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Sent via email: airport.group@accc.gov.au 

Dear Mr Salisbury 

Re: ACCC Review of Quality of Service Monitoring 

Introduction 

Sydney Airport welcomes the opportunity to comment on the ACCC‟s discussion 

paper dated March 2013.   

We are a member of the Australian Airports Association and we also endorse 

and support the submissions made by this Association in relation to the 

discussion paper. 

As Sydney Airport has previously noted, it has significant concerns that the 

airline and border agency surveys and the „objective‟ quality of service criteria 

can give unreliable and misleading results, which are frequently counter to the 

underlying passenger experience as a passenger.  The proposed cessation of 

the border agency surveys reflects this experience, and is a welcome proposal. 

On the other hand, the airport is concerned that the ACCC‟s proposals don‟t 

address a key fundamental difficulty. The monitoring regime is attempting to 

isolate the performance and contribution of the airport amongst the many service 

providers in the provision of a complex and dynamic service that is jointly 

provided by multiple interdependent parties. 

We are concerned that the proposals increase the scope for unreliable and 

misleading results by: 

 Increasing the scope of the monitoring to include ground access – an activity 

in which there are many service providers and in which the airports have 

only minor influence 

 Adding surveys of ground handlers, with whom airlines and not airports have 

a direct and contractual relationship with in the provision of services 

 Adding additional static „objective‟ indicators that will have limited meaning 

out of context and will quickly become less relevant as the industry changes. 

Just as the introduction of new internet and self-service check-in 

technologies have reduced the relevance of statistics around the number of 

traditional check-in counters, the expansion of internet check-in is expected 

to make both traditional and self-service check-in less relevant over time 
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Sydney Airport sees a role for continued monitoring.  There is a range of useful 

information that can be obtained through ongoing monitoring, provided the 

information gathered is reliable and relevant.  We are keen to continue to work 

with the ACCC to achieve this outcome. 

Proposed consultation with ground handling service providers, and 

additional information on ground access 

It is implied in the ACCC‟s proposal that the basis for the intended consultation 

and additional objective information is the perceived incentive for airports to limit 

airport access for access providers competing with the airports‟ car parks: 

“Given that landside access is critical for alternative travel options that 

compete directly with the airport operators‟ on-airport car parking 

services, the ACCC also reports on airport access as it is complementary 

to the ACCC formal price monitoring role for car parking services.  

Moreover the provision of these services relates directly to the 

movements of passengers and is an essential aspect of the ACCC 

monitoring function. 

The ACCC therefore will continue to seek input from airport users on the 

issue of airport access and facilities.” 

Sydney Airport submits that the proposed additional measures and surveys are 

misconceived and represent: 

 A misunderstanding of the objectives of the airports 

 An overestimation of the airports‟ role in overall ground access provision, 

and its market power 

 A selection of measures which will not be able to be meaningfully interpreted 

whilst providing substantial opportunity for misinterpretation 

Airport objectives 

Fewer than 10% of Sydney Airport‟s passengers choose to pay for car parking.  

The remaining 90% choose from a variety of alternative modes of access 

including free drop-off/pick-up (the most common transport mode), taxi, hire car, 

rental car, public bus, coach, courtesy bus, off-airport car parks, rail, motorcycle, 

bicycle and by foot. Like most airports, Sydney Airport strives to provide value 

and choice for all its passengers.  It clearly would be against the airport‟s 

broader interests to discourage 90% of its passengers from using the airport. 

Accordingly, Sydney Airport has for several years both invested in infrastructure 

for all transport modes and taken a leading role in advocating for more public 

transport to the airport. 

  



Ground access provision – the overall picture 

The factors that are relevant to a passenger‟s decision as to their mode of 

transport include: 

 Price of the service.  The majority of passengers do not pay a ground access 

charge. A station access fee is levied by the train operator (not Sydney 

Airport) equivalent to almost 80% of the rail cost to the CBD. Sydney 

Airport‟s ground access charge on taxis is typically less than 10% of the total 

journey cost. 

 Convenience of the service.  All access modes are located within [200m] of 

the terminal entrances (with most access modes significantly closer) 

 Availability of the service.  Whilst the airport provides sufficient capacity to 

meet peak hour demand (with one consequence of insufficient capacity for 

any vehicle being disruption for all vehicles entering the precinct), the 

availability is also affected by: 

o Customer behaviour and preference for different modes of transport, 

taking into account considerations such as the purpose and duration 

of the trip, the number of passengers travelling together and the 

accessibility of public transport to their home or work 

 

o The provision of public buses and trains by the state governments.  

