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ABOUT ACCAN

Our organisation
The Australian Communications Consumer Action Network (ACCAN) is Australia’s peak body for consumer representation and advocacy in communications. We represent residential consumers and small business including not-for profit organisations in so far as they are consumers. ACCAN focuses on goods and services encompassed by the converging areas of telecommunications, the internet and broadcasting, including both current and emerging technologies.

The operation of ACCAN is made possible by funding provided by the Commonwealth of Australia under section 593 of the Telecommunications Act 1997. This funding is recovered from charges on telecommunications carriers.

Our mission
ACCAN’s mission is to:

· Campaign for consumers and the public interest, with particular emphasis on the needs of consumers for whom the market is not working.

· Inspire, inform, enable and equip consumers to act in their own interests.

· Research emerging consumer and technology issues.

Our values
As an organisation we will:

· Act with courage, integrity and honesty. 

· Operate efficiently, effectively and ethically.

· Value diversity and demonstrate best practice in inclusion and accessibility in our work.

· Value volunteers, staff and members for their crucial role in our work.

· Recognise that building constructive relationships with members, our community, industry, regulators, and government is critical to achieving our mission.

CHAIR REPORT
ACCAN Chairperson Johanna Plante
As ACCAN approaches its fifth birthday it continues to achieve significant wins for Australian consumers, and has become a constant feature of the communications landscape. ACCAN’s ever-growing public profile is testament to its success in representing consumers and delivering diverse and far-reaching consumer outcomes.

The past year highlights noted in this report reflect the consumer and industry benefits of having a strong, united and adequately funded consumer organisation focused on delivering a solid evidence base through targeted research. The ACCAN model is being looked at by many other industries and overseas agencies as an effective mechanism for improving cooperation between consumers and industry, with flow-on benefits to all concerned.

A key highlight of the year was the completion of the Telecommunications Consumer Protections Code and the huge leap in consumer safeguards consequent of its introduction.  

This groundbreaking Code has already succeeded in reducing market confusion, improving complaint handling, enhancing customer understanding and effecting a gradual decrease in Telecommunications Industry Ombudsman complaints.  Whilst there is still a long way to go, I am very proud of the contribution made by ACCAN to ensuring communications consumers are much better protected.

The 2012/13 year saw significant change on the ACCAN Board with the election of five new Directors – Len Bytheway, Sandra Milligan, Ryan Sengara, Nigel Waters and Marcus Wigan – and the co-option of Dean Barton-Smith following an assessment of Board skill sets and requirements.  

I would like to sincerely thank retiring Directors Carmen Daniels, Alex Varley, George Perry, Katherine Lane, Kyle Miers and Sue Salthouse for their contributions, with a particular vote of gratitude to the outgoing Chair Professor Michael Fraser for his invaluable stewardship over the past few years.

Let me also acknowledge the ongoing support of all ACCAN members and the time and skills volunteered by ACCAN Board Directors to ensuring a sustained high level of ACCAN governance.

Finally I want to say a very big THANK YOU to the wonderful ACCAN staff, ably led by our dedicated CEO Teresa Corbin, for their unwavering commitment to securing a better deal for Australian communications consumers.

I commend the ACCAN Annual Report to all members and stakeholders. 

Nobody would debate the ongoing need for a strong voice for all communications consumers.  

ACCAN continues to be that voice.
HIGHLIGHTS

ACCAN is proud to have achieved some significant outcomes for Australian telecommunications consumers in 2012-13. Our highlights include: 

•
ACCAN launched its first-ever smartphone app, Phone Rights, at Parliament House in March. Phone Rights educates users on their telco rights and allows them to log poor reception issues. It has already been downloaded over 10,000 times.

•
ACCAN’s first Indigenous Consultation Workshop brought together key Indigenous stakeholders to set the groundwork in bridging the digital divide for Indigenous communities.

•
The revised Telecommunications Consumer Protections Code came into force in September and ACCAN has been busy tracking the new rules and educating consumers in plain English on their new rights.

•
A big win for the Deaf community, with ACCAN’s recommendations being implemented in two new services offered under the National Relay Service.

•
We’ve stepped up our work for small business consumers, with a dedicated small business project officer beginning in October.

•
ACCAN released research on what pre-paid calling cards to avoid and a tip sheet in 8 different languages to educate consumers, especially those from non-English speaking backgrounds, when calling family and friends overseas. 

•
The High-Speed Broadband and Household Media Ecologies grants project outlined the experiences and expectations of some of the first NBN users. 

•
ACCAN was a leading voice for consumers in the media and policy discussions in the government’s IT Pricing inquiry.

•
ACCAN presented at the half-yearly NBN Joint Parliamentary Committee, arguing for minimum standards for voice calls over the NBN and easy-to-understand broadband performance measures.

•
ACCAN hosted its first affordability seminar in Melbourne attended by 60 academics, consumers, service providers and policy makers.
CEO OVERVