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ACA Report to the Minister - Preventing Unexpected High Bills: Credit Management in the Telecommunications Industry

Optus comments in response to DCITA invitation

1. Overview

Optus welcomes the opportunity to provide comments to the Department of Communications, Information Technology and the Arts (the Department) on the Australian Communication Authority’s (ACA) report to the Minister on internet dumping and credit management in the telecommunications sector. 

Optus' comments below are in addition to those made in its earlier submission to the ACA.  A copy of that submission is attached for the Department's reference. 

As noted in Optus’ earlier submission to the ACA, it is Optus’ view that the issue of unexpected high bills forms only a relatively small part of the overall telecommunications credit management landscape.  Optus is therefore concerned to see the term ‘unexpectedly high bills’ being used as a basis for discussion about credit management practices overall.  To this end, Optus differentiates between the issue of unexpected high bills and broader credit management issues in its comments below. 

Optus is concerned to note the subjectivity of some of the comments made by the ACA in its report.  We are very surprised by the ACA’s sweeping statements to the effect that the telecommunications industry is not committed to responsible credit management practices and has taken little action to address credit management problems.  While there may be some providers to whom these comments have some application, Optus believes it can both demonstrate its commitment to responsible credit management practices and very successful outcomes.  We believe that many other industry participants are in a similar position. 

Optus was the first telecommunications provider to make a public commitment to responsibly handling credit management issues by becoming the first signatory to the ACIF Credit Management Code of Practice.  Optus became a signatory to the Credit Management Code in May 2001, and has renewed its signatory status to each subsequent version of the Code that has been registered. 

Optus is concerned to ensure that the matters raised in the ACA's report are examined in an appropriate context.  Specifically we believe the Department should note the extremely low incidence of customers affected by unexpectedly high bills.  A solution should therefore be sought which is commensurate with the size of the problem. Optus considers that in line with the objectives of the Telecommunications Act, the appropriate solution should emphasise a self-regulatory approach, and involve all telecommunications sectors – industry, regulators and consumer organisations – in its development. 

As noted in Optus’ submission to the ACA, we recognise the vital role played by education in assisting consumers to understand the charges for services they use, how these charges accrue, and how customers can bar access to services they do not wish to access.  We therefore believe that any proposed solution should ensure adequate consumer education mechanisms are included. 

Optus notes that the Australian Mobile Telecommunications Association (AMTA) will be presenting a submission to the Department.  Optus has participated in the development of the AMTA submission and endorses it.  Although the AMTA submission focuses only on mobile telecommunications matters, Optus feels that many of the comments made in the AMTA submission apply equally to the fixed telephony and internet environments.  Additional comments specific to these services are included in this Optus submission. 

Optus notes that the Department has requested feedback on the ACA’s report in general, and specifically on the following ACA suggestions and recommendations:

· The adoption of the ratings of effectiveness of credit management tools; 

· The adoption of the minimum performance levels; and

· The proposed framework for provision of credit management tools via a service provider determination, with an option for carriage service providers to prepare individual implementation plans approved by the regulator, as the most appropriate regulatory mechanism for achieving improvement in credit management practices. 

We will address these matters in some detail below. In our view, the ACA’s framework for effectiveness ratings of credit management tools is flawed. Optus does not support this approach.  However, Optus commends the ACA for recognising that ‘one size fits all’ regulatory approaches are often impractical, and for supporting the ability for providers to submit individual implementation plans if new regulatory measures are imposed. 

Optus does not believe that there is sufficient evidence of market failure to support the imposition of additional regulatory measures, such as a service provider determination. Rather we believe that there is scope for improvement to the existing ACIF Credit Management Code. We therefore support a self-regulatory approach, which will ensure the input of industry, regulators and consumer representatives. 

The ACA report discusses issues relating to both internet dumping and broader credit management matters.  Optus' submission focuses first on internet dumping matters, with specific commentary on complaint numbers, barring and the ACA's proposals for further monitoring of internet dumping-related matters.   The latter part of Optus' submission discusses broader credit management measures, including those used to address unexpected high bills. 

2. Internet Dumping

2.1 Internet dialler / internet dumping complaints

The ACA raises a concern regarding increased internet dialler complaint levels in September 2004.  Optus’ records show that the number of complaints in this category has in fact remained at a very low level since that time (with an average of only 5-6 complaints per month). 

Optus notes some apparent inconsistencies in the ACA’s comment that “complaints regarding Internet diallers have fallen to a manageable level” (p.1), and their comment that the actions taken by CSPs are not “sufficient to reduce the problem of Internet dumping to an acceptable level” (p.16). 

2.2 Barring of override calls

The ACA notes in respect of internet dumping that “regulatory intervention is not justified at this time” (p.1), yet concludes that a requirement should be placed on relevant CSPs to obligate them to offer a barring facility for international direct dial calls via override codes or via international access codes other than 0011 (p.17). 

It is difficult to respond to such diverse statements.  However, as noted in its earlier submission, Optus opposes any obligation to implement a call barring facility for override calls or calls made via international access codes other than 0011.  Such a facility is not currently available on Optus' network, and the costs involved in implementing this would be prohibitive. Furthermore, Optus believes that such a facility would reduce competition, as customers would be denied the opportunity to choose the best long distance calls rates on a call-by-call basis.

Barring of international calls is, however, currently offered by Optus.  Optus has also barred direct dial access to several international numbers / number ranges known to be associated with internet dumping.  We have been heavily involved in the development of the ACIF protocol to share such information with other providers.  Therefore, Optus believes that it already provides several consumer protection mechanisms against internet dumping for its customers. 

2.3 ACA proposals

The ACA recognises that complaints regarding internet diallers have fallen to a manageable level, and therefore proposes no regulatory intervention at this stage.  The ACA does, however, intend to continue monitoring this matter, as well as evaluating the impact of the recent service provider rule on the provision of information to customers about premium services.  Optus supports these proposed actions by the ACA.  In particular, Optus supports the evaluation of the impact of the recent service provider rule. This evaluation should take into consideration both the benefits to consumers and the costs to industry of undertaking such information provision. 

The ACA also proposes to evaluate the ACIF protocol within 12 months to evaluate its effectiveness.  Optus supports this proposal. 

3. Credit Management Measures to Address Unexpectedly High Bills

The ACA paper makes observations about a range of credit management issues.  Amongst other things, it focuses on:

· the issue of unexpectedly high bills and who is responsible for these bills;

· comparisons of the telecommunications sector with the banking and financial services sector;

· the impacts on vulnerable consumers; and

· the range of current and proposed credit management measures and tools.

The ACA report also suggests a framework for rating the effectiveness of credit management tools, and proposes five strategies which could be followed in implementing such a framework.  We respond to each of these topics below. 

3.1 General comments

As noted above, Optus is concerned at the manner in which the issue of ‘unexpected high bills’ is portrayed.  As the ACA notes (p.20), “it is possible for consumers who receive or use [premium or M-commerce] services to run up a high telecommunications bill for what may be considered an average usage of each individual service.”  Optus would question whether such a scenario could reasonably be called ‘unexpected’.  

Optus’ definition of an unexpected high bill would be where a customer has accrued charges in a short period of time and could not reasonably have been expected to know about the amounts accruing or could not reasonably have protected themselves from such amounts accruing.  For example, a customer who is using international roaming on their mobile whilst overseas may accrue high charges due to the roaming costs.  Customers are well informed of the potential charges of roaming, so a high bill due to roaming charges would be exactly that – a high bill.  It would not, however, be unexpected. Therefore, usual credit management practices (such as organising a payment arrangement with the customer, barring value added services and some call types until the bill has been paid, etc) would apply. 

The benchmark of what would constitute an unexpected bill also varies between customers. This would need to be viewed on the basis of whether the customer has taken measures to protect themselves which are reasonable in their circumstances.  

3.2 Responsibility for bills (unexpected or otherwise)

The ACA lists a number of elements which can lead to an 'unexpectedly high bill'.  These are:

· lack of awareness of charging for services (either because a customer has failed to read information provided to them, or because such information is inadequate, difficult to understand or misleading); 

· extreme usage of a service by a customer;

· use of a service by family or friends without the consent of the account holder;

· internet dumping, hacking or theft; and

· failure to see or understand warnings about internet dialler charges. 

In Optus' view, there are two key points to take from this:

1) both customers and suppliers have responsibilities; and

2) a 'one size fits all' solution to the issue of unexpectedly high bills is not appropriate.  (Applying the same solution to each of the scenarios described, or even the same credit management tools, would not be appropriate.)  

Optus believes that the ACA has misinterpreted comments made by industry in claiming that industry tend to hold the position that consumers alone are responsible for protecting themselves from unexpectedly high bills.  It is clear from the excerpt of Optus' submission, which the ACA quotes on page 29 of its report, that our argument was that some of the cases quoted by the ACA could have been prevented if the customer had taken action.  For example, the young person whose phone was used by a flatmate could have easily prevented this by not leaving the phone easily accessible and/or by using the handset's PIN lock functionality.  The person who had their SIM card stolen from the glove box of their car could have stored their SIM card in a more secure and appropriate location, and called the provider earlier to inform of the theft. 

To Optus' knowledge, at no time has industry claimed that customers have the sole responsibility for protecting themselves. However we do not believe that providers have the sole responsibility either.  The ACA fails in our view to properly recognise that CSPs' commercial drivers are closely aligned with consumer protection objectives in this area.  It is certainly not in our commercial interests to have customers running up bills that they are unable to pay.  

For this reason, Optus has three teams of dedicated staff who monitor fixed line and mobile unbilled call records.  These teams operate seven days a week.  They aim to assist customers to remain within their capacity to pay their accounts by alerting them to high usage.  Their three main objectives are: customer retention, revenue protection, and fraud detection and reporting.  

We recognise, however, that it can sometimes be difficult for customers, or some categories of customers, to access information on credit management processes and available tools. This is why Optus advised the ACA that it would be reviewing the information it provides to its customers on this matter. 

3.3 Comparisons with the financial services sector

Optus disputes the suggestion that it is a 'credit' provider, in the financial service sense.  It provides what the ACIF Credit Management Code refers to as 'trade credit', which allows a customer to use a service before paying for it. The TIO states that there has been a significant rise in credit complaints and premium service billing complaints in the past 2 years.  This is not surprising, given the general growth in the market and the massive uptake of new, multi-functional handsets and value added services. Our information suggests that the growth in complaints is consistent with:

1. the overall growth in services; and

2. greater awareness and effectiveness of the TIO. 

Optus disagrees that comparisons can be made between TIO complaint figures and complaint numbers from the Banking & Financial Services Ombudsman. We question the validity of the ACA's claim that because complaints in the financial services sector are falling, and those in the telecommunications sector are rising, it must conclude that there are significant problems in the telecommunications sector..  

3.4 Credit management action (including default listings)

Optus recognises that unexpectedly high bills can have impacts ranging from simple annoyance to potentially very significant consequences for the customer involved, as noted by the ACA.  We are also cognisant of the longer-term impacts to customers of credit management actions such as default listings. 

Optus does not default customers until a thorough credit management and debt collection process has been completed. This process entails our in-house collections area initially liaising with the customer, and attempting to organise a payment arrangement for the debt.  If this is not successful (either because we cannot contact the customer, or because a payment arrangement cannot be reached), the debt will be passed to an external agency for collection. If unsuccessful, the agency will pass the debt back to Optus, who will then refer the debt to a second external collections agency. 

Optus' default listings comply with the Privacy Act 1988 requirements, which state that accounts must be 60 days or more in arrears before a default is listed, and the provider must have taken steps in an attempt to recover the outstanding amount.  Although the Baycorp Advantage guidelines allow for telecommunications debts of as little as $20 to be default listed, Optus does not list defaults against its customers for such small amounts.  

Further, Optus notes that its collections process can be stopped at any time by Optus, for example where a payment arrangement is agreed.  As required by the ACIF Complaint Handling Code (to which Optus is a signatory), Optus also suspends collections actions on any disputed amounts while the complaint is being investigated.  Such processes prove that Optus does not take a mercenary approach to default listing its customers. 

Optus does not believe that a conclusion can be drawn by linking the issue of unexpectedly high bills with the number of default listings. There are many causes of unpaid debts (and therefore of default listings), so any claims in this regard would require proper investigation to determine the initial ‘cause’ of the unpaid debt (i.e. ‘unexpected high bill’; customer refuses to pay; hardship; etc). 

The ACA states that they believe a case for remedial action is demonstrated in relation to default listings by telecommunications providers.  Optus disagrees with this premise, but suggests that the ACA's concerns may be able to be addressed in a review of the ACIF Credit Management Code, by providing more specific rules in relation to default listings. 

3.5 Vulnerable groups

Optus recognises that vulnerable consumers are more at risk than other consumers of exposing themselves to bills they are unable to pay.  We are pleased to note the ACA's acknowledgment that it is not possible to protect all vulnerable consumers against such risks and that it is important for industry to ensure they are not discriminating against certain groups of consumers by refusing them a service based solely on a perception of their ability to enter into a contract.

It is rare that a provider is made aware of a customer's need for protection.  For example, it is not immediately obvious to the provider that a customer has a mental illness, or an addiction to calling (for example) premium services.  The view of most consumer organisations with which Optus consults is that in most cases, the consumer shouldn't be required to divulge such personal information unless they are applying for a specific type of service targeted at such a client group.  

Optus is concerned at the implications of the ACA's suggestion that providers should offer a 'targeted help service for vulnerable customers'.  While Optus is certainly wishes to assist its customers in managing their accounts, the explanation provided by the ACA of this credit management tool is akin to the work undertaken by trained financial counsellors.  Optus believes that such a counselling role should not be undertaken by industry.  This is particularly the case where customers are experiencing financial hardship with all their bills.  (Advice from Optus' Consumer Liaison Forum member who represents the Australian Financial Counselling and Credit Reform Association indicates that most customers experiencing hardship will have problems across the board - not just with their telephone bills.) 

Optus believes that vulnerable consumers need to be able to access appropriate information to ensure they are able to maximise their awareness of telecommunications products and services, how to manage their spending, and who to contact if they require assistance. 

3.6 Credit management tools

In its report, the ACA lists three key outcomes which it feels need to be achieved "in order to reduce the problem of unexpectedly high bills to a reasonable level" (p.31).  These outcomes are:

1. Consumers possess a reasonable understanding of the telecommunications products and services that they use and have certainty about the costs of telecommunications services, the associated risks and their expenditure on these services;

2. Consumers have the means to properly manage their expenditure on telecommunications services; and

3. The expenditure by consumers on telecommunications services is limited in line with their preferences or their ability to pay. 

The ACA also lists the credit management tools which they feel would help achieve these outcomes. Below, we provide feedback on some of the issues raised by the ACA in their discussion of credit management tools.  

3.6.1
General comments
Optus agrees with outcomes 1 and 2 as proposed by the ACA, but holds some concerns about the statement that a customer's expenditure should be limited in line with their ability to pay.  It could be argued that customers are aware of their own ability to pay, therefore should be limiting their expenditure themselves.  We support, however, the statement that expenditure should be able to be limited in line with a customer's preference. 

We also note that the outcomes proposed by the ACA should apply to telecommunications services and credit management in general, not just to the issue of unexpectedly high bills.  (It is disappointing that the ACA continues to confuse these two matters by using these terms interchangeably.)

Optus disagrees with the ACA's claims that there are few credit management tools made available by CSPs.  In fact, the ACA's list of credit management tools contains many which are already available from CSPs. It is worthwhile noting that these tools were developed and implemented by CSPs of their own accord, and sometimes as a competitive differentiator. The benefit of such competition in the marketplace is that customers who wish to use a certain type of credit management tool are able to choose their provider based on whether they offer such a feature, as well as on other competitive differentiators such as pricing and quality of service.   

We will not provide comment below on each of the credit management tools that the ACA lists in section 3.4 of their report.  Optus has already provided comment on some of these in its initial submission.  However it is important to note  that some of the proposed solutions would:

(a)
inconvenience the majority of the Australian population; and

(b)
be extremely costly for CSPs to implement, such cost may far outweigh any benefits to consumers achieved via their implementation. 

3.6.2
Existing information provision requirements not inadequate
The ACIF Prices, Terms and Conditions (PTC) Code already goes some way towards the achievement of the ACA's proposed first outcome(detailed above), by ensuring that appropriate information about the customer's service is provided to them prior, during and after the sale.  The Telecommunications (Standard Form of Agreement Information) Determination 2003 also requires the provision of certain key terms of supply in summary form, and for detailed Standard Forms of Agreement to be publicly available.  Other regulatory requirements include the provision of information about privacy, Customer Service Guarantee, Calling Number Display and Premium Services. 

3.6.3
More intrusive credit assessments not justified
We reiterate the concern raised by members of Optus' Consumer Liaison Forum that more intrusive credit assessments, such as those proposed by the ACA, would result in more people being declined a telecommunications service.  This would particularly affect those with no credit rating, such as new migrants or young people moving out of home.  

