitor and evaluate the 
quality of airport facilities and services as these relate to people with disability.xviii  

3.11. The ACCC recognises that airports are subject to such other legal requirements as 
building codes and disability-discrimination legislation; and have an incentive to address 
the needs of people with disability to maintain their reputations. 

3.12. The ACCC notes that disability discrimination legislation – such as the Disability (Access 
to Premises – Buildings) Standard 2010 and the Disability Standards for Accessible Public 
Transport 2002 made under subsection 31(1) of the Disability Discrimination Act 1992 – 
has recently been, or is currently being, reviewed.   

3.13. As noted in various items in the section below on recommended aspects and matters, the 
ACCC proposes that the airports should report information about certain facilities often 
used by people with disability – such as number of ‘priority seats’ in gate lounges. 

3.14. To monitor an airport’s interaction with people with all types of disability, the ACCC 
proposes that the airports should report the number of complaints they receive about 
disability discrimination or from people with disability (pursuant to a matter placed under 
item 8A Public areas).  

3.15. The focus of the airport-quality monitoring regime, and this review, is on the services and 
facilities most closely involved in processing passengers (such as passenger security 
screening) and aircraft movements (such as runways). The ACCC has not included in the 
scope of this review such airport users as tenants of retail stores.xix 

Airports provide facilities and are also responsible for some services 

3.16. The parties that lodged written submissions in the first round of consultation largely 
submitted that many elements of the airport-quality monitoring and evaluation regime 
should be amended.xx  In particular, the ACCC received feedback that, under the current 
regime, the ACCC monitors some elements that are principally the responsibility of the 
airlines or other parties, rather than airports. 

3.17. The ACCC considers that our monitoring should reflect that the airport has more direct 
responsibility for, and control over, some services than others. The ACCC considers that 
the quality indicators should reflect whether the airport principally provides the facility but 
not the service; or, in contrast, provides the facility and is also principally responsible for 
the performance of the service. That is to say, users can reasonably hold airports more 
accountable for the performance of a service, such as processing times, where the airport 
– and not, say, the airline – is operating and managing it.   

3.18. That is, the ACCC has taken into account that: 

• an airport principally provides the facility but not the service in areas such as: 

o check-in – which is staffed by airlines or their contractor 

o immigration processing areas – which are staffed by the Australian Border 
Force 

o runways – with flight movements directed by Airservices Australia. 

• the airport provides the facility and is also principally responsible for the performance 
of the service (including by engaging and presumably monitoring its contractor in 
cases where it has outsourced day-to-day operation) in cases such as: 

o passenger security screening – staffed by the airport’s security contractor 

o toilets – staffed by the airport’s cleaning contractor. 
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3.19. The ACCC recommends calibrating the matters to responsibility. The ACCC considers 
that matters measuring i. capacity and ii. operability / reliability can be applied to many 
aspects. Matters that are based on iii. ‘performance’ should apply principally to those 
aspects where the airport or its contractor is primarily responsible for the service’s 
performance. 

3.20. Separately, there is effectively a fourth, subsidiary category: operational data that the 
ACCC wishes to collect to help us derive ratio indicators. An example is: identifying the 
average number of arriving passengers in peak hour, so as to compare that with the 
number of immigration desks. The ACCC proposes to include these in the list of matters, 
for completeness. 

3.21. Related to this, to rationalise the regime, the ACCC recommends transferring into 
Schedule 2 the small amount of requests for objective data listed in the tables to the 
ACCC’s 2014 guidelines, as noted at paragraph 2.18 above.   

 
Table 3: Matters calibrated to responsibility 

Airport provides facility Airport or its 
contractor operates 
facility / service 

Operational data to 
calculate ratios etc. 

1. Capacity 2. Operability / reliability 3. Performance 4. Use and throughput 

For example: size, 
number or designed / 
nameplate capacity 

For example: number 
and duration of 
unplanned interruptions / 
time out of commission 

For example: processing 
time or intensity of effort 

For example: number of 
units – people, vehicles 
and so on – accessing 
the airport (compared 
with the number or 
capacity of facilities 
provided for them) 

Separate matters into domestic and international 

3.22. The ACCC recommends that some matters be divided into domestic and international.  
The ACCC has identified that: 

• Separating information this way will help us better understand and report on outcomes, 
effectively, at different terminal types. The ACCC notes that the airports already 
provide some information to the ACCC under the quality and price monitoring regimes 
by terminal. 

• Domestic and international airlines as groups, and / or particular airlines, may seek 
different levels of quality. This may also be the case for passengers travelling 
internationally or domestically. 

• International airlines and domestic airlines as groups, and / or particular airlines, may 
have different levels of bargaining power when negotiating with airports (this may be in 
general or under specific circumstances, such as different prevailing levels of demand 
for domestic versus international travel). Therefore, the different airport users may be 
offered and receive different levels of quality from the airports.xxi 

3.23. Accordingly, the ACCC recommends that: 

• the following currently amalgamated facilities and services be separated into domestic 
and international: 

o airport access facilities and at-terminal car parking facilities 

o check-in services and facilities 
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o security inspection 

o outbound baggage system 

o baggage make-up and reclaiming 

o flight information 

o public amenities 

o gate lounges 

o aerobridge usage 

o stands, stairs and bussing of passengers 

• the regulations feature separate definitions of domestic and international peak hours. 

Recommended aspects and matters 

3.24. This section sets out proposed augmentations to the aspects and matters. 

3.25. Appendix B to this paper represents indicative suggestions by the ACCC of how the 
government might redraft the regulations.xxii  

Item 1A – Airport access facilities  

3.26. Current Item 1A – Airport access facilities – relates to the space the airport has provided 
for transport operators, such as rideshare operators, to pick up and drop off passengers; 
and the space provided to the public for pick up and drop offs. 

3.27. This item relates to a passenger’s expectation of a reliable and predictable journey, 
particularly that they can be confident about getting to the airport terminal buildings in an 
orderly manner and within predictable time, in time for their flight.  

3.28. It also relates to an airline’s expectation that the airport will help ‘deliver’ passengers in an 
orderly and timely manner into the airline’s process for handling and embarking 
passengers, which involves the passenger presenting in time at the terminal.  

3.29. This item encompasses the facilities the airport is providing to the landside transport 
operators, such as off-airport parking services. These commercial users of the airport 
similarly expect utility from the airport – being able to readily access the kerbside to 
operate efficiently. As stated earlier, the end user of concern here is the individual using 
the airport. 

3.30. An enabler here is the level of capacity – space – that the airport has provided. 

3.31. The ACCC proposes that monitored airports report the following information: 

• kerbside drop-off and pick-up space – effectively versus vehicle numbers –broken 
down into rideshare services, taxis, limousines / chauffeur services, public buses, 
shuttle buses for off-airport parking services and other private buses. This is to allow 
the ACCC to monitor the amount of space the airports are providing for each mode. 

• average time vehicles took to travel from the airport boundary to terminals in peak 
hours. This is intended as a measure of congestion and a proxy for the capacity of 
terminal access roads. 

3.32. As a mobility / disability measure, the ACCC recommends the airports report on total area 
at kerbside for disabled (accessible) parking. 
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Item 1 – Car parking service facilities  

3.33. Item 1 Car parking service facilities covers the ‘at-terminal’ and ‘at-distance’ car parks 
owned and operated by the airports.  

