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EMIRATES 

1. INTRODUCTION AND PURPOSE OF SUPPLEMENTARY SUBMISSION 

Emirates and Qantas Airways Limited (Qantas) (together the Applicants) on 7 September 2012 
lodged an application to the Australian Competition and Consumer Commission (Commission) 
seeking both interim and final authorisation to allow the Applicants to coordinate their operations 
(Proposed Conduct) pursuant to a Master Coordination Agreement executed by the Applicants on 6 
September 2012 (Coordination Agreement). 

The purpose of this Supplementary Submission is to provide further information to the Commission 
in support of the Applicants' joint application for a limited interim authorisation, following the 
matters arising from discussions with the Commission on 7 and 19 September 2012, as well as in 
response to the Commission's request for information dated 14 September 2012 (Information 
Request).1 

Emirates notes that Qantas has separately provided a response to the Information Request (Qantas 
Response).2  Where relevant, this Supplementary Submission provides additional information, from 
Emirates' perspective, that supplements the Qantas Response. 

2. EXECUTIVE SUMMARY  

2.1 Substantial body of work required to fully implement the Proposed Conduct  

As outlined in the Applicants' Submission lodged on 7 September 2012 (Submission)3, and the 
Qantas Response, the Applicants need to undertake a very significant body of work in order to fully 
implement the Proposed Conduct from 31 March 2013.  Under the Proposed Conduct the Applicants 
will offer seamless connectivity for customers travelling to over 70 destinations on Emirates' 
international network and to over 50 Qantas Australian destinations and its Asian and New Zealand 
networks.  This is an extremely substantial undertaking given that Emirates is one of the world's 
largest carriers (serving over 120 destinations globally).   

Prior to implementing the Proposed Conduct, the Applicants will need to: 

(a) communicate and share information to assess and plan the most effective and efficient way 
to implement the Proposed Conduct (Stage 1); and 

(b) negotiate and enter into agreements relating to the services and activities to be coordinated 
(Stage 2).   

Due to the significant lead times in the airline industry associated with implementing the Proposed 
Conduct, the Applicants need to commence various planning and negotiation aspects of the Proposed 
Conduct prior to implementation, including discussion and sharing of information in relation to 
airport slots and routes (including passenger traffic flow data) and the development of aligned 
pricing methodology and strategies.  Carrying out these preparatory arrangements will enable 
Australian consumers to immediately access the full range of public benefits generated by the 
Proposed Conduct from day one, on 31 March 2013. 

                                                      
1 This Supplementary Submission responds to the Information Request at section 4. 
2 Qantas letter to the ACCC, Applications for Authorisation A91332 and A91333, Request for Limited Interim Authorisation – Additional Information, 

24 September 2012. 
3 Please refer to pages 58-59 of the Public Version of the Applicant's submission of 7 September 2012. 
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2.2 Interim authorisation is necessary 

Interim authorisation will materially facilitate the Applicants' ability to engage in certain conduct 
which, without the Commission's authorisation, may in certain aspects not be permitted under the 
Competition and Consumer Act 2010 (Cth) (CCA).   

Many areas of the preparatory conduct, which must be carried out well before the Proposed Conduct 
is implemented,4 involve the Applicants sharing information where aspects of such information may 
potentially be considered commercially sensitive to either Applicant.  The limited interim 
authorisation will therefore enable the Applicants to implement the full extent of the Proposed 
Conduct from the first day of implementation on 31 March 2013, to ensure the full range of public 
benefits generated by the Proposed Conduct is delivered to Australian consumers in a timely manner. 

For the reasons set out below, Emirates submits that the application for limited interim authorisation 
satisfies the Commission's criteria and accordingly should be granted. 

2.3 Consistency with overseas regulatory approval processes 

The Applicants have also applied for authorisation of the Proposed Conduct by the New Zealand 
Ministry of Transport (NZ MOT) and will shortly do so with the Competition Commission of 
Singapore (CCS).  Under the relevant laws of New Zealand5 and Singapore,6 the Applicants are 
already able to take preparatory steps, short of actual implementation, for which limited interim 
authorisation is being sought from the Commission.   

