PAGE  
16

Submission to the Minister for Communications, IT and the Arts 
from the Australian Communications Industry Forum
In Response to the Australian Communications Authority Report 
Preventing Unexpectedly High Bills:  Credit Management in Telecommunications 
Introduction
The Australian Communications Industry Forum (ACIF) welcomes the opportunity to provide this submission in response to the Australian Communications Authority (ACA) Report on Unexpectedly High Bills (the Report).
ACIF is a member-funded organisation established in 1997 to facilitate communications self-regulation in the interests of both industry and consumers.

Self-regulation is central to the regulatory scheme in the Telecommunications Act 1997 (the Act).  Section 4 of the Act states the regulatory policy of the Act is that telecommunications be regulated in a manner that promotes the greatest practicable use of self-regulation and does not impose undue financial and administrative burdens on the telecommunications industry.
There are currently 25 ACIF Codes in operation, demonstrating the industry’s responsiveness and commitment to self-regulation through the code development process.  
A number of ACIF Codes provide consumer safeguards in relation to credit management issues, in particular the Credit Management Code, Billing Code and Customer Information on Prices, Terms and Conditions Code.  All three Codes have been registered by the ACA which, in so doing, was satisfied that each Code provides appropriate community safeguards for the matters covered by the Code.
In October 2004, ACIF and its Consumer Advisory Council hosted a major forum on high unexpected bills.  The ACA’s Report was completed prior to this Forum and therefore does not take account of the Forum’s significant outcomes.  This submission sets out the action items underway following the ACIF Forum to address issues associated with unexpectedly high bills.
A key outcome of the Forum was an ACIF decision to review the existing ACIF Credit Management Code and the ACIF Billing Code to consider issues raised at the Forum.  Work is already underway on these reviews, which will be completed this year. 
Consistent with the regulatory policy of the Act, a self-regulatory response to the issue of unexpectedly high bills should be adopted rather than the direct regulation strategy recommended in the Report, particularly given the industry’s responsiveness to the issues discussed at the ACIF Forum.  

ACIF is well placed to respond to the issues surrounding unexpectedly high bills in a timely and effective manner, through its established Code development and review processes as set out in this submission.


2.
Scope of this submission
This submission:


· sets out the outcomes of the ACIF Forum on credit management held in October 2004 and the ongoing work program to address high unexpected bills, including  reviews of the ACIF Credit Management Code and the ACIF Billing Code in 2005.


· describes the ACIF Code development and review processes, and responds to comments in the Report that see disadvantages associated with these processes;

· summarises the industry’s current credit management obligations in existing ACIF Codes;

· concludes by submitting that self-regulatory responses should be adopted rather than the ACA’s recommended strategy of direct regulation, and that ACIF is the appropriate forum in which to progress these measures.

ACIF is aware that a number of its members will be making separate submissions which may discuss broader issues in response to the Report.
3.
Outcomes from ACIF Forum on unexpected high bills
In October 2004, consumer groups, industry bodies, carriers and service providers, government and regulator representatives participated in the ACIF Forum “Surprises in your Telco bill”, hosted by ACIF and its Consumer Advisory Council.  A copy of the two ACIF press releases about the Forum, including its outcomes, is at Attachment A.

The ACA Report was completed prior to the Forum and therefore does not take account of its discussions and outcomes.  

A number of self-regulatory initiatives were examined at the Forum and ACIF has put in place a work program to progress these throughout 2005:  

Review of ACIF Credit Management and ACIF Billing Codes
ACIF will review the Credit Management Code and Billing Code in 2005, and preparatory work on these reviews is already underway.

These reviews will provide an appropriate forum for consideration of the issues discussed in the Report.

ACIF will provide a paper setting out the scope of the reviews once that is finalised, and regular updates throughout the course of the reviews, to the Minister, the Department and the ACA.
Additional self-regulatory initiatives arising out of ACIF Forum
· ACIF is developing a Guideline for carriage service providers (CSPs) on the handling of financial hardship cases. This will provide practical guidance to CSPs on industry best-practice in dealing with customers experiencing financial hardship. The Guideline will be completed in April 2005 and widely publicised and distributed to the industry.  ACIF will provide a copy of the Guideline to the Minister, the Department and the ACA once it is finalised.


· ACIF is preparing a pro forma Impact Statement for service providers with the aim of addressing the development of a skill set so that new product offerings are developed with the consumer at the forefront. This will encompass the range of issues that should be considered when developing new product offerings for market, and will take into account the different levels of customer experience, with a focus on the entry level of new telecommunications customers.