We are also concerned that there could be a  consumer and privacy advocate backlash if the telecommunications industry begins to request copies of pay slips, mortgage and bank statements, etc, in order to undertake more thorough credit assessments to determine a customer's capacity to pay.  Given the maturity of the telecommunications market, we doubt most consumers would be willing to provide such detailed personal information to their provider for services which they have been able to use for many years already. 

3.6.4
Optus' plans for implementation of improved credit management measures
In its submission to the ACA, Optus noted a range of actions it would be implementing in relation to its credit management processes.  Optus noted that it constantly refines its processes, but was specifically looking to:

· review the information it provides to its customers on credit management issues;

· document its hardship policy;

· extend its credit assessment process to additional non-mobile post-paid services;

· introduce a new credit checking system involving multiple scorecards; 

· implement a new fraud check system for all new connections; and

· introduce E-Bill (near real-time billing for resale accounts).

We advised the ACA that most of these activities would be taking place within a 12 to 24 month period, with the exception of the changes involving new or upgraded systems to occur within a longer-term timeframe. 

Optus is pleased to advise the Department that it has already commenced working on the first four of these activities.  Optus will continue to progress the above action items over the coming months.  Optus is also currently building a capability for a customer-controlled spend cap for mobile premium content delivered via its Optus Zoo service. 

In addition, Optus continues its involvement in industry activities which are considering credit management-related issues.  For example, Optus participated in ACIF's "Unexpected High Bills" forum last year; provided input to the draft ACIF Financial Hardship guide; is involved in ACIF's Consumer Issues Reference Panel which will be co-ordinating the review of the Credit Management Code; and participates in AMTA activities and provides input to AMTA documents relating to credit management issues. 

Optus is also heavily involved in working with its third party content providers, other industry players and TISSC to develop rules about the provision of mobile content services.  These rules will place obligations on content providers in relation to single message content services, subscriptions services and chat services.  The rules will relate to the pricing information and advertising of these services, as well as to the provision of expenditure warnings and unsubscribe facilities. 

3.7 ACA's proposed remedies

3.7.1
General comments
The ACA proposes a framework that assesses the effectiveness of individual credit management tools.  It also suggests five strategies which may be used to implement its framework, thereby addressing its concerns about credit management practices and achieving the outcomes it has detailed.  The strategies proposed by the ACA are:

· the enhancement of existing industry Codes;

· a voluntary national standard combined with compliance mark;

· individual plans for each CSP for implementation of the ACA's framework for the provision of credit management tools;

· detailed specification of requirements in regulation; or

· a hybrid strategy, involving detailed specification of requirements in regulation with the option of individual plans for each CSP for implementation of the framework for the provision of credit management tools.

Optus acknowledges the ACA's view that a 'one size fits all' solution is not practical, and that it is acceptable and appropriate for different CSPs to have the choice to implement and offer different credit management tools (p.46).  For the reasons outlined below, Optus believes that the best framework under which to address the ACA's concerns is by reviewing existing industry Codes, and in particular the existing Credit Management Code.  Such a review would meet the requirements listed by the ACA on pages 46 and 47 of their report, namely that it would:

· represent industry best practice; 

· be appropriate to the size of the problem; 

· be appropriate to the complexity and range of telecommunications products and services available;

· be able to take account of the outcomes outlined by the ACA; and

· take account of the relative effectiveness of credit management tools in achieving these outcomes. 

3.7.2
ACA's 'effectiveness rating' framework
Optus is somewhat concerned at the assumption that any proposed solution would be based on the ACA's 'effectiveness rating' framework.  Optus believes the ACA's 'effectiveness rating' framework is flawed.  We disagree with the ratings allocated by the ACA to many of the credit management tools listed.  It is also of concern that the very rules set by the ACA for compliance with their framework render such compliance impossible..  

For example, the ACA states that for each service provided (mobile, fixed telephony, internet), and to meet each of the outcomes it espouses, a provider should offer:

· one five-star credit management tool; or

· two four-star tools; or 

· three three-star tools.  

However, a five-star tool does not exist in each category, nor do two four-star tools, or three three-star tools.  There is also no explanation as to whether it would be appropriate to use a range of one-star or two-star tools, yet these tools are included in the ACA's list. 