In other overseas jurisdictions, such as the United Kingdom and the European Union, cooperative 
airline arrangements are subject to a competition self-assessment (although the Applicants have 
advised the UK Office of Fair Trading and the European Commission). 

Accordingly, the Commission's approval of the limited interim authorisation sought by the 
Applicants will ensure an internationally consistent regulatory process for the competitive 
assessment of the Proposed Conduct.  It will also ensure that the Applicants are able to deliver the 
full range of public benefits arising from the Proposed Conduct on the first day the Proposed 
Conduct is given effect. 

3. THE ACCC'S INTERIM AUTHORISATION CRITERIA IS SATISFIED – INTERIM 
AUTHORISATION SHOULD BE GRANTED 

3.1 Criteria for assessing interim authorisation applications 

The Commission has indicated that in assessing whether interim authorisation should be granted it 
will consider the following key factors:  

(a) the degree to which the arrangements appear to be anticompetitive; 

(b) the extent to which interim authorisation will impact the relevant market, including whether 
the conduct may be unwound if the final authorisation is ultimately not granted; 

(c) the level of urgency of the request; 

(d) the possible harm to the applicant(s) if the request for interim authorisation is denied; 

                                                      
4 Ibid. 
5 Civil Aviation Act 1990 (NZ), section 91. 
6 Competition Act – Chapter 50B (Singapore), section 44.   
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(e) the possible harm to other parties (such as customers or competitors) if the request for 
interim authorisation is granted or denied; and 

(f) any other possible benefits or detriments to the public. 

Emirates submits that, for the reasons that follow, the Applicants' application for a limited interim 
authorisation to make preparations for implementation of the Proposed Conduct (but not actually 
implementing the Proposed Conduct) satisfies the Commission's criteria and accordingly interim 
authorisation should be granted. 

3.2 The staged approach to implementing the Proposed Conduct has no anti-competitive effects 

The Applicants are seeking interim authorisation to plan and negotiate various aspects of the 
Proposed Conduct.  This staged approach will enable the Applicants to jointly develop the 
groundwork necessary to ensure that Proposed Conduct – and the full range of public benefits it will 
deliver – can be seamlessly given effect to from 31 March 2013.  This staged approach, in the form 
of a limited interim authorisation, does not authorise the Applicants to give effect to or implement 
the Proposed Conduct until and unless final authorisation is granted by the Commission.  

As the Applicants are seeking authorisation on an interim basis for conduct that is limited in scope 
and does not include implementation, there will be a negligible, if any, adverse effect on competitive 
dynamics of the market and negligible, if any, detriment to the Australian public or other parties.   

3.3 Interim authorisation for a staged approach to implementation will not have an adverse 
impact on competition in any market, and the conduct can be unwound 

As the interim authorisation is sought to allow communication and sharing of information between 
the Applicants to facilitate planning, negotiations and the joint development of systems and 
methodologies – but not actual implementation – it will not change the current dynamics of the 
industry.   

Importantly, as no aspect of the Proposed Conduct will be implemented or given effect under the 
limited interim authorisation pending final authorisation by the Commission, there will be no lasting 
impact on any relevant market and no difficulty in returning the relevant market to its state prior to 
the limited interim authorisation being granted.  Indeed, the preparatory conduct for which the 
Applicants seek limited interim authorisation will not involve the implementation of, or giving effect 
to, any aspect of the Proposed Conduct.  The preparatory conduct will be limited to Stage 1 and 
Stage 2, but not Stage 3 of the Proposed Conduct.7 

If on one view it were to be argued that the preparatory conduct limited to Stages 1 and 2 could be 
engaged in by the Applicants without the limited interim authorisation, Emirates submits that in such 
circumstances the granting of an interim authorisation would not result in any anticompetitive harm 
and would produce benefits in terms of providing regulatory certainty for the Applicants. 