· ACIF will also examine whether there are technical solutions for blocking receipt of reverse charge calls, a contributor to some unexpected high bills.


· ACIF is addressing selling practices in the industry as preparatory work for the review of the Customer Transfer Code which will be released for public comment in August 2005. 


· The Forum noted the contemporaneous review of the Customer Information on Prices, Terms and Conditions Code was likely to have positive impact on the adequate provision on information to consumers about the prices, terms and conditions of the products they acquire..  Since that time, ACIF has finalised its review of this Code, which has been submitted to the ACA for registration.  The revised Code enhances consumer protection through clarifying CSP obligations on information-provision to customers.  It is expected that the Code will lead to better-informed customers about the price of telecommunications services which may in turn reduce the incidence of unexpectedly high bills.


· ACIF is also working with industry and other parties on consumer research initiatives to identify knowledge gaps, so as to inform a broader public education campaign on responsible credit management.
4.
ACIF Code development and review processes
Overview

ACIF Codes are a cornerstone of Australia’s telecommunications regulatory framework, embodying industry best-practice through provisions that enhance consumer protection whilst recognising the practical operation of the industry.  
ACIF provides a neutral forum in which all participants can work together to foster an efficient, competitive environment through self-regulatory processes.  
ACIF’s Code development and operating procedures are open and transparent.  To develop or review a consumer code, ACIF’s Consumer Issues Reference Panel (CIRP) - comprising industry, consumer and regulator representatives - would establish a sub-committee and publicly call for nominations to the committee.   The working sub-committees are open to non-ACIF members and ACIF members alike, which enables people with particular expertise in areas such as financial counselling to participate. Each sub-committee comprises both industry and consumer representatives, who have voting entitlements.  The ACA, TIO and the Australian Competition and Consumer Commission (ACCC) are entitled to be non-voting members of each subcommittee.

ACIF Codes are developed through a consensus decision-making approach.  This approach strikes a balance between the need to provide consumer protection and the regulatory policy of the Act requiring that regulation should not impose undue financial and administrative costs on service providers.  

All of ACIF’s consumer codes are registered with the ACA. In registering a Code the ACA must be satisfied that the code provides adequate community safeguards but in doing so is guided by the regulatory policy of the Act.  That is, the ACA is required to balance the sometimes competing interests involved.  The ACA’s act of registering all of ACIF’s consumer codes demonstrates the Authority’s validation of an appropriate balance having been achieved to date through the ACIF Code development processes. Registered codes are enforceable by the ACA across the industry, irrespective of a service provider’s signatory status with the Code.  
In addition to regulatory oversight and enforceability by the ACA, consumers adversely affected by practices that are non-compliant with registered Codes also have recourse to the TIO, who can make binding determinations including the award of financial compensation to complainants.  

ACIF codes are reviewed from time to time according to agreed timeframes or earlier in response to industry developments.  
ACIF endorses the advantages of the Code review strategy set out on pp50-51 of the Report; that is, such a strategy is consistent with the regulatory objective in the Act, a co-operative approach would remedy any deficiencies in the Code, and there remains the safety net of an industry standard in the event that the self-regulatory approach should be inadequate.
ACIF notes that the Report sets out a number of perceived “disadvantages” with Code development processes, which ACIF considers contain inaccurate and unfair criticisms given the actual experience and successful track record of the development of 25 ACIF Codes since 1997.  ACIF would like to place on the record its views in response to these comments in the Report.
Commitment of CSPs to develop effective and robust codes, including for credit management issues
All of the major telecommunications service providers are members of ACIF, investing substantial resources through both CSP personnel time and direct funding for ACIF’s code development work.  
In relation to credit management issues specifically, the ACIF Forum demonstrated the industry’s awareness of issues surrounding unexpectedly high bills and its preparedness to work collaboratively with consumer groups to address credit management issues facing consumers.
Industry members spoke at the Forum of the costs if effective credit management practices are not in place, such as loss of customers, high debt-recovery costs and bad debts.  It is apparent that industry recognises it is not good business practice for it to have bills that can’t be paid and customers who are dissatisfied with surprises in their bills.  Both consumer and industry representatives who attended the Forum recognised that all parties need to work together on a number of strategies to resolve the complex issues involved.
Overall, the existing suite of consumer protections developed by ACIF covering prices, terms and conditions, customer churn, credit management and billing enables consumers to have increased trust and confidence in industry self-regulation.  It also demonstrates that the interests of service providers and consumers are aligned and not disparate and that customer satisfaction ultimately drives the success of business. 