Sydney Airport continues to publicly advocate for additional public 

bus services to the airport which is currently limited by contractual 

provisions in the concession agreement with Airport Rail Link (which 

is independent of Sydney Airport) 

 

o The availability of taxis, particularly reflecting the number of licence 

plates, the available drivers and the weather 

 

o The capacity of the road and rail infrastructure outside the airport 

boundary.  In the case of Sydney Airport, inadequate road 

infrastructure for non-airport traffic to/from the CBD and Port Botany 

causes significant congestion on the airport roads, and is a key factor 

in passenger dissatisfaction 

In this context, Sydney Airport has relatively little influence over the travel choice 

of the airport users, and non-trivial pricing power over only one mode of 

transport. 

Passengers are the best-informed group of people to assess price, convenience 

and availability.    It is unlikely the ground access providers will produce any 

further measurable or reliable insights as they relate to Sydney Airport‟s 

performance.  In addition, the access providers‟ interests conflict with those of 

passengers in a number of areas – for example, whilst passengers would prefer 



a queue of taxis waiting to pick them up, taxi drivers would prefer a queue of 

passengers waiting for them. 

Selection of measures 

Sydney Airport fails to understand how the ACCC or readers of the Monitoring 

Reports could meaningfully interpret objective measures, such as kerbside 

metres, to assess adequacy.  Whilst benchmarks might appear attractive, the 

airports are materially different in passenger mix, peak profile and land areas.  

Time-series analyses are also problematic given the step-change nature of 

investments in landside access. 

Likewise, how the surveys of ground access providers could provide additional 

information pertinent to the decisions of passengers that isn‟t already provided in 

the passenger surveys is also uncertain.  As with the surveys of airlines, Sydney 

Airport is concerned that these surveys would be prone to self-selection bias, 

conflict of interest and statistical limitations due to small sample sizes. 

Sydney Airport recommends that the ACCC drop the proposal to survey ground 

access providers, and that the ACCC work with each of the airports to get a 

good understanding of the ground transport context in order to determine which 

objective measures for ground transport would provide useful information about 

the airports‟ conduct. 

Proposed consultation with ground handling service providers 

Sydney Airport disagrees with the characterisation that “these [ground handling] 

operators rely on access to the airport and have a direct and ongoing 

commercial relationship with the airport operator.”  In general, a more 

appropriate characterisation would be that airlines and not airports have a 

commercial relationship with the ground handling operators.  In particular: 

 Airlines, not ground handling operators, contract with the airport for the 

provision of the relevant infrastructure (including check-in and boarding 

facilities, and baggage systems)  

 Airlines, not ground handling operators, are members of the investment 

consultative forum which decides upon investments and expansion of the 

relevant infrastructure  

 Airlines, not ground handling operators, are consulted to determine 

appropriate allocations of facilities between the airlines, to meet as far as 

possible their individual preferences within the context of the demand profile 

 Airlines, not airports, contract with the ground handling operators for ground 

handling services.  Airports are not involved in these negotiations, and have 

historically had no role in promoting or restricting competition in the ground 

handling industry 



The relationship between the airport and the ground handling operators is 

almost entirely operational rather than commercial, with the exception of minor 

ancillary commercial arrangements (for example, office space provided to the 

ground handling operators).  Given the airlines‟ perspective on all these items is 

already covered by the airline surveys, it is unlikely the surveys of ground 

handling agents will produce any further measurable or reliable insights as they 

relate to Sydney Airport‟s performance.  Surveys of ground handling agents 

would be further limited by their lack of involvement in the commercial 

negotiations between the airlines and the airport. 

If the ACCC decides to conduct surveys of the ground handling agents, Sydney 

Airport would request that the surveys be designed to reflect their direct 

relationship with the airlines and indirect relationship with the airports. 

Should you require any further information or have any queries, please do not 

hesitate to contact Luke Kameron on 02 9667 6400 or 

luke.kameron@syd.com.au. 

Yours sincerely 

 

 

Kerrie Mather 
Chief Executive Officer 
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