In the Qantas Response, Qantas notes the confidentiality protocols that are proposed to be put in 
place.  Accordingly, given these arrangements, any commercially sensitive data will not be used 
while it is current, and there will be no need to 'unwind' or 'unlearn' such information in 
circumstances where it is shared between the Applicants under the limited interim authorisation, 
even if final authorisation were not ultimately granted by the Commission. 

                                                      
7 Please refer to page 58 of the Public Version of the Applicant's submission of 7 September 2012. 
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3.4 Interim authorisation is essential to accommodate the significant lead times in implementing 
the Proposed Conduct 

There are significant lead times associated with implementing the Proposed Conduct, including lead 
times of several months in coordinating flight services, applying for the necessary airport slots and 
obtaining local regulatory approvals in various destinations across the Applicants' combined 
network; developing joint systems and models for inventory, revenue management, pricing and 
ticketing; and preparation of joint marketing campaigns.  The Applicants need to prepare the 
groundwork for all of these matters up to six months in advance of the date the Commission is likely 
to issue its final determination, so that the Applicants can commence joint services from 31 March 
2013. 

A limited interim authorisation will also enable the Applicants to discuss other possible cost savings 
and efficiencies, which will enable the Applicants to make a better assessment of how to maximise 
the benefits of the Proposed Conduct and how to convey those benefits to Australian consumers. 

3.5 Significant harm to Applicants if the request for interim authorisation is denied 

If interim authorisation for a staged approach is not granted, the Applicants will suffer significant 
detriment as they will be exposed to potential risk under the CCA and may be unable to engage in all 
aspects of preparatory work leading up to implementation of the Proposed Conduct.  As a result, the 
Applicants may not be able to overcome the significant lead times required to implement many 
aspects of the Proposed Conduct, unless and until the Commission grants final authorisation.  This 
will delay the implementation of those arrangements by at least six months, defer realisation of the 
substantial public benefits set out in the Applicants' Submission, and involve considerable 
uncertainty for the Applicants as to the timing on which they can deliver the full extent of the public 
benefits outlined in the Submission.  The limited interim authorisation sought by the Applicants will 
address these risks for the Applicants and allow the delivery, in a timely manner, of the full range of 
public benefits to Australian consumers, if the Commission were to grant interim authorisation on 
the strictly limited basis outlined above. 

A delayed implementation, resulting from a refusal by the Commission to grant the interim 
authorisation, will result in a number of adverse consequences, including the following:  

 Competitive disadvantage - It will place the Applicants at a significant competitive 
disadvantage, as they will be prevented from offering the full extent of their enhanced 
services from 1 April 2013, while the Applicants' competitors continue to increase capacity 
on competing routes 8  and establishing their market position. 9   Competitors such as 
Singapore Airlines, British Airways and Air Berlin/Etihad Airways have embarked on a 
competitive response following announcement of the Coordination Agreement.10   

 Loss of Emirates' revenue that would otherwise be achieved – It will effectively be 
impossible for the Applicants to commence operating joint services under the Proposed 
Conduct from the start of the IATA Northern Summer scheduling season on 1 April 2013, 
and the Applicants will be delayed by at least another six months (to the start of the Northern 
Winter scheduling season commencing on 27 October 2013).  This will make the launch of 

                                                      
8 For example, on 16 August 2012 Etihad announced plans to increase flights between Brisbane and Abu Dhabi from three times a week to a daily 

service from February 1, 2013.  See "Etihad Airways Boosts Brisbane Flights To Daily", Etihad Press Release, 16 August 2012. 
9 The integrated alliance between Etihad and Virgin Australia is growing in strength and recently Etihad increased its equity stake in Virgin Australia 

from 5% to 10%: "Etihad Airways Increases Stake In Virgin Australia", Etihad Press Release, 2 September 2012. 
10 "Air Berlin and Etihad not frightened by the challenge from Emirates", The Australian, 07 September 2012:  