Such a framework also does not take into account that the provision of one credit management tool may negate the need to offer any others.  For example, Optus applies speed throttling to its broadband internet service.  This affects the performance of a customer's service, but continued use will attract no additional charges.  Therefore, there is no possibility for a customer to receive an unexpectedly high bill.  Yet, by the ACA's rationale, this is not sufficient and would require additional credit management tools to be imposed.  

Optus therefore does not believe that the ACA's framework should be used as a basis for any of the proposed solutions. 

3.7.3
Optus supports the review of existing industry Codes of Practice


In Optus' view, the best solution to the perceived credit management problems is the enhancement of existing industry Codes.  There has been no demonstrated market failure, therefore there is no reason for regulatory intervention in relation to credit management issues.  A self-regulatory approach is also consistent with the objectives in the Telecommunications Act, and with the ACA's vision for "[a]n efficient, competitive and increasingly self-regulated communications sector which meets the needs of the Australian community".

Optus supports a review of the Credit Management Code and believes that this will be the most widely consultative process of the five strategies listed, with industry, regulators and consumers all having the opportunity to provide input and influence the outcomes of the Code review. This will be possible both by participation on the review committee, and by providing input during the public comment period. Further, as the Code is a registered Code, compliance can be enforced by the ACA, which will ensure that industry as a whole enhances existing processes accordingly.

Optus notes that, in its view, the timeframe mentioned by the ACA for a Code review may be too short. When taking into account the important issues this Code review will need to address, the month-long public comment phase and time to review and respond to the public comments received, a 12 month timeframe for review would be more appropriate. 

The remaining strategies proposed by the ACA are not supported by Optus. 

It is difficult to see the value in developing a voluntary national standard on credit management issues, particularly where there is a pre-existing, registered industry Code of Practice.  The voluntary nature of the proposed standard would appear to remove the consumer protection afforded by a registered, enforceable Code.  Its potentially very costly compliance certification is also of concern.  This would surely impact negatively on the ability of smaller CSPs and new market entrants to participate in the voluntary scheme. 

The remaining three strategies proposed by the ACA are broadly similar.  All depend on the introduction of a Service Provider Rule (or similar legislative instrument), which would specify the obligations to be placed on CSPs.  The only difference between the strategies is whether the Service Provider Rule is prescriptive, or whether it contains high level principles and allows CSPs to submit individual compliance plans to the ACA.  The ACA's suggested hybrid strategy provides a combination of these approaches. 

We commend the ACA for its recognition that different providers should be able to tailor the solutions they offer, based on the products and services they provide, their system and network capabilities, and their customer base.  However, Optus does not support a solution which requires the imposition of additional regulation.  As noted above, we dispute the ACA's claims that regulatory intervention is warranted.  We also maintain that the issue of unexpected high bills is not as prevalent as the ACA suggests.

It would appear to Optus that, in effect, the review of the Credit Management Code provides the one solution which contains the best consumer protection features of the other four strategies proposed by the ACA:

1.
Compliance is mandatory, and can be enforced by the ACA;

2.
The Code review process is inclusive, allowing for input from all telecommunications sectors - industry, consumers and regulators;

3.
The Code provides both high level principles and more detailed Code rules where it is deemed necessary to provide additional guidance to industry;

4. 
CSPs are able to tailor their compliance program, based on the services they provide, their network and system capabilities, and their customers base; and

5.
If CSPs wish to make a public commitment to compliance as a competitive differentiator, they can participate in the ACIF Code Administration and Compliance Scheme and become a signatory to the Code. 

For the above reasons, we therefore reiterate our view that the most appropriate solution to address credit management issues is via a review of the existing ACIF Credit Management Code. 

4. Conclusion

Optus is committed to responsible credit management practices.  Optus has publicly stated this commitment by becoming a signatory to the Credit Management Code, and by maintaining its signatory status for the past four years. 

Optus believes that the issue of unexpected high bills is a small subset of overall credit management issues, and has been overstated by the ACA.  Optus therefore believes that any strategies that are proposed should address credit management issues more broadly. 

Any such strategy should be self-regulatory, allow for inclusive consultation processes, and take into account the competitive nature of the telecommunications industry and the wide range of constantly evolving products and services available in the marketplace. 

For these reasons, Optus supports the review of existing industry Codes of Practice, and in particular the review of the existing ACIF Credit Management Code.  

Ends.
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