PUBLIC CONSULTATION

DRAFT C628:2025: TELECOMMUNICATIONS
CONSUMER PROTECTIONS CODE

The ©628:2025: Telecommunications Consumer Protections (TCP) Code (the

COMMUNICATIONS
ALLIANCE LTD

ww commsalionce.comaou

Code) sets out additional customer protection requirements for the
interactions between Carriage Service Providers (CSPs) and consumers in areas where extra
protections are required over and above the requirements set out in economy-wide or
telecommunications-specific legislation and regulation.

It also provides limited guidance on key consumer-related requirements and guidance covered
elsewhere.

This consultation draft has been comprehensively updated and revised following an extensive
consultation and iterative drafting process that started in May 2023. Information about the

Key changes to this draft Code vis-a-vis the current 2019 Code, include:

e new provisions in relation to responsible selling, including new credit checks
requirements.

e clearer and more extensive requirements for information about the impact of cancelling
a service where that action might affect other telecommunications goods or services
held by the customer.

e agreater focus on protections for vulnerable consumers, including new clauses relating
to requirements for managing a deceased customer’s account, interpreter service
information, and more.

e new requirements in relation to payment methods available to consumers, including
requiring that direct debit is not the only fee-free payment method available.

o clearerrules in relation to record keeping to assist compliance and enforcement.

e simplified language throughout.

e restructuring to reduce repetition and to follow the ‘customer journey’.

To assist review, information in red square brackets [xxx]:

e references the same or similar clause in the 2019 code; and
e highlights where the rule is new.

Note: Since the review process began, the Government directed the ACMA to draft a Financial
Hardship Standard (FHS), which was published in February 2024, and more recently, a
Domestic, Family and Sexual Violence (DFSV) Standard. This public comment draft Code has
been updated to reflect and align with the FHS. However, as the DFSV Standard has not yet
been drafted, Communications Alliance has chosen in this public consultation draft to
strikethrough, rather than delete, the new DFV-related requirements that it had proposed. It is
anticipated that most of these clauses will be deleted, however, a few may need to be updated
to align with the Standard and retained.

COMMENTS NOW INVITED



Your comment is now invited on the draft Code, with feedback due by 28 February 2025.

Comments are welcome on any aspect of the draft. However, Communications Alliance
would particularly welcome feedback on the questions overleaf.

You can use the Submit Comments form to submit your comments via email or Contact Us for

alternative options.

All submissions received will be made publicly available on the Communications Alliance
website unless the submitter requests otherwise.
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