3.34. Similarly to Item 1A above on airport access facilities, this item about car parking 
principally relates to:  

• a passenger’s expectation of a reliable and predictable journey – for example, that 
they can: 

o be confident about getting to the terminal in an orderly manner and within 
predictable time, in time for their flight 

o enjoy the convenience of being able to leave their vehicle at the airport and access 
it readily on return 

• an airline’s expectation that the airport will help ‘deliver’ passengers in an orderly and 
timely manner into the airline’s process for handling and embarking passengers, which 
involves the passenger presenting in time at the terminal. 

• the expectation of a visitor to the airport that they can readily and conveniently farewell 
or greet a traveller. 

3.35. The ACCC notes that a separate 2019 recommendation from the PC, 9.4 – supported by 
the Australian Government – includes a recommendation that airports should provide the 
ACCC with data that separately show the number of users of the airport’s ‘at-terminal’ and 
‘at-distance’ car parking and the utilisation rates for each type of parking.xxiii For the 
ACCC’s Airport monitoring report, the airports have provided information separated by at-
terminal and at-distance car parking.  

3.36. The ACCC proposes to measure the utilisation rate an airport’s at-terminal and at-
distance car parks have reached in the financial year, including the top 5 highest 
utilisation rates at these different car parking locations in the year. 

3.37. This will allow us to monitor the capacity the airport has provided, versus the use of, or 
demand for, the facility – including against a daily peak hour and in times of highest 
demand during the year.  

3.38. As a mobility / disability measure, the ACCC recommends the airports report on the 
number of disabled (accessible) carparking spaces. 

Item 3 – Check in services and facilities 

3.39. Current Item 3 relates to airport-supplied facilities for passengers when they reach an 
airport for their departing flight, such as check-in desks, bag drop, and spaces provided 
for check-in kiosk facilities. 

3.40. This item relates to a passenger’s expectation of a reliable and predictable journey, 
particularly that they can be confident about checking in to their flight and dropping off 
their bags in a reliable manner.  

3.41. An enabler is the level of capacity – operating units and space – that the airport has 
provided for check-in services and facilities. This item also relates to an airline’s 
expectations that the airport will provide facilities that are operable and reliable. 

3.42. To capture technological advances, the proposed changes to these matters include 
separate monitoring of automated / self-service facilities versus check-in desks configured 
to be staffed.  
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3.43. Lastly, the ACCC proposes that the monitored airports report on the operability / reliability 
specifically of the common-user check-in facilities that the airports provide for the airline – 
that is, the check-in desks the airports supply for various airlines to use periodically – and 
related IT facilities. 

Item 4 – Security inspection 

3.44. Current Item 4 relates to airport supplied facilities and services for passengers when they 
navigate through passenger security clearance systems for their departing flight. 

3.45. This item relates to a passenger’s expectation of a reliable and predictable journey, 
particularly that they can be confident about getting through the airport in an orderly 
manner and predictable time, in time for their flight. 

3.46. This item also relates to airlines’ expectations of being able to operate efficiently at the 
airport. The ACCC understands that the rate at which passengers advance to the 
passenger security clearance system significantly impacts on whether an aircraft leaves 
on time.  

3.47. As stated earlier, the ACCC recommends that our monitoring reflects that the airport has 
more direct responsibility for, and control over, some services than others. That is to say, 
users can reasonably hold airports more accountable for the performance of a service 
where the airport – and not, say, the airline – is operating and managing it.   

3.48. The ACCC considers that passenger security screening is an area where the airport 
provides the facility and is also principally responsible for the performance of the service – 
including by engaging and presumably monitoring its contractor in cases where it has 
outsourced day-to-day operation. 

3.49. The ACCC recognises that a fast process may not necessarily represent a thorough or 
high-quality security process; and that the requirements the Australian Government 
imposes on the process are a large factor in how the process is carried out and what 
equipment the airport uses. The ACCC has formed the view that airport operators can still 
reasonably influence the experience of airport users, through the amount of processing 
capacity it supplies, the operability and reliability of the equipment and the performance of 
the service.  

3.50. This may include, for example, how many ‘lanes’ are installed and operating, at what level 
they are staffed and how queues leading up to the passenger security clearance systems 
are managed. 

3.51. The ACCC proposes that the monitored airports report on measures including:  

• airport staffing of passenger security clearance systems 

• unplanned interruptions in passenger security clearance systems 

• time spent in queues waiting to reach the passenger security clearance systems 

• the amount of space provided for passenger security clearance systems. 

3.52. As a mobility / disability measure, the ACCC recommends the airports report on the 
percentage of screening staff that have undergone training in the financial year on 
assisting people with disability. 
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Item 5 – Outbound baggage system 

3.53. Current Item 5 relates to airport supplied facilities for airlines to facilitate passengers’ 
luggage moving from check-in to the plane.  

3.54. Passengers and airlines expect that this equipment will work. The ACCC recommends 
that the monitored airports report on unplanned interruptions in outbound baggage 
systems. 

Item 6 – Inbound baggage  

3.55. Item 6 covers baggage make-up, handling and reclaiming services and facilities. 

3.56. Again, passengers and airlines expect that the equipment the airport provides is of an 
efficient capacity and is operable and reliable, so that passengers can reliably and 
predictably reclaim their baggage. The current regulations already include measures of 
capacity and of operability / reliability – such as the capacity, in bags per hour, of the 
baggage-handling equipment; and the number of unplanned interruptions to the 
equipment.  

3.57. The ACCC recommends that the monitored airports additionally report, as an easy-to-
understand measure, the number of baggage reclaim facilities (carousels) in use.  

Item 7 – Customs, immigration and quarantine 

3.58. Current Item 7 relates to airport supplied facilities for border control authorities, such as 
the Australian Border Force and Department of Agriculture, Fisheries and Forestry.  

3.59. The ACCC considers it useful to monitor and evaluate the space the airport is providing to 
these third parties to perform their duties. This is a measure of capacity. The ACCC also 
recommends that the airports report the average number of departing international 
passengers during ‘international peak hour’. This allows the ACCC to monitor space 
compared with passenger numbers. 

3.60. To reflect technological change, the ACCC proposes that the monitored airports report on 
the:  

• number of self-service immigration desks, in addition to the desks that are intended to 
host staffxxiv 

• ratio of space provided for border control activities to general growth in use of the 
international terminals. 

Item 8 – Flight information 

3.61. Current Item 8 relates to airport supplied facilities for receiving flight information from 
airlines and presenting this to passengers.  

3.62. The ACCC considers that measures of operability and reliability in airport provided 
infrastructure are important to airlines; and that accurate and visible flight information is 
important to passengers having a reliable and predictable journey and feeling cared for 
and supported at airports. 

3.63. The ACCC has included two new matters to capture: 

• the number of unplanned disruptions to flight information display screens and  

• the number of hours of unplanned disruptions to display screens.  
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3.64. As a mobility / disability measure, the ACCC recommends that the airports report on the 
proportion of public areas covered by hearing augmentation (hearing loops or equivalent). 

Item 8A – Public areas  

3.65. Item 8A deals with public areas in terminals and public amenities (washrooms and 
garbage bins), lifts, escalators and moving walkways. 

3.66. One of the ACCC’s preliminary views is that cleanliness of toilets in particular is important 
to airport users, as part of their expectation that they will have a comfortable and 
enjoyable experience at the airport.  

3.67. The ACCC notes that: 

• The Airports Council International’s Airport Service Quality survey includes questions 
on the availability and cleanliness of washrooms. The NZCC uses measures of 
passenger satisfaction from this survey in its monitoring. 

• An academic study of 53 other studies of the main elements of airport quality 
assessment processes found that the most frequently studied areas included 
cleanliness and availability of washrooms.xxv  

• Perth Airport stated that facility cleanliness was among the key lead performance 
indicators it had agreed with airlines to measure airport efficiency and reliability. 

• BARA included concerns about the quality of cleaning, particularly of toilets, in its 
submission to the Productivity Commission’s most recent inquiry.  

3.68. The ACCC recommends additional matters measuring, effectively: 

• number of toilets 

• number of toilets with disability access 

• total area provided for toiletsxxvi 

3.69. The ACCC can compare these metrics with information on passenger numbers that it 
gains through other matters. 

3.70. The ACCC considers that toilet cleaning is an area where the airport provides the facility 
and is also principally responsible for the performance of the service. This includes by 
engaging and presumably monitoring its cleaning contractor. 

3.71. The ACCC recommends that the airports report on: 

• the intensity of the airport’s efforts to clean toilets, in terms of the number of cleans 

• number of toilet outages 

• number of complaints about toilet cleanliness. 

3.72. The ACCC notes that having more toilets, or toilets cleaner than they currently are, does 
not necessarily equate to or otherwise signal an efficient level of investment. Furthermore, 
the ACCC does not consider that such monitoring would constitute an encouragement or 
incentive to, for example, increase the space provided for toilets either. The aim would be 
to provide transparency, including over whether the capacity and standard the airport 
provides is changing over time. 

3.73. The ACCC lastly notes that the ACCC is likely to continue to seek feedback on toilets from 
passengers through the ‘subjective’ responses to surveys. 
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3.74. Separately, as a mobility / disability measure (as discussed from paragraph 3.13 above), 
the ACCC recommends that the airports should report the number of complaints they 
receive in the financial year about disability discrimination or from people with disability. 
The ACCC intends this as a way to monitor an airport’s interaction with people with all 
types of disability. 

3.75. The ACCC proposes to limit the scope of that matter to those complaints related to the 
passenger-related aspects the ACCC is directed to monitor, as listed in Part 8.xxvii  

3.76. As a further mobility / disability measure, the ACCC also recommends that the airports 
report on the number of, and unplanned interruptions to lifts and, separately, moving 
walkways. 

Item 9 – Gate lounges  

3.77. This item covers gate lounges and seats in airport-operator-managed waiting areas other 
than gate lounges. 

3.78. The current regulations already include measures of capacity – such as the total area 
provided for gate lounges.  

3.79. As a mobility / disability measure, the ACCC recommends that the airports report on the 
number of priority seats in airport-operator-managed gate lounges – being seats 
dedicated for people with disability and other people needing special help (for example, 
the ageing). 

Item 9A – Power to terminal  

3.80. The ACCC recommends the government augment the Airport Regulations with: 

• a new aspect, 1.12 Power to terminal, and  

• a new matter, item 9A, measuring unplanned interruptions to the power supply in the 
airport terminals.  

3.81. This recommended matter would be a measure of operability / reliability.  

3.82. Our preliminary recommendation is that the airports should inform the ACCC of how many 
total unplanned interruptions there were to power to airport terminals and the total number 
of hours of these unplanned interruptions. The airports would also inform the ACCC of the 
5 longest unplanned interruptions to the power supply.  

3.83. Having an operable and reliable power supply to the terminals is significant to an airline’s 
ability to operate efficiently from that airport; and to a passenger’s experience using the 
airport. Instances of interruptions to power to terminals seen during the review 
demonstrated the material significance of power to terminals to airline operations and 
passenger experiences. Specifically, a blackout at Perth airport, when backup generators 
failed, reportedly led to about 60 flights being cancelled.xxviii 

Item 9AA – Power to aircraft 

3.84. The ACCC recommends the government augment the Airport Regulations with: 

• a new aspect, power to aircraft 

• new matters (item 9AA in Appendix B), which the ACCC considers will assist the 
ACCC to monitor and evaluate the quality of the facilities to provide power to aircraft 
on the tarmac. 
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3.85. Our recommendation is that the airports should report on the number of unplanned 
interruptions to individual fixed electrical ground power connections; and aggregated 
hours that any individual connections have failed and are out of commission. 

3.86. These are measures of operability / reliability. 

3.87. Our preliminary view is that the ability for an aircraft to promptly connect to reliable 
external power is likely to be a meaningful input to an aircraft’s ability to operate efficiently 
from an airport. The ACCC understands that, for example, when a plane can connect to 
external power, it can reduce consumption of on-board energy reserves; and that ‘fixed’ 
power may be a superior alternative to portable, largely diesel, power units.xxix We note 
that the NZCC monitors interruptions to fixed electrical ground power units. 

Item 10 – Aerobridge usage 

3.88. Item 10 relates to aerobridges, a suspended moveable tunnel that extends from an airport 
building to an aircraft. 

3.89. Similar to items mentioned earlier, this item relates to: 

• passengers principally expecting an outcome of a predictable and reliable journey – for 
example, they can board and disembark easily and efficiently and get on the 
aeroplane within a predictable time. 

• an airline expecting that they can use the aerobridge when needed. 

3.90. In the case of the aerobridge, the airport operator manages investment in the capacity, 
and maintenance, of the aerobridges. The ACCC recommends corresponding matters 
based on capacity and operability / reliability.  

3.91. The ACCC notes that: 

• Perth Airport stated in its submission to this review that it 'agreed on key lead 
performance indicators with its airline partners to measure airport efficiency and 
reliability across various areas, including aerobridge availability'.  

• The NZCC collects statistics and passenger surveys to monitor trends over time in 
relation to aerobridges.  

3.92. The ACCC proposes that the airports inform the ACCC of the total number of instances in 
the financial year where a suitable aerobridge for a flight was not made available to an 
airline for a flight when desired, more than:  

• 15 minutes late 

• 30 minutes late 

• one hour late 

3.93. The ACCC also recommends that the airports inform the ACCC of the 5 longest times in 
the financial year when the airline waited for an aerobridge.  

3.94. Lastly, the ACCC recommends that the airports report the total number of unplanned 
interruptions to the systems that guide aircraft docking into the aerobridges.  

3.95. Some airlines, such as low-cost carriers, may choose not to use aerobridges, including 
where the cost of using alternatives is lower. That is, such carriers may prefer to use 
mobile staircases to board and disembark passengers. The ACCC does not consider that 
the existing or any augmented monitoring of aerobridges would constitute encouragement 
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or incentive for the airport to increase investment in aerobridge capacity. The aim of 
monitoring would be to provide transparency, including whether the airport's capacity 
changes over time. 

Item 10AA – Stands, stairs, and bussing of passengers 

3.96. The ACCC recommends the government augment:  

• Part 8 with a new aspect: 2.6 Stands, stairs and bussing of passengers 

• Schedule 2 with a corresponding new set of matters: Item 10AA.  

3.97. While the regulations currently incorporate aerobridges, some carriers – such as low-cost 
carriers – often use stairs to get passengers on and off planes. The ACCC proposes 
matters related to capacity provided. The recommended matters also include a measure 
of performance by the airport. 

3.98. Our preliminary view is that the airports should inform the ACCC of how many times in the 
financial year a suitable stand or stair, or bussing of passengers was made available to an 
airline more than:  

• 15 minutes  

• 30 minutes 

• one hour 

later than the time the airline had requested the use of a stand, stair, or bussing of 
passengers for a flight.  

3.99. The airports would also inform the ACCC of the five longest times in the financial year 
when the airline waited from the time the airline had requested the stand, stair or bussing 
of passengers be made available.  