http://www.theaustralian.com.au/business/aviation/air-berlin-and-etihad-not-frightened-by-the-challenge-from-emirates/story-e6frg95x-
1226466774326; "Singapore Airlines ready to fill in the blanks as Qantas leaves Asia hub", The Australian, 11 September 2012, 
http://www.theaustralian.com.au/business/aviation/singapore-airlines-ready-to-fill-in-the-blanks-as-qantas-leaves-asia-hub/story-e6frg95x-
1226471405700; "BA says it won't kill the kangaroo route" The Australian, 18 September 2012, 
http://www.theaustralian.com.au/business/aviation/ba-says-it-wont-kill-the-kangaroo-route/story-e6frg95x-1226476087724. 
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services less effective and more uncertain and will result in significant revenue loss for both 
Applicants and loss for consumers whose ability to enjoy the benefits of the seamless 
cooperation and expanded network will be delayed.  Emirates will suffer an estimated 
revenue loss of approximately [CONFIDENTIAL – RESTRICTION OF 
PUBLICATION CLAIMED] over 6 months as a result of this delay.  

 Further deterioration of Qantas International – It will delay the implementation of the 
Proposed Conduct following receipt of final authorisation from the Commission, which will 
likely compound the revenue opportunities foregone by the Applicants, thereby further 
deteriorating the financial position of Qantas International.  By 31 March 2013 Qantas will 
cease its current arrangements under the Joint Services Agreement (JSA) with British 
Airways (notice of termination was served in early September 2012).  Also, by 31 March 
2013, Qantas will cease its current codeshare arrangements with Air France (to Paris) and 
Cathay Pacific (to Rome).   

The discontinuation of these arrangements will limit the itineraries that Qantas can offer its 
passengers travelling between Australia and Europe.  If the limited interim authorisation is 
not granted, the Proposed Conduct will not be able to be fully implemented from 31 March 
2013, and Qantas will likely be unable to re-accommodate its existing traffic on Emirates-
operated services to over 30 destinations in Europe.  This may result in a significant loss of 
passengers and revenue for Qantas, and inconvenience Australian passengers travelling to 
European destinations other than London. 

 Delayed enhancements to the combined network – It will delay improvements in 
connectivity, scheduling, capacity and / or frequency of services which will in turn delay the 
Applicant’s ability to offer seamless transport options to customers traveling to and from 
Australia, Europe, the Middle East, Africa, South East Asia and New Zealand.   

 Delayed corporate and government travel benefits – The Applicants will be unable to 
immediately enter long term arrangements with key corporate and government customers 
from 31 March 2013, thereby depriving those customers of the ability to benefit from the 
increased connectivity and enhanced customer offerings resulting from the Proposed 
Conduct. 

 Foregone joint procurement opportunities – The Applicants will miss out on benefits from 
favourable rates with vendors that they could, from 31 March 2013, jointly negotiate in 
conjunction with each other's procurement operations, thereby reducing the costs savings 
that could be passed through to consumers.  For example, the Applicants could commence 
joint negotiations (subject to regulatory approval) with vendors in relation to fuel contracts, 
ground handling agents, providers of chauffeur drive services and crew hotels.  

 Overall delayed delivery of public benefits to Australians – Refusal of interim authorisation 
will cause substantial delays in achieving interoperability between the Applicants' various 
systems (eg. IT, inventory management, yield management, ticketing, pricing), 
harmonisation of Frequent Flyer Program (FFP) reward redemption and earn opportunities, 
achievement of seamless customer service, and also the ability to achieve resultant costs 
savings, from 31 March 2013.  This will prevent the Applicants from realising the value of 
the Proposed Conduct in a timely and efficient manner, and add costs and use resources 
associated with such delays. 

The substantially delayed implementation of the Proposed Conduct resulting from any refusal of the 
interim authorisation will not only harm the Applicants, it will also deprive Australian consumers, 
the Australian tourism and export industries, Australian corporations operating overseas and the 
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broader Australian economy, of benefits which they would otherwise have obtained from 31 March 
2013, as set out in the public benefits section of the Applicants' Submission. 