Co-operation of CSPs and consumer groups in reviewing/redeveloping existing codes
ACIF’s Code committees operate on the principle of consensus decision-making.  The ACIF processes allow for frank and direct exchange of views within a neutral environment which encourages convergence rather than divergence of stakeholder positions.  
ACIF considers that CSPs and consumer groups could cooperate effectively in reviewing and redeveloping existing codes in relation to credit management issues.  There was a strong commitment to working together on the specific issue of unexpected high bills displayed by all parties at the ACIF Forum.  
Weight given to the views of consumers in Code development/revision
While the Report appears concerned that insufficient weight may be given to consumers, the experience at ACIF in developing the Codes demonstrates otherwise.  All ACIF consumer code committees contain consumer representatives, as does the overarching CIRP to whom the committees report.  
ACIF’s consensus approach to decision-making ensures that consumer issues are taken on board even if industry members may outnumber the consumer representatives on the committee.  
Given the different size and operations of the suppliers, it is necessary to have a significant number of industry representatives to ensure that code provisions are practical and able to be implemented across the breadth of the industry.  It is not always practicable to match the number of industry representatives with an equivalent number of consumer representatives, but nor is it necessary provided a range of consumer views (eg business users and individual consumer viewpoints) are accommodated within a committee.  

ACIF’s consensus approach and broad representation ensures consumers’ views are given weight in order for a Code to be published by the ACIF Board and submitted to the ACA for registration.

Timely development/revision of codes

ACIF is conscious of the need for Codes to be developed and/or revised in a timely manner and is currently reviewing its processes to examine how it can expedite timeframes without compromising outcomes.
At the same time, however, ACIF considers that code development processes are not necessarily more time-consuming than the other strategies discussed in the Report, for example development of an ACA Standard, or development and ACA approval of numerous individual implementation plans.
ACIF supports the Report’s view that a six month timeframe for any review of existing codes is reasonable.  The expedited timeframe for the recently published Consumer Contracts Code demonstrates that ACIF processes allow for the development and/or revision of codes in a timely and efficient manner. 
Specifically, ACIF agrees that six months would be a reasonable and appropriate timeframe in which to conduct reviews of the Credit Management Code and Billing Code) to assess whether any additional measures are necessary and develop revised Codes.  

Significant financial incentives exist for CSPs to comply with registered codes 

There are significant incentives for industry to comply with ACIF Codes.  As industry stated at the ACIF Forum on high bills, providing customer satisfaction through compliance with Code rules makes good business sense.  In addition the TIO has jurisdiction to make binding determinations in relation to registered Codes including financial restoration of up to $10,000 per individual complaint.  (All but one of the examples in the Report were equal to or less than this threshold limit).  The prospect of multiple complaints in the event of widespread non-compliance by a supplier - with binding awards of up to $10,000 each complaint (plus reimbursement of the TIO’s costs under the industry-funded scheme) - would represent a significant financial incentive to comply.

Further, whilst the ACA’s powers to issue directions and warnings under ss121-122 of the Act may not compensate individual customers, the civil penalty provisions that ss121-122 invoke provide substantial financial incentive for CSPs to comply (in addition to the incentive to avoid the negative publicity that would be associated with such action).  This, coupled with the TIO’s capacity to redress individual customers as outlined above, demonstrates that there are significant incentives for CSPs to comply with registered Codes.
A summary of the ACIF Codes related to credit management is at Attachment B.
6.
Conclusion
As set out in this submission, ACIF’s and the industry’s work following on from the ACIF Forum on unexpected high bills is already well underway to respond to issues discussed in the Report.  

A range of self-regulatory strategies are being pursued to address the complex matters associated with unexpectedly high bills.  It is consistent with the regulatory policy of the Act that these self-regulatory approaches be adopted in preference to measures that involve direct regulation.  Accordingly, ACIF does not support the Report’s recommended strategy 5 involving direct regulation (with the option of individual implementation plans) to deal with unexpectedly high bill issues.  

By the Report’s admission (p52), the ACA did not formally discuss with ACIF or other relevant bodies the possible review and redevelopment of Codes to respond to issues raised in the Report.  As the Report was completed prior to the ACIF Forum, the Report’s recommendations have not taken account of the industry’s commitment expressed at the Forum to progressing self-regulatory responses to enhance consumer protections against unexpectedly high bills.

