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FECCA Submission to the Consumer Safeguards Review consultation—Part A: 
Consumer redress and complaints handling 

 
The Federation of Ethnic Communities’ Councils of Australia (FECCA) is the national peak 
body representing Australia’s culturally and linguistically diverse (CALD) communities and 
their organisations. FECCA provides advocacy, develops policy and promotes issues on 
behalf of its constituency to Government and the broader community. FECCA strives to ensure 
that the needs and aspirations of Australians from diverse cultural and linguistic backgrounds 
are given proper recognition in public policy. 

FECCA supports multiculturalism, community harmony, social justice and the rejection of all 
forms of discrimination and racism so as to build a productive and culturally rich Australian 
society. FECCA’s policies are developed around the concepts of empowerment and inclusion 
and are formulated with the common good of all Australians in mind. 

FECCA would welcome the opportunity to expand on this submission as required. For 
enquiries please contact FECCA CEO Dr Emma Campbell at emma@fecca.org.au or on (02) 
6282 5755.  

Recommendations 
FECCA recommends that: 

 consumers retain access to support from the Telecommunications Industry 
Ombudsman (TIO) in the first instance of the complaints handling process, rather 
than being required to wait until the complaint has gone through the provider’s 
required ‘internal escalation processes’ 

 the TIO retain its function as the independent dispute resolution body for the 
telecommunications industry, as opposed to the creation of an External Dispute 
Resolution (EDR) body 

 responsibility for collection of data relating to industry performance and complaints 
remains with the TIO. 

Discussion 
FECCA understands that the Consumer Safeguards Review paper proposes a number of 
changes to the telecommunications industry complaints handling process. FECCA is 
concerned that the problems as identified by the Consultation Paper are premised on the 

mailto:consumersafeguardsreview@communications.gov.au
mailto:emma@fecca.org.au


2 
 

assertion that telecommunications industry service providers (providers) are legally obligated 
to provide funding to the TIO, therefore the TIO is owned by industry and is ‘self-regulated’. 
FECCA challenges the assertion that based on this presumed lack of independence, a new 
body is needed to administer a reformed complaints handling process and data collection 
should be transferred to the Australian Communications and Media Authority (ACMA).  
 
FECCA believes that the current model provides fair, accessible and timely access to 
complaints handling, particularly for vulnerable consumers including CALD Australians.  
 
As a member of Australian Communications Consumer Action Network (ACCAN), FECCA 
also endorses the views outlined in the ACCAN submission.  
  
The current dispute resolution process 
FECCA believes that the current consumer redress and complaints handling process 
administered by the TIO works effectively to provide a free, independent service for 
consumers. While the TIO is funded by providers who are charged fees for complaint 
resolution services, it is not ‘owned by industry’.1 FECCA believes that the ability of the TIO 
to provide consumer-centric services focussed on the fairest outcome for both industry and 
consumers (especially vulnerable consumers) is based on its industry knowledge, combined 
with its independence from industry, government and consumer organisations.  
 
Under the current process, if a consumer has not previously contacted their provider about a 
complaint, the TIO will first forward the complaint to the provider, allowing them 15 days to 
resolve the complaint directly with the consumer. If the consumer has previously contacted 
the provider about the complaint and given the provider an opportunity to resolve the 
complaint, the TIO will refer the complaint to the provider to resolve the complaint directly 
with the consumer within 10 days. If at the end of either of these processes, the consumer 
complaint has not been resolved, the TIO will engage in the next steps of the dispute 
resolution process.  
 
The advantage of the current model is that consumers have access to assistance and 
support from the TIO during the first stages of the complaints handling process. This is 
particularly crucial for vulnerable consumers, including CALD Australians, who may have 
difficulty navigating complaints mechanisms or limited success in their attempts to directly 
resolve issues with their provider. It is FECCA’s view that the current model of consumer 
redress and complaints handling administered by the TIO ensures equitable access, 
particularly for vulnerable CALD consumers.  
 
The Consultation Paper raises the question as to why providers are not directly resolving the  
issues when they are first raised by the consumer, and proposes that the high number of 
complaints being escalated to the TIO suggests that providers may be ‘outsourcing their 
complaints handling mechanisms’ rather than handling disputes in house. 
 
FECCA is concerned that the high number of complaints being escalated to the TIO may in 
fact reflect the deficiencies in the ability of service providers to adequately respond to 
consumer complaints. FECCA is concerned that removing access to support from an 
independent third party until a complaint becomes complex, merely serves to delay the point 
at which individuals can seek assistance in having their complaint resolved. Free and 
independent assistance to have disputes resolved quickly and fairly is the raison d'être of the 
TIO. 

 

FECCA commends the TIO on its efforts to ensure that CALD Australians have equitable 
access to dispute resolution with their providers. Due to extensive consultation with peak 

                                                
1 Telecommunications Industry Ombudsman, available at https://www.tio.com.au/about-us. 
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bodies and CALD consumers, the TIO demonstrates high standards for working with CALD 
Australians, including access to free interpreters and bilingual workers. The TIO has 
previously worked with FECCA to ensure that its processes meet FECCA’s guidelines on 
Access and Equity to Feedback and Complaints Handling Mechanisms for Multicultural 
Communities.  

 

The current model of dispute resolution provided by the TIO has been particularly effective in 
servicing older Australians of CALD background. People from CALD backgrounds are 
overrepresented in Australia’s population over 65, and many have lower levels of English 
language proficiency. Many older CALD Australians have found the transition to the National 
Broadband Network (NBN) challenging for a number of reasons, including difficulties in 
maintaining their landlines and in particular, transitioning medical alarms that are connected 
to phone lines, to the NBN. Having priority access to the TIO complaints handling process 
has helped a number of older CALD Australians to quickly resolve issues relating to medical 
alarms, where delayed resolution may literally be a matter of life or death.  

 

The TIO has also demonstrated effective data collection and usage, using complaints data to 
better inform its work and reduce barriers to access through targeted strategies, particularly 
for CALD Australians. FECCA is working with the TIO to improve the collection of 
disaggregated data to better identify specific issues that disproportionally affect CALD 
Australians. FECCA is concerned that the new model would see data collected and reported 
directly by the service providers, which may be less reliable and less targeted than data 
collected and published from an independent third party. 

 
Proposed model 
Under the new proposed EDR body, complaints would only be accepted once the body is 
satisfied that the matter was unable to be adequately addressed by the service provider’s 
complaint-handling processes, and has gone through the provider’s required internal 
escalation processes. FECCA is concerned that consumers engage the TIO in early stages 
of the complaints handling process because it is an independent body. Under the proposed 
changes, consumers would explicitly be denied access to an independent third party until 
later stages in the process. FECCA is concerned that under the new model, vulnerable 
consumers would be left to deal directly with providers until their complaint had gone through 
‘internal escalation processes’. Currently, there is no indication of what this process would 
look like, or associated timeframes in which the providers would be required to resolve 
complaints. In particular, FECCA is concerned denying support to consumers until later 
stages in the complaints handling process disproportionally disadvantages vulnerable CALD 
consumers.  
 
FECCA is also concerned that the proposed reforms would see the responsibility to collect 
and publish data removed from the TIO, diminishing independent over sight into industry 
issues and complaints handling data. Under the proposed system, TIO’s independent 
publishing of complaints handling data would cease, and service providers would be 
compelled to submit their own data to the government for publication through ACMA. While 
FECCA is supportive of compelling providers to provide their own complaints handling data 
for public release, FECCA does not believe that this should replace independent oversight 
and data publication on complaints and industry issues by the TIO.  
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