On the other hand, granting of the limited interim authorisation sought by the Applicants will ensure 
the full extent of the Proposed Conduct is implemented from 31 March 2013 to the benefit of 
Australian passengers, freight and corporate customers, the Australian tourism and export industries, 
and the broader Australian economy. 

3.6 No harm to other parties (customers or competitors) 

In the event interim authorisation is granted but substantive authorisation were not ultimately 
granted, there will be no adverse impact on Australian consumers as the Applicants will not give 
effect to any aspect of the Proposed Conduct, including joint pricing, marketing or selling of fares, 
unless and until final authorisation is granted.  

The interim authorisation will also have no adverse impact on overseas competitive dynamics.  In 
granting the limited interim authorisation being sought by the Applicants, the Commission will be 
acting consistently with overseas regulatory approval processes involving the NZ MOT and the 
CCS.  In New Zealand and Singapore, the Applicants are already able to take preparatory steps in 
relation to the Proposed Conduct, short of actual implementation, for which limited interim 
authorisation is being sought from the Commission. 

4. RESPONSE TO ACCC'S INFORMATION REQUEST 

Emirates acknowledges and agrees with the Qantas Response to the Commission's Information 
Request.  This section 4 sets out additional information, where appropriate, that provides Emirates' 
perspective to supplement the Qantas Response.  To assist the Commission, the headings used in the 
Qantas Response are cross-referenced below. 

1. Details of the negotiations and arrangements each applicant would undertake at the IATA slot 
conference absent interim authorisation 

Emirates agrees with the Qantas Response. 

2. If the ACCC were to grant interim authorisation, how would this impact negotiations and 
arrangements between the Applicants and/or third parties regarding slot allocation at the IATA 
slot conference 

Emirates agrees with the Qantas Response.  Emirates also adds that, well before the IATA slot 
conference commences in November 2012, the Applicants need to closely collaborate to identify 
scheduling gaps and priority passenger traffic flows, and share potentially sensitive information on 
matters such as the Applicants' future scheduling plans and forecast traffic flows.  These discussions 
must commence no later than early October 2012, to enable the Applicants to agree on optimal 
scheduling plans well ahead of the IATA slot conference in November 2012. 

The sharing of such information between the Applicants is essential to achieving seamless 
connectivity and enhanced customer service from 31 March 2013.  Absent the limited interim 
authorisation, the Applicants may be unable to engage in such discussion without the potential risks 
under the CCA raised in the Qantas Response, which will delay by six months the delivery to 
Australian customers of public benefits generated by the Proposed Conduct. 

In order to put the above information into context, if the Applicants are unable to coordinate in 
respect of future slot times and have to rely on historic schedules there is a material risk that the 
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Applicants will miss or be unable to maximise connecting passenger flows between their respective 
services, which in turn has an adverse impact on travel options for passengers.  For example:  

 Connecting passenger flows could be missed if historic schedules are amended at the next 
IATA slot conference in November 2012.  To illustrate this point, at Sydney Airport the 
minimum connecting time for a passenger transferring from an international to a domestic 
flight  is 75 minutes. Based on current schedules, Emirates’ flight from Dubai to Sydney 
arriving at 07:00hrs connects with Qantas’ Canberra flight departing Sydney at 08:20hrs.  
However, should either Applicant change their slots at the next IATA conference by more 
than 5 minutes, this connection could be lost resulting in a longer connecting time and 
increased journey for a passenger travelling from Dubai to Canberra. 

 Relying on historic schedules to determine arrival and departure slots prevents the 
Applicants from improving connectivity for passengers. To illustrate this point, the 
minimum connecting time for transit passengers in Singapore is 60 minutes, Emirates 
current flight from Dubai to Singapore via Colombo lands in Singapore at 21.15hrs and 
Qantas’ flight from Singapore to Brisbane departs at 21.25hrs.  Absent interim authorisation, 
the Applicants will be unable to discuss traffic flow demands and possible rescheduling of 
flights to create connections.  However, with interim authorisation the Applicants could 
explore whether it is feasible to align these flights (for example Emirates could consider 
bringing its departure time in Dubai forward by 30 minutes and Qantas could delay its 
departure time in Singapore by 30 minutes to offer a seamless connection for Colombo 
originating passengers wishing to travel to Brisbane).  