ACIF submits that it provides the appropriate forum for the development of any additional measures to address issues associated with unexpectedly high bills.  
In particular, ACIF’s public reviews of the Credit Management Code and the Billing Code - which will be completed this year - are the appropriate fora for resolution of these issues.
ACIF thanks the Minister for the opportunity to comment on the Report, and would be pleased to discuss this submission further with the Minister and/or the Department.

___________________________________________
Attachments

A.
Press releases (x 2) about ACIF Forum on unexpected high bills, October 2004
B.
Summary of ACIF Codes related to credit management issues
1 April 2005
ATTACHMENT A
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NEWS RELEASE 

ACIF TO HOST FORUM TO ADDRESS SURPRISES IN TELCO BILLS

Consumer and Industry bodies come together to identify solutions to a 
growing community problem with high unexpected telecommunications bills 

Sydney, 25 October 2004 -- The Australian Communications Industry Forum (ACIF) is hosting an industry and consumer forum tomorrow to examine the issue of surprises in telecommunications bills. The forum aims to provide a solid base for ensuring that industry and regulatory actions are targeted at the appropriate areas in mobile, Internet, broadband, fixed line, 190 numbers and other telecommunications bills.

Representatives from a broad range of industry associations, consumer groups, regulators and government agencies as well as carriers and service providers have been invited to attend the forum and develop structured outcomes to some of the pressing issues relating to high unexpected bills. 

The specific focus is to identify the services that most commonly lead to financial/credit management issues; the actions currently being undertaken by industry sectors to prevent and manage these issues; to examine the areas that are not currently being addressed; and to suggest what needs to be done to bring about change. 

ACIF CEO, Anne Hurley, said the forum is a collaborative exercise between ACIF and its Consumer Advisory Council (CAC), with the goal of examining the issues in an overall community context. 
“ACIF has been a driving force in bringing consumer, industry, regulatory and government bodies together to make some concrete progress on the issue of credit management. We are also seeking to identify any gaps in the existing procedures and processes so we can isolate areas that need to be addressed,” said Ms Hurley.

“We believe that this ACIF initiative will lead to the formulation of some firm outcomes on what needs to be done in order to deal with the issue of high unexpected telecommunications bills.”

Paul Clitheroe, Chairman of the Consumer & Finance Literacy Taskforce and keynote speaker at the event, will outline some of the preliminary recommendations that the taskforce has made to Government in relation to the credit management problems faced in the community including: 

AUSTRALIAN

COMMUNICATIONS

INDUSTRY FORUM

· The establishment of a national financal literacy body; 

· The adoption and integration of consumer and financial literacy into the school system and workplace

· National research on the factors leading to key consumer and financial decision making; 

· The provision of clearinghouse information; and

· The introduction of an ongoing social marketing campaign to embed a consumer financial literacy message within the Australian culture.

Other speakers at the event include representatives of industry, regulatory and consumer bodies, with panel sessions and discussion groups giving delegates the chance to share ideas and identify tangible solutions to some of the problems. 

Feedback and outcomes developed during the sessions will be made available to government and regulatory bodies, providing a broad cross section of opinions on what needs to be done to address credit management issues and what can be done better in future.

What’s on at the forum

1. Panel session on high bill surprise symptoms – Case studies from the ACIF Consumer Advisory Council in the areas of mobiles, Internet, broadband, fixed lines and 190 numbers, to highlight some of the problems that currently exist.
2. Presentations on high bill causes – Presentations from the Telecommunications Industry Ombudsman, the Australian Communications Authority, the ACIF Consumer Codes Reference Panel, and Margaret Griffiths, Deputy Head of School, Central Coast School of Business, University of Newcastle will examine some of the causes of high bills. This will be followed by additional comments from various consumer and industry organisations as well as representatives from carriers and service providers.  
3. Session on current responses that work well – Following a presentation from the Australian Mobile Telecommunications Association (AMTA) examining the success of its current school education program, additional input will be sought from all forum participants on current responses that are working well in dealing with surprises in unexpectedly high telecommunications bills.
4. Delegate break out – how things can be done better – This session will give forum participants the chance to voice their opinions on ways to improve the current situation. Following this session the facilitator will gather all suggestions and share with the whole group to compile a list of priorities for future action.
…ends.
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About ACIF

ACIF is an industry owned, operated and resourced company established in 1997 by the telecommunications industry to implement and manage communications self-regulation within Australia. Its primary role is to develop and administer technical Standards and Industry Codes and provide Industry Facilitation services that promote both the long-term interests of end-users and the efficiency and international competitiveness of the Australian communications industry.