Item 10A – Runways, taxiways and aprons 

3.100. Item 10A relates to runways, taxiways and aprons, with aprons being the areas of an 
airport where aircraft are, for example, parked, unloaded or loaded, refuelled or 
maintained. 

3.101. In relation to this: 

• Passengers expect an outcome of a predictable and reliable journey – for example, 
that they can be confident about the aeroplane departing and arriving on schedule. 

• Airlines expect to access the runways, taxiways and aprons when they request and be 
confident a flight is not delayed or cancelled due to congestion or foreign-object debris 
on the runway.xxx  

3.102. In the case of the runway network, Airservices Australia directs flight movements. The 
airport operator manages investment in the capacity, and the maintenance, of the runway 
network.  

3.103. The ACCC recommends augmenting item 10A with further measures of capacity and 
operability / reliability. 

3.104. The ACCC notes that: 
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• International academic literature on the quality of aircraft-related facilities indicates that 
measures such as the following are commonly nominated as indicators of airport 
quality:xxxi   

o taxi times from runway to gate 

o number of runways 

o whether the airfield is properly prepared for safe landing and manoeuvring of 
aircraft. 

• Prominent international airport Heathrow, which is subject to comprehensive 
‘economic regulation’ from the UK CAA, is liable to pay a rebate to airlines for incidents 
related to the operational resilience of runways, under its licence to operate; while 
Gatwick Airport’s Core Service Standards attached to its licence from the UK CAA 
include terms about: 

o the percentage of required times, and number of times, runways are 
unavailable and 

o travel time across the airfield.  

• The NZCC monitors material interruptions to runway access. 

3.105. Our preliminary view is that the quality and quantity of the nameplate or designed capacity 
of a runway network is a core and fundamental element of the package of facilities airlines 
seek from airports to be able to operate efficiently there.xxxii  

3.106. Our recommendation is that airports should report on the following: 

• number of runways, as each new runway represents a fundamental step-change in the 
level of supply of aeronautical services an airport is offering 

• design or ‘nameplate’ capacity of the runway system, again, reflecting the level of 
intended supply 

• time to taxi, a possible pointer to the efficiency and adequacy of the runway network 

• frequency and time that runways and separately, taxiways or aprons, are out of 
commission. 

3.107. The ACCC also recommends a measure about flight delays caused by debris on the 
airfield, which the airport must clear away so planes can move safely and on time. 

Item 11 – Aircraft parking bays 

3.108. Item 11 relates to parts of the apron areas that are designated as aircraft parking bays. 

3.109. In relation to this item, airlines expect to be able to access parking bays when they need, 
to manage the movement of their aircraft around their flight network. The ACCC’s 
preliminary view is that whether an airline can access parking reliably and reasonably 
promptly is likely to be a meaningful input for an airline seeking to operate efficiently and 
improve its on-time performance across flight networks. The ACCC also understands that 
the dollar value of the service and facility is material in the context of the overall cost of 
airline operations. 

3.110. The ACCC recommends the government augment the Airport Regulations with new 
matters within existing item 11, aircraft parking facilities and bays. 
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3.111. The ACCC proposes that the airports report how many times, and for how long in total, an 
airport failed to make a suitable bay available for an aircraft within various time intervals of 
the time the airline needed access. 

Item 12 – Aircraft refuelling 

3.112. Item 12 relates to aircraft refuelling. The monitored airports typically lease the refuelling 
facility to a consortium of fuel retailers or grant access to fuel retailers to supply from the 
facility. 

3.113. Airlines expect to access the aircraft refuelling facilities when they request and be 
confident the fuel retailers are not using market power to charge a higher price and / or 
reduce quantity or quality. 

3.114. The ACCC notes that: 

• the PC’s inquiry into the economic regulation of airports received many submissions 
on aircraft refuelling, indicating its significance in the industry’s operations.  

• IATA suggested that regulators should promote open and competitive markets in 
activities where competition generates efficiencies such as fuel supply and into-plane 
services.xxxiii 

• Qantas submitted to this review that a Joint User Hydrant Installation (JUHI) should be 
subject to the same cost and quality review as the rest of the airport. 

3.115. The ACCC recommends monitoring whether the JUHI is operated on an ‘open access’ 
basis or similar for competing fuel retailers.  

3.116. The ACCC recommends that the government augment the Airport Regulations with a new 
aspect (2.8) and related matter (item 12). 

3.117. The ACCC proposes that the airports report how many fuel suppliers are approved to 
access the airport’s JUHI.  

3.118. The ACCC believes that the number of potential fuel suppliers at an airport is likely to be 
significant to an airline’s ability to operate efficiently from that airport. A greater number of 
potential fuel suppliers may encourage competition, competitive pricing, and service. It 
may involve investment in more storage capacity connected to the facility. However, the 
aim remains confined to providing transparency, of whether the number of fuel retailers 
approved to supply from the JUHI is changing over time. 

Item 13 – Facilities for airline staff 

3.119. Item 13 relates to facilities for airline staff, which are necessary for the operation and 
maintenance of civil aviation at the airport, and essential for efficient aircraft handling. It 
specifically notes airline crew rooms and airline operations centres. 

3.120. In relation to this item: 

• Airlines consider these facilities are essential for their staff to get ready between 
flights.xxxiv 

• Delays for airline staff could cause disruptions to airport and airline operations. xxxv 

• In BARA's authorisation from the ACCC to bargain with airports, such facilities are 
included in the package of 'essential services' BARA wishes to negotiate with airports. 

3.121. We recommend that the government augment the Airport Regulations with new aspect 2.9 
in Part 8; and corresponding matters (Item 13) in Schedule 2.  



 

21 

3.122. We recommend matters based on capacity and operability / reliability.  

3.123. We propose that the airports report on:  

• the total area provided to airlines for airline crew rooms and airline operations centres 

• the total number of unplanned interruptions to the airline communications systems 
provided by airports 

3.124. Our further recommendation is that the airports inform the ACCC how many airlines 
operate at the airport. This is so the ACCC can monitor the ratio of the number of firms 
likely to seek space to the amount of space the airport provides.  

Item 14 – Ground-handling equipment storage  

3.125. Item 14 relates to ground-handling equipment storage. It is where the ground service 
equipment for aircraft maintenance, passenger, and baggage handling is stored. 

3.126. The airport operator manages investment in the facilities' capacity. Airlines expect that 
their ground-handlers – either airline staff or contractors – can access storage, to carry out 
their operations. How much space the airport provides is a factor in an airline’s ability to 
operate efficiently from that airport.xxxvi 

3.127. The ACCC recommends augmenting Schedule 2 with a new matter, item 14, measuring 
how much space the airport operator has provided airlines or ground handlers to store 
their equipment.xxxvii In addition, we also seek information about the number of ground 
handling operators operating at the airport. This is so the ACCC can monitor the ratio of 
the number of firms likely to seek space to the amount of space the airport provides.  
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4. Subsequent steps 

The ACCC will give the Department final recommendations 

4.1. The Department of Infrastructure asked the ACCC to advise on:  

• the outcomes of its review of the record-keeping and reporting requirements of Part 8 
and Schedule 2 and  

• its recommendations for amendments, to support its work responding to the 
recommendations of the PC and remaking the Airports Regulations.  

4.2. These regulations will sunset on 1 April 2024.  

4.3. The ACCC will consider any submissions in response to this consultation paper; and 
provide final recommendations on amendments to the Department of Infrastructure as 
soon as practical. 