Importantly, the preparatory arrangements will focus on improving connectivity between Emirates' 
international services and Qantas' international and domestic services, they will not include 
coordination between two domestic carriers.  Any impact on Australian domestic services will be to 
enhance connectivity for Australian travellers, resulting in public benefits, and will not result in any 
diminution of competition on Australian domestic services. 

3. Whether Qantas intends to acquire slots for its Singapore-London services 

As this section directly relates to Qantas, Emirates refers to the Qantas Response. 

4. Whether, and how, any arrangements between the Applicants regarding slot allocation could be 
unwound in the event that authorisation for the coordination agreement is not ultimately granted 

Emirates agrees with the Qantas Response.  Emirates also notes that, if the final authorisation were 
ultimately not granted by the Commission, the preparatory conduct carried out under the interim 
authorisation will have no lasting impact on any relevant market, will not permanently alter 
competition dynamics, and can be readily unwound.   

The Applicants will be able to unilaterally alter their respective scheduling slots upon the conclusion 
of the IATA Northern Summer scheduling season (ie. after 6 months) so that the impact of any 
changes to airport slot allocation is not lasting. 

5. Further detail in relation to Stages 1 and 2 of the Proposed Conduct 

Stage 1 

Emirates agrees with the Qantas Response, and makes the following additional comments: 
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 The Applicants' commercial teams need to jointly develop workable pricing frameworks and 
integrated inventory and yield management systems.  This preparatory work must commence 
as soon as possible to overcome significant lead times and enable the Applicants to fully 
implement the Proposed Conduct from 31 March 2013.  Significant complexity arises from 
numerous disparities between the Applicants' respective systems.  For example, Emirates 
uses over 20 different fare classes on its fare ladders, spread across three different cabin 
classes (first, business, and economy), which need to be mapped on a class-to-class basis 
with Qantas' fare ladders across Qantas' four cabin classes (first, business, premium 
economy and economy).  

 The joint development of pricing frameworks and integration of inventory, yield 
management, sales, ticketing and pricing systems requires the Applicants to share sensitive 
information, including forward-looking internal data, such as passenger flow forecasts, 
planned capacity increases, scheduling changes and new route developments.  The 
Applicants will also need to collaborate in developing detailed 'optimisation steering' 
strategies leading up to implementation of the Proposed Conduct from 31 March 2013.  For 
example, discussing which Applicant will be better able to service particular route sectors, or 
to sell particular itineraries or fare types, to achieve yield optimisation under the Proposed 
Conduct. 

 The Applicants need to agree well in advance of implementing the Proposed Conduct (from 
31 March 2013) on detailed arrangements for corporate dealing and accounts.  This includes 
determining the appropriate client-facing carrier in relation to different corporate or 
government clients, in specific jurisdictions or destinations; the approach for joint tendering 
for corporate/government contracts; and alignment on discounts, benefits and other matters.  
These require the Applicants to share commercially sensitive information, and entails 
significant lead times of several months. 

 The Applicants need to develop a joint approach for dealing with ticketing agents and other 
trading partners, including alignment on commercially sensitive arrangements such as agent 
remuneration payments, sales targets, strategies for key regions and agent commissions and 
rebates.  Alignment of these arrangements between the Applicants will involve complex 
negotiations with agents and trade partners, which are likely to involve lead times of up to 6 
months.  The Applicants must therefore commence these preparatory arrangements as a 
matter of urgency. 

Stage 2 

(a) Negotiating route scheduling and airport slots – Emirates agrees with the Qantas 
Response, and also refers to comments made above in relation to the coordination of flight 
schedules and applying for airport slots. 