ACIF comprises a Board, an Advisory Assembly, standing Reference Panels, task specific Working Committees, Industry Facilitation Groups, Consumer Advisory Bodies and a small Executive. It is the communications industry’s peak body, leading the delivery of best practice in industry self regulation.

Media information contact:

Kylie Ferris

Bird & Hill Public Relations

Phone: 02-9954 0555

Mobile: 0407 732 220

Email: kylie@birdhillpr.com
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NEWS UPDATE

ACIF FORUM IDENTIFIES KEY AREAS FOR ACTION TO RESOLVE 
HIGH UNEXPECTED TELCO BILLS

ACIF Forum examines the symptoms, causes and solutions to telecommunications bill shock

Sydney, 27 October 2004 – Consumer groups, industry bodies, carriers and service providers as well as government and regulatory bodies gathered together yesterday at the ACIF (Australian Communications Industry Forum) “Surprises in your Telco bill” Forum to identify and examine the issues surrounding high unexpected telecommunications bills. 

The forum was initiated by ACIF and its Consumer Advisory Council (CAC) and focused on the areas of mobile, Internet, broadband, fixed line, 190 numbers and other telecommunications bills.

A program of panel and interactive sessions allowed forum participants to discuss all aspects of the problem. They acknowledged the positive progress that was made and applauded the opportunity to engage in open, honest dialogue on the issues affecting them.

“The forum enabled a diverse range of groups to come together and examine the issues that are affecting all parties involved in telecommunications, from consumers and regulators to carriers and service providers,” said Anne Hurley, chief executive officer, ACIF. 

“There was recognition that everyone involved wants to do something about the issue of high unexpected bills,” she said. “There’s no mileage for industry to have these huge bills that can’t be paid, and consumers definitely don’t want to be surprised with them either. So the forum enabled all parties to understand that fact and work towards doing something to resolve the problem.” 

A number of issues dominated discussion throughout the day, with mobile phone debt emerging as one of the most pressing matters. Other actions and programs that were suggested by participants to combat some of the issues around high unexpected bills included:

· The introduction of consumer education programs to deal with and combat credit management issues, particularly with respect to mobile phones, but also in relation to Internet usage, 190 numbers, international and premium rate services.
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· The need to introduce more widespread call capping as an effective method of preventing high unexpected bills.

· Implementation of an accreditation scheme for sales staff, particularly with respect to businesses reselling telecommunications services to consumers.

· The need to introduce credit checks and credit management programs to protect consumers, service providers and carriers.

· The importance of working with the Consumer & Financial Literacy Taskforce, under the guidance of Chairman Paul Clitheroe, to identify ways in which the Taskforce, ACIF and the consumer, government, regulatory and industry bodies can work together in future to improve consumer financial literacy.

“One of the most pleasing outcomes of the ACIF forum was the realisation that the credit management issues facing consumers today are not just confined to telecommunications, but are part of a broader credit and financial literacy problem,” Ms Hurley said.

“Following on from the forum, ACIF will gather together the ideas and suggestions that were made and produce a report to share with all participants and the Consumer & Financial Literacy Taskforce. 

“We will then form a facilitation group and invite representatives from the forum to participate. Our immediate objective will be to implement some of the short term solutions that were developed during the forum and look to implementing some of the medium and long term goals,” Hurley said.

The forum was structured around four sessions. The first session examined some of the symptoms of high unexpected bills through case study presentations from the ACIF Consumer Advisory Council. Following this were sessions covering the causes of high unexpected bills and then the current responses that are working well within the industry. The final session of the day involved all forum delegates and examined what needs to be done better in order to deal with high unexpected telecommunications bills. 

Speakers at the event included representatives from industry, regulatory, government, education and consumer bodies.

About ACIF

ACIF is an industry owned, operated and resourced company established in 1997 by the telecommunications industry to implement and manage communications self-regulation within Australia. Its primary role is to develop and administer technical Standards and Industry Codes and provide Industry Facilitation services that promote both the long-term interests of end-users and the efficiency and international competitiveness of the Australian communications industry.
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ACIF comprises a Board, an Advisory Assembly, standing Reference Panels, task specific Working Committees, Industry Facilitation Groups, Consumer Advisory Bodies 
and a small Executive. It is the communications industry’s peak body, leading the delivery of best practice in industry self regulation.