4.4. The ACCC plans to publish a version of our final recommendations on our website at 
www.accc.gov.au    

The ACCC intends to continue to review other elements of quality 
monitoring 

4.5. Responses in our first round of consultation indicate concern with other elements of the 
monitoring regime, such as with the surveys and with the inputs and outputs from the 
rating process. 

4.6. The ACCC intends to continue to review other elements of how it monitors and evaluates 
airport quality, including its use of surveys and production of ratings. The ACCC would be 
likely, at this stage, to perform the bulk of this consideration next year. 

4.7. Issues to consider include that the current monitoring regime relies heavily on subjective 
indicators measured through surveys.  

4.8. The ACCC is likely to consider, for example, whether the surveys are seeking and 
gathering information relevant to the most significant expectations of passengers, airlines 
and other airport users; and the outcomes they experience. 

4.9. The ACCC is also likely to consider how the data is used – for instance, what weightings 
are applied in the processes. 

4.10. To illustrate, when the ACCC most recently published ratings, for the 2018-19 year, 
Sydney Airport was rated against 105 performance measures. Thirty were obtained from 
airline surveys, 48 were from passenger surveys and the remaining 27 were objective 
indicators. The ACCC rated all inputs equally. 

4.11. The ACCC can consider, for instance:  

• re-weighting the regime towards more objective indicators, measured principally via 
the augmented matters discussed in this consultation paper. The ACCC could then 
consider, for example, whether to rationalise – reduce – the number of subjective 
indicators it monitors 

• reconsider the weighting given to each indicator in calculating a rating. 

http://www.accc.gov.au/
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5. Your submission 

This is a public review 

5.1. To facilitate an informed, transparent and robust consultation process, the ACCC prefers 
that all submissions be made publicly available. Accordingly, submissions will be treated 
as public documents and published on the ACCC’s website unless a claim for 
confidentiality is made and accepted, or a submission is withdrawn. 

5.2. Parties wishing to submit confidential information are requested to: 

• note this when submitting via our consultation hub (or in your covering email) 

• clearly identify the specific information that is subject to the claim for confidentiality 

• provide a non-confidential version of the submission. 

5.3. If the ACCC accepts your confidentiality claim, it will not publish or disclose the 
confidential information to third parties (such as where it is being compelled to disclose 
the information by law) without wherever possible first endeavouring to provide you with 
notice of its intention to do so. The ACCC may share confidential information within the 
ACCC and with its external lawyers and consultants. 

5.4. If the ACCC rejects your confidentiality claim, you will be given the opportunity to withdraw 
your submission before it is published, or any information is disclosed. 

5.5. The ACCC's information policy includes further information on the collection and 
disclosure of information. 

Lodge your response through the ACCC’s consultation hub by 18 November 
2022 

5.6. Interested parties are encouraged to upload submissions using the link available on the 
ACCC’s consultation hub https://consultation.accc.gov.au/ 

5.7. Or submissions can be emailed to airportsandports@accc.gov.au 

5.8. The ACCC asks that you lodge submissions by 18 November 2022. 

 

https://www.accc.gov.au/publications/accc-aer-information-policy-collection-and-disclosure-of-information
https://www.accc.gov.au/publications/accc-aer-information-policy-collection-and-disclosure-of-information
https://consultation.accc.gov.au/
mailto:airportsandports@accc.gov.au
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Appendix A: Calculating overall quality of aeronautical service 

ratings for each airportxxxviii  

For each airport, the ACCC calculates a single overall quality of service rating in relation to 
total services at the airport. As for each of the many specific measures of quality of service, 
the overall rating is a score out of 5. A score of between 1 and 1.49 represents ‘very poor’ 
performance, while a score between 4.50 and 5 represents ‘excellent’ performance. 

The overall rating is calculated using a combination of the results from airline surveys, 
passenger surveys, and objective indicators (for example, the number of departing 
passengers per check-in desk, kiosk and bag drop facility during peak hour).  

The overall rating is the simple average of the scores that the airport achieved against each 
of the specific quality of service measures from airline surveys, passenger surveys and 
objective indicators. For example, Sydney Airport scored an average of 3.60 across 105 
performance measures in 2018–19. Among those measures, 30 were obtained from airline 
surveys, 48 were from passenger surveys and the remaining 27 were objective indicators.  

Airports’ performance against the quality of service measures in the airline surveys and 
passenger surveys are already rated as scores out of 5. Ratings of performance against 
objective indicators need to be calculated.  

This process consists of producing a set of benchmarks for each measure based on how the 
4 airports performed against that measure. If an airport’s performance against that measure 
is equal to the average performance across the 4 airports in that year, it will receive a score 
of 3 out of 5. If an airport performs better than the benchmark average, it will receive score of 
4 or 5 depending how close its performance is compared to the benchmark. Similarly, if its 
performance is below the benchmark, it will be rated 1 or 2.  

An implication of this methodology is that an airport’s rating with respect to objective 
indicators is relative to that of the other 3 airports. This means an airport can report the same 
raw performance figures to the ACCC as the previous year but find its rating for that 
measure going up or down. It also means that it is not possible for all airports to be rated 
highly or rated poorly. This is not the case for an airport’s ratings based on airline and 
passenger surveys, which are independent of ratings given to the other airports. 
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Appendix B: Proposed amendments to the Airports 

Regulations Part 8 and Schedule 2 

AIRPORTS REGULATIONS 1997 - REG 8.01A 

Aspects of airport services and facilities to be monitored and evaluated 

For subsection 155(1) of the Act, the aspects of airport services and facilities 

mentioned in the following table are specified. 

Part 1--Passenger-related services and facilities 

 

 Item Services and facilities 

  Access 

1.1 Airport access facilities (taxi facilities, kerbside space for pick-up and drop-off) 

1.2 Car parking service facilities 

1.3 Baggage trolleys 

  Departure 

1.4 Check-in services and facilities 

1.5 Security inspection 

1.6 Outbound baggage system 

  Arrival 

1.7 Baggage make-up, handling and reclaiming services and facilities 

  Departure and arrival 

1.8 Facilities to enable the processing of passengers through customs, immigration and 

quarantine 

  Information and signage 

1.9 Flight information, general signage and public-address systems 

  Terminal facilities 

1.10 Public areas in terminals and public amenities (washrooms and garbage bins), lifts, 

escalators and moving walkways 

1.11 Gate lounges and seating other than in gate lounges 

1.12 Power to terminal 

Part 2--Aircraft-related services and facilities 
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 Item Services and facilities 

2.1 Ground handling services and facilities 

2.2 Aerobridge usage 

2.3 Runways, taxiways and aprons 

2.4 Aircraft parking facilities and bays 

2.5 Airside freight handling, storage areas and cargo facilities 

2.6  Stands, stairs and bussing of passengers 

2.7 Power to aircraft 

2.8 Aircraft refuelling 

2.9 Facilities for airline staff 

 

AIRPORTS REGULATIONS 1997 - SCHEDULE 2 

Records relevant to quality of service matters 

(sub regulation 8.02(1)) 

Part 1 -- Definition for Part 2 

In Part 2: 

"airport peak hour" means: 

(a)  for a matter relating exclusively to arriving passengers or inbound baggage--

the hour that, on average for each day in the financial year, has the highest number 

of arriving domestic and international passengers; and 

(b)  for a matter relating exclusively to departing passengers or outbound baggage-

-the hour that, on average for each day in the financial year, has the highest number 

of departing domestic and international passengers; and 

(c)  in any other case--the hour that, on average, for each day in the financial year, 

has the highest total number of passenger movements (including both arriving and 

departing domestic and international passengers). 
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“carparking peak hour” means the hour that, on average for each day in the 

financial year, has the highest number of car park users across both at-terminal and 

at-distance car parks at the airport site. 