(b) Obtaining local regulatory approvals in various destinations – Emirates agrees with the 
Qantas Response.  Emirates also notes that it will be necessary for the Applicants' respective 
teams to discuss and determine areas where additional regulatory approvals are needed 
across the Applicants' combined portfolio of traffic rights, and to consequently develop a list 
of priority destinations with respect to which the Applicants wish to codeshare.  The 
Applicants' respective teams will then engage with each Applicant's respective Government 
to facilitate the negotiation of additional traffic rights with relevant jurisdictions via the Air 
Services Agreement framework.  

For example, the internal Emirates and Qantas teams could discuss jurisdictions in Africa 
where Qantas lacks codeshare rights, and Qantas could in turn engage with the Australian 
Government to negotiate necessary traffic rights, so that Qantas can place its code on 
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relevant Emirates-operated flights to/from those African destinations.  This process involves 
significant lead times of several months. 

(c) Preparing for transitioning Qantas’ and Emirates’ established IT management systems 
– Emirates agrees with the Qantas Response.  Emirates also notes that alignment of the 
Applicants' IT management systems will involve extensive testing and modification to 
achieve seamless system interoperability, in time for full implementation of the Proposed 
Conduct from 31 March 2013.  These preparatory steps will entail lead times of several 
months and require close collaboration between the Applicants' respective teams.   

(d) Preparing joint marketing campaigns – Emirates agrees with the Qantas Response.   

(e) Developing joint systems for inventory, ticketing, revenue management and pricing – 
Emirates agrees with the Qantas Response.  Emirates also refers to the complexities, lead 
times and need for the Applicants to share sensitive information to achieve alignment in time 
for the 31 March 2013 implementation date, as discussed above. 

(f) Establishing a new Qantas office in Dubai – Emirates agrees with the Qantas Response.  
Emirates also notes that significant timeframes are associated with Qantas' relocation to the 
Dubai hub, including securing appropriate aeronautical and airport regulatory clearances, 
and obtaining business registration to establishing a local office.  

(g) Identifying and developing solutions to ensure seamless customer servicing including 
designing global processes for call centres and staff training – Emirates agrees with the 
Qantas Response.  Emirates also adds that the Applicants will need to refine outstanding 
aspects for aligning the Applicants respective FFPs, including on matters such as tier status 
point accrual and upgrades on services operated by the other Applicant.  The Proposed 
Conduct will result in changes to the day-to-day workings of various internal departments 
within each Applicants' business – the groundwork for this must be established jointly by the 
Applicants as soon as possible.  For example, Qantas will introduce a chauffeur drive 
service, while Emirates will need to map Qantas' premium economy products to its 
inventory and yield management systems and modify its IT systems and platforms. 

The Applicants also need to share data on passenger flows and develop any necessary 
service requirements, including check-in facilities, baggage policies, lounge access and 
chauffeur drive services.  In addition, significant changes to policies affecting customer 
service are likely to require advance notice of several months.  The Applicants will also need 
to jointly develop associated systems, such as for the future sharing of customer profiles for 
in-flight cabin crew, to ensure seamless customer service alignment is offered from 31 
March 2013. 

6. Whether, and how, Stages 1 and 2 of the Proposed Conduct could be unwound in the event that 
authorisation for the coordination agreement is not ultimately granted (including details of any 
proposed protocols to ensure protection of any confidential information exchanged between 
Qantas and Emirates) 

Emirates agrees with the Qantas Response.  Emirates also notes that much of the sensitive 
information that the Applicants intend to share, to facilitate the preparatory arrangements, is 
forward-looking in nature and quickly becomes obsolete.  For example, passenger booking trends 
and even strategies for pricing fare levels, all lose currency within a matter of days, weeks or 
months.  Such information (and strategies based directly on such data) is tactical, reactive, and 
subject to rapid obsolescence.  Accordingly, while such information and strategies are highly 
commercially sensitive while still current or forward looking, once it becomes obsolete there is no 
need to 'unwind' or reverse the sharing of such data. 