Media information contact:

Kylie Ferris

Bird & Hill Public Relations

Phone: 02-9954 0555

Mobile: 0407 732 220

Email: kylie@birdhillpr.com
ATTACHMENT B
Summary of ACIF Codes related to credit management issues
ACIF has recognised that credit management is an issue in the communications industries and has responded by developing the following codes that provide consumer protection measures in relation to credit management procedures.  

These Codes have been registered with the ACA making them enforceable across the telecommunications industry.  The Telecommunications Industry Ombudsman (TIO) also has jurisdiction in relation to each of these Codes, providing consumers with a free alternative dispute-resolution service if complaints about matters covered by the Codes cannot be resolved with their service provider.  

Credit Management Code (ACIF C541: 2003)
This Code (revised in April 2003) specifies requirements for a service provider’s credit management procedures and the provision of information regarding credit management policies.  


	Summary of key consumer protections in the ACIF Credit Management Code:

· When a CSP assesses the credit risk of a customer, the customer must be told of the outcome, whether the provider will use external information for the assessment and, if denial of service is based on external information, the source of that information.  

· CSPs must tell customers about options for limiting access to services to minimise credit risk, such as the use of a PIN or call barring for certain services. If the CSP restricts a customer’s access to services as a result of credit assessment, the customer must be told of the restrictions and how the services may be available in future.


· CSPs must tell customers about any processes they have to help customers who are experiencing difficulties in paying their accounts, including interim billing or part payment of the account.

· CSPs must make all reasonable attempts to inform a customer that the CSP plans to restrict or suspend the customer’s service for credit reasons.

· CSPs must take all reasonable steps to inform a customer of suspension of services at least 7 days before the suspension is scheduled.  They must also inform any guarantor of the impending disconnection and any processes used (including debt collection agencies) to collect outstanding amounts.

· CSPs must not take any credit management action (restriction, suspension or disconnection) in relation to genuinely disputed amounts while the matter is being investigated.


The Credit Management Code is being reviewed in 2005.  
Customer Information on Prices Terms and Conditions Code (ACIF C521: 2004)
This Code (revised in February 2005) specifies requirements on service providers when advertising their products and informing customers about the prices, terms and conditions of products on offer.  


	Summary of key consumer protections in the ACIF Customer Information on Prices, Terms and Conditions Code:
· CSPs must ensure that, when advertising their goods and services, information about their products is accurate and current. Advertising material must clearly state conditions or limitations on a product offering. Such conditions or limitations include geographic availability of the product, eligibility requirements, applicable timelines, and any related costs or charges, including with bundled products.

· When a CSP uses terms such as ‘free’ or ‘unlimited’, the advertising material must clearly state the element(s) of the offer that are ‘free’ or ‘unlimited’ and any conditions that may qualify the offer.

· Before purchasing a product, the customer must be given a full description of the product, the minimum costs of the contract, details of a the ‘bundled’ offering, for mobile phones, coverage of the service (if requested) and any requirements for a customer terminating their contract with the CSP. Such information must be provided in a way that is accessible and readily understandable to consumers.


· Customers must be able to obtain a copy of their contract with their CSP at any time at no cost.  CSPs must also provide customers with information on relevant fees and charges at any time.



Billing Code (ACIF C542: 2003)


This Code (revised in 2003) specifies requirements for a service provider’s billing procedures and the provision of billing information to customers.
	Summary of key consumer protections in the ACIF Billing Code:

· Customers’ bills must provide a range of information, including the total amount billed, a description of the charges (and credit) being billed, the due date for payment (including payment for past charges), an option or options for payment and an enquiries method of contact.  This information must be provided in a format which is easy to read and comprehensible.

· CSPs must ensure that charges billed to a customer are verifiable by the customer as being consistent with both the CSP’s prices and what the customer has requested, including itemisation of those charges.

· CSPs must state at least one method of payment on the bill and, for a basic standard telephone service, customer payment by mail must be one of the available payment methods unless otherwise agreed with the customer.

· CSPs must ensure the timely issue of a bill to allow customers to check the accuracy of the bill before payment is due.


· CSPs must not bill customers for billed charges older than 190 days from the date the charge was generated.




The Billing Code is being reviewed in 2005.