“domestic peak hour” means: 

(a)  for a matter relating exclusively to arriving domestic passengers or inbound 

domestic baggage—the hour that, on average for each day in the financial year, has 

the highest number of arriving domestic passengers; and 

(b)  for a matter relating exclusively to departing domestic passengers or outbound 

domestic baggage—the hour that, on average for each day in the financial year, has 

the highest number of departing domestic passengers; and 

(c)  in any other case—the hour that, on average for each day in the financial year, 

has the highest total number of domestic passenger movements (including both 

arriving and departing domestic passengers). 

“international peak hour” means: 

(a)  for a matter relating exclusively to arriving international passengers or inbound 

international baggage—the hour that, on average for each day in the financial year, 

has the highest number of arriving international passengers; and 

(b)  for a matter relating exclusively to departing international passengers or 

outbound international baggage—the hour that, on average for each day in the 

financial year, has the highest number of departing international passengers; and 

(c)  in any other case—the hour that, on average for each day in the financial year, 

has the highest total number of international passenger movements (including both 

arriving and departing international passengers). 

“off-peak hours” means hours other than the applicable peak hours relating to 

that matter. 

 “passenger-related services and facilities” means the aspects of airport services 

and facilities mentioned in regulation 8.01A, table Part 1-Passenger related 

services and facilities, Airports Regulations 1997. 

“priority seat” means a seat dedicated for people with disability and other people 

in need of special assistance (for example, the ageing). 
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Part 2 -- Table 

Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

1A Airport access 

facilities (taxi 

facilities, kerbside 

pick-up and drop-off) 

1A.1 Total area (international and domestic) on 30 

June in the financial year at terminal kerbside for 

passenger pick-up and drop-off for each of the 

following types of landside transport operators:  

- rideshare services 

- taxis 

- limousines / chauffeur services 

- public buses 

- shuttle buses for off-airport parking services 

- other private buses 

measured in terms of the number of standard car park 

spaces and divided into 

- domestic terminal drop-off 

- domestic terminal pick-up 

- international terminal drop-off 

- international terminal pick-up. 

1A.2 Total area (international and domestic) on 30 

June in the financial year at terminal kerbside and at 

designated waiting areas for passenger pick-up and 

drop-off provided to the public at no charge measured 

in terms of the number of standard car park spaces. 

1A.3 Total area on 30 June in the financial year at 

terminal kerbside for disabled (accessible) parking, 

measured in terms of the number of standard car park 

spaces, at 

- domestic terminals 

- international terminals 

1A.4 For each of the landside transport modes listed 

in 1A.1, the average number of vehicles which visited 

the airport during: 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- airport peak hour 

- off-peak hours 

1A.5 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  

1 Car parking service 

facilities 

1.1 Number of car parking spaces available to the 

public in the vicinity of the airport (including disabled 

parking) on 30 June in the financial year, divided into 

- disabled (accessible) parking 

- other parking 

1.2 Distance (in metres) between the nearest public 

car park and the terminal entrance nearest to that car 

park on 30 June in the financial year 

1.3 Number of days the car park was open during the 

financial year 

1.4 Number of vehicles that used the car park in the 

financial year, divided into: 

- at-terminal car parks servicing domestic 

terminals 

- at-terminal car parks servicing international 

terminals 

- at-distance car parks  

1.5 The average utilisation rate (expressed as a 

percentage of car park spaces used), in car parking 

peak hours, and off-peak hours, in the financial year, 

for each of the:  

- at-terminal car parks servicing domestic 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

terminals 

- at-terminal car parks servicing international 

terminals 

- at-distance car parks  

1.6 The top-5 highest daily utilisation rates reached 

during the financial year (including the time and dates 

on which this occurred) for each of the:  

- at-terminal car parks servicing domestic 

terminals 

- at-terminal car parks servicing international 

terminals 

- at-distance car parks  

2 Baggage trolleys 2.1 Average number of passengers for each baggage 

trolley during airport peak hour in the financial year 

2.2 Number of baggage trolleys on 30 June in the 

financial year 

3 Check-in services and 

facilities 

3.1 Number of staffed (not self-service) check-in 

desks on 30 June in the financial year, in:  

- domestic terminals 

- international terminals 

3.2 Number of self-service bag-drop facilities on 

30 June in the financial year, in 

- domestic terminals 

- international terminals 

3.3 Number of spaces provided for self-service check-

in kiosk facilities on 30 June in the financial year in: 

- domestic terminals 

- international terminals 

3.5 Total number of any unplanned interruptions to 

common-user check-in desks or associated common-
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

user IT systems in the financial year in: 

- domestic terminals 

- international terminals 

3.6 Total number of hours of unplanned interruptions 

to common user check-in desks and associated 

common-user IT systems in the financial year in: 

- domestic terminals 

- international terminals 

3.7 Total area (in square metres) on 30 June in the 

financial year provided for check-in services and 

facilities in:   

- domestic terminals 

- international terminals 

4 Security inspection 4.1 Number of departing passengers for each passenger 
security clearance system in the financial year, during  

- domestic peak hour in domestic terminals 

- international peak hour in international 

terminals 

4.2 Number of passenger security clearance systems, 

including equipment required to process passengers 

and baggage, in use on 30 June in the financial year 

in: 

- domestic terminals 

- international terminals 

4.3 Average number of people screened in the 

financial year by passenger security clearance systems 

in:   

- domestic terminals during domestic peak hour  

- international terminals during international 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

peak hour 

4.4 Average number of passenger security clearance 

systems in use in the financial year in:  

- domestic terminals during domestic peak hour  

- international terminals during international 

peak hour 

4.5 Total number of staff hours dedicated to passenger 

security clearance systems (being the number of staff 

assigned to this duty multiplied by the total annual 

duration of their shifts) across the financial year in: 

- domestic terminals 

- international terminals 

4.6 Average number of staff working at passenger 

security clearance systems in: 

- domestic terminals during domestic peak hour  

- international terminals during international 

peak hour 

in the financial year 

4.7 The lowest number of staff working at passenger 

security clearance systems on any one occasion in the 

financial year in: 

- domestic terminals during domestic peak hour  

- international terminals during international 

peak hour 

4.8 Percentage of staff working at passenger security 

clearance systems that have undergone training in the 

financial year regarding procedures on assisting 

people with disability. 

4.9 Total number of unplanned interruptions to the 

passenger security clearance systems in: 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- domestic terminals 

- international terminals 

4.10 Total number of hours of unplanned interruptions 

to the passenger security clearance systems in the 

financial year in: 

- domestic terminals 

- international terminals 

4.11 Average duration (expressed in minutes) a 

person waited in the queue to be screened by the 

passenger security clearance systems, in the financial 

year in: 

- domestic terminals during domestic peak hour 

- domestic terminals during off-peak hours 

- international terminals during international 

peak hour 

- international terminals during off-peak hours 

4.12 The duration (expressed in minutes) of the 5 

longest average wait times people spent in the queue 

to be screened by the passenger security clearance 

systems in the financial year for the: 

- domestic terminal  

- international terminal 

4.13 Number of instances in the financial year that the 

average time people spent in the queue to be screened 

by the passenger security clearance systems exceeded 

15 minutes in: 

- domestic terminals in domestic peak hour 

- domestic terminals in off-peak hours 

- international terminals in international peak 

hour 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- international terminals in off-peak hours 

4.14 Total area (in square metres) on 30 June in the 

financial year provided for passenger security 

clearance systems in: 

- domestic terminals 

- international terminals 

5 Outbound baggage 

system 

5.1 Average number of bags handled in the financial 

year by the: 

- domestic outbound baggage system during 

domestic peak hour 

- international outbound baggage system during 

international peak hour 

5.2 Total number of bags handled in the financial year 

by the: 

- domestic outbound baggage handling 

equipment 

- international outbound baggage handling 

equipment 

5.3 Total number of hours in use in the financial year 

for each of the: 

- domestic outbound baggage handling 

equipment  

- international outbound baggage handling 

equipment 

5.4 Capacity (in bags per hour) on 30 June in the 

financial year, of: 

- domestic outbound baggage handling 

equipment 

- international outbound baggage handling 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

equipment 

5.6 Total number of unplanned interruptions in the 

financial year to each of the: 

- domestic outbound baggage system 

- international outbound baggage system  

5.7 Total number of hours of unplanned interruptions 

in the financial year to each of the: 

- domestic outbound baggage system  

- international outbound baggage system  

6 Inbound baggage 

make-up, handling 

and reclaiming 

services and facilities 

6.1 Total number of bags in the financial year handled 

by the:  

- domestic inbound baggage handling 

equipment  

- international inbound baggage handling 

equipment  

6.2 Total number of hours in use during the financial 

year for each of the: 

- domestic inbound baggage handling 

equipment  

- international inbound baggage handling 

equipment   

6.3 Capacity (in bags per hour) on 30 June in the 

financial year for each of the: 

- domestic inbound baggage handling 

equipment 

- international inbound baggage handling 

equipment  

6.4 Capacity on 30 June in the financial year for each 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

of the: 

- domestic inbound baggage reclaim system 

- international inbound baggage reclaim system  

6.5 Average number of bags in the financial year 

handled by each of the: 

- domestic inbound baggage system during 

domestic peak hour  

- international inbound baggage system during 

international peak hour 

6.6 Total number of unplanned interruptions in the 

financial year to each of the: 

- domestic inbound baggage system 

- international inbound baggage system 

6.7 Total number of hours of unplanned interruptions 

in the financial year to each of the: 

- domestic inbound baggage system 

- international inbound baggage system 

6.8 Total area (in square metres) on 30 June in the 

financial year provided for: 

- domestic inbound baggage reclaim 

- international inbound baggage reclaim 

6.9 Number of baggage reclaim facilities (carousels) 

in use on 30 June in the financial year in: 

- domestic terminals 

- international terminals 

7 Facilities to enable 

the processing of 

passengers through 

7.1 Average number of arriving international 

passengers during international peak hour in the 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

customs, immigration, 

and quarantine 

financial year 

7.2 Number of staffed (not self-service) inbound 

Immigration desks on 30 June in the financial year 

7.3 Number of baggage inspection desks on 30 June 

in the financial year 

7.4 Number of staffed (not self-service) outbound 

Immigration desks on 30 June in the financial year 

7.5 Number of self-service inbound immigration 

desks on 30 June in the financial year 

7.6 Number of self-service outbound immigration 

desks on 30 June in the financial year 

7.7 Total area (in square metres) provided for inbound 

passenger customs, immigration and quarantine areas 

on 30 June in the financial year 

7.8 Total area (in square metres) provided for 

outbound passenger customs, immigration and 

quarantine areas on 30 June in the financial year 

8 Flight information, 

general signage, and 

public-address 

systems 

8.1 Average number of domestic passengers during 

domestic peak hour in the financial year, divided into 

- arriving passengers 

- departing passengers  

8.2 Number of flight information display screens, on 

30 June in the financial year, provided in: 

- domestic terminals 

- international terminals 

8.3 Number of information points, on 30 June in the 

financial year, provided in: 

- domestic terminals 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- international terminals 

8.4 Total number of unplanned interruptions to flight 

information display screens in the financial year in:  

- domestic terminals 

- international terminals 

8.5 Total number of hours of unplanned interruptions 

to flight information display screens in the financial 

year in: 

- domestic terminals 

- international terminals 

8.6 Percentage of public areas (percentage of square 

metres) where hearing augmentation (hearing loops or 

equivalent) is provided on 30 June in the financial 

year, in: 

- domestic terminals 

- international terminals 

8A Public areas in 

terminals and public 

amenities (washrooms 

and garbage bins), 

lifts, escalators and 

moving walkways 

8A.1 Number of washrooms on 30 June in the 

financial year provided in: 

- domestic terminals 

- international terminals 

8A.2 Number of individual toilets (cubicles and 

urinals) in domestic terminals on 30 June in the 

financial year separated into: 

- male, female and unisex 

- wheelchair-accessible toilets  

8A.3 Number of individual toilets (cubicles and 

urinals) in international terminals on 30 June in the 

financial year separated into: 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- male, female and unisex 

- wheelchair-accessible toilets 

8A.4 Total number of cleans of washrooms in the 

financial year separated into:  

- domestic terminals 

- international terminals 

8A.5 Total number of toilet outages, in the financial 

year separated into: 

- domestic terminals 

- international terminals 

8A.6 Total number of complaints about the 

cleanliness of toilets in the financial year separated 

into: 

- domestic terminals 

- international terminals 

8A.7 Total area (in square metres) on 30 June in the 

financial year provided for washrooms separated into: 

- domestic terminals 

- international terminals 

8A.8 Number of complaints about disability 

discrimination or from people with disability in the 

financial year related to passenger-related services 

and facilities, excluding those from employees or 

contractors of the airport-operator. 

8A.9 Number of lifts on 30 June in the financial year 

in: 

- domestic terminals 



 

 

 

  40 

 

 

 

Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- international terminals 

8A.10 Total number of unplanned interruptions to lifts 

in the financial year in:  

- domestic terminals 

- international terminals 

8A.11 Total number of hours of unplanned 

interruptions to lifts in the financial year in: 

- domestic terminals 

- international terminals 

8A.12 Number of moving walkways on 30 June in the 

financial year in: 

- domestic terminals 

- international terminals 

8A.13 Total number of unplanned interruptions to 

moving walkways in the financial year in:  

- domestic terminals 

- international terminals 

8A.14 Total number of hours of unplanned 

interruptions to moving walkways in the financial 

year in: 

- domestic terminals 

- international terminals 

9 Gate lounges and 

seating other than in 

gate lounges 

9.1 Average number of departing international 

passengers during international peak hour in the 

financial year  

9.2 Number of gate lounges on 30 June in the 

financial year, divided into: 



 

 

 

  41 

 

 

 

Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- domestic gate lounges 

- international gate lounges 

9.3 Number of seats on 30 June in the financial year 

provided for: 

- domestic gate lounges  

- international gate lounges 

9.4 Total area (in square metres) on 30 June in the 

financial year provided for: 

- domestic gate lounges  

- international gate lounges 

9.5 Number of airport-operator-managed gate lounges 

on 30 June in the financial year: 

- domestic gate lounges  

- international gate lounges 

9.6 Number of seats in airport-operator-managed gate 

lounges on 30 June in the financial year provided for: 

- domestic gate lounges  

- international gate lounges 

9.7 Number of seats in airport-operator-managed 

waiting areas (other than in gate lounges) on 30 June 

in the financial year in: 

- domestic terminals 

- international terminals 

9.8 Number of priority seats in airport-operator-

managed gate lounges on 30 June in the financial year 

in: 

- domestic terminals 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

- international terminals 

9A Power to terminal 9A.1 Total number of unplanned interruptions to the 

supply of power in the financial year in: 

- domestic terminals  

- international terminals 

9A.2 Total number of hours of unplanned 

interruptions to the supply of power in the financial 

year in:  

- domestic terminals  

- international terminals  

9A.3 Duration (expressed in hours) of each of the 

5 longest unplanned interruptions to the supply of 

power in the financial year to: 

- domestic terminals  

- international terminals  

9AA Power to aircraft 9AA.1 Total number of unplanned interruptions to an 

individual fixed electrical ground power connection in 

the financial year 

9AA.2 Total number of hours in the financial year 

that an individual fixed electrical ground power 

connection was out of commission due to unplanned 

interruptions 

9AA.3 Total number of individual fixed electrical 

ground power connections in the financial year 

10 Aerobridge usage 10.1 Number of passengers who used aerobridges for 

embarkation in the financial year, divided into: 

- domestic passengers 

- international passengers 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

10.2 Total number of passengers who embarked in the 

financial year, divided into: 

- domestic passengers 

- international passengers 

10.3 Number of passengers who used aerobridges for 

disembarkation in the financial year, divided into: 

- domestic passengers 

- international passengers 

10.4 Total number of passengers who disembarked in 

the financial year, divided into: 

- domestic passengers 

- international passengers 

10.5 Number of aerobridges available for use on 

30 June in the financial year, at: 

- domestic terminals  

- international terminals  

10.11 Total number of instances in the financial year 

where a suitable aerobridge for a domestic flight was 

not made available to an airline within:  

a. 15 minutes;  

b. 30 minutes; and 

c. 1 hour  

 

of the time the airline requested that an aerobridge be 

available for a domestic flight. 

10.12  Total number of instances in the financial year 

where a suitable aerobridge for an international flight 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

was not made available to an airline within:  

a. 15 minutes;  

b. 30 minutes; 

c. 1 hour  

 

of the time the airline requested that an aerobridge be 

available for an international flight.  

10.13 Total number of unplanned interruptions in 

aircraft docking guidance systems in the financial 

year 

10.14 Total number of hours of unplanned 

interruptions in aircraft docking guidance systems in 

the financial year 

10.15 Duration of the 5 longest times in the financial 

year of unplanned interruptions in aircraft docking 

guidance systems in the financial year 

10A Runways, taxiways 

and aprons 

10A.1 Total area of aprons available (in square 

metres) on 30 June in the financial year 

10A.2 Total area of runways (in square metres) on 

30 June in the financial year 

10A.3 Number of runways on 30 June in the financial 

year 

10A.4 Capacity of the airport’s runways in the 

financial year in terms of: 

- total annual aircraft movements  

- maximum number of aircraft movements 

during a single hour  

10A.5 Total number of times that a runway was 

unavailable in the financial year due to unplanned 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

interruptions the airport was responsible for 

remedying. 

10A.6 Total number of hours that a runway was 

unavailable in the financial year due to unplanned 

interruptions the airport was responsible for 

remedying. 

10A.7 Total number of times that a taxiway or apron 

was unavailable in the financial year due to unplanned 

interruptions the airport was responsible for 

remedying. 

10A.8 Total number of hours that a taxiway or apron 

was unavailable in the financial year due to unplanned 

interruptions the airport was responsible for 

remedying. 

10A.9 Total number of incidents of foreign-object 

debris in the financial year 

10A.10 Total number of flight movements in the 

financial year which due to foreign-object debris 

were: 

- delayed by more than 15 minutes 

- cancelled 

10A.11 Average time (in minutes) taken for an 

airplane to taxi from touchdown to chocks on at gate 

or stand for domestic flights in: 

- airport peak hour 

- off-peak hours 

10A.12 Average time (in minutes) taken for an 

airplane to taxi from chocs off to the runway for 

international flights in: 

- airport peak hour 

- off-peak hours 

10A.13 Total aircraft movements in the financial year. 



 

 

 

  46 

 

 

 

Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

10AA Stands, stairs and 

bussing of passengers 

10AA.1 Total number of instances in the financial 

year where a suitable stand was not made available to 

an airline within:  

a. 15 minutes;  

b. 30 minutes; and 

c. 1 hour  

 

of the time the airline requested a stand be available 

for a flight, divided into services for: 

- domestic flights 

- international flights 

10AA.2 Total number of instances in the financial 

year where a suitable stair was not made available to 

an airline within:  

a. 15 minutes;  

b. 30 minutes; 

c. 1 hour  

 

of the time the airline requested a stair be available for 

a flight, divided into services for: 

- domestic flights 

- international flights 

 

10AA.3 Total number of instances in the financial 

year where a suitable bussing of passengers was not 

made available to an airline within:  

a. 15 minutes;  

b. 30 minutes; 

c. 1 hour  
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

of the time the airline requested that bussing of 

passengers be available for a flight, divided into 

services for: 

- domestic flights 

- international flights 

11 Aircraft parking 

facilities and bays 

11.1 Number of aircraft parking bays on 30 June in 

the financial year 

11.2 Total area of aircraft parking bays available (in 

square metres) on 30 June in the financial year 

Total number of instances in the financial year where 

a suitable aircraft parking bay was not made available 

to an airline within:  

a. 15 minutes;  

b. 30 minutes; 

c. 1 hour  

of the time the airline requested it be available for a 

flight. 

12 Aircraft refuelling 12.1 Number of fuel suppliers approved to access the 

Joint User Hydrant Installation on 30 June of the 

financial year. 

13 Facilities for airline 

staff 

13.1 Total area (in square metres) provided by the 

airport operator for airline crew rooms and airline 

operations centres on 30 June in the financial year:  

13.2 Total number of unplanned interruptions in the 

financial year to the airline communication system the 

airport provides airlines.  

13.3 Total number of hours of unplanned interruptions 

in the financial year to the airline communication 
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Item Aspects of airport 

services and facilities 

to which records are 

relevant 

Matters about which airport-operator companies must 

keep records 

system the airport provides airlines. 

13.4 Number of airlines operating at the airport in the 

financial year separated into: 

- airlines using domestic terminals  

- airlines using international terminals 

14 Ground handling 

services and facilities 

14.1 Total area (in square metres) provided by the 

airport operator for ground handling equipment 

storage on 30 June in the financial year 

14.2 Number of ground handling operators operating 

at the airport on 30 June 
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Endnotes 
 

i ACCC, Airport monitoring report 2020-21, May 2022, p134, available at https://www.accc.gov.au/publications/airport-
monitoring-reports/airport-monitoring-report-2020-21.  
ii As above, pp5 and 6. 
iii Australian Government, Australian Government Response to the Productivity Commission Inquiry into the Economic 
Regulation of Airports, 11 December 2019, p11, available at https://treasury.gov.au/publication/p2019-41706.   
iv PC, Recommendation 9.5, Economic Regulation of Airports, Productivity Commission Inquiry Report No.92, 21 June 2019, 
p42, available at https://www.pc.gov.au/inquiries/completed/airports-2019/report. The Department delayed responding to the 
PC’s recommendation due to the COVID pandemic.    
v 1. The Department of Infrastructure is the principal entity supporting the remaking of the regulations. It would instruct the 
Australian Government Office of Parliamentary Counsel on any amendments to the regulations. 2. We have not sought to 
define all terms, such as ‘ride share’. We recommend terms be defined in light of common usage, industry practice and use of 
terms in other Australian Government legislation (such as the term ‘screening’ used in the Aviation Transport Security Act 
2004).  
vi PC, Economic Regulation of Airports, Productivity Commission Inquiry Report No.92, 21 June 2019, p23; and ACCC, Airports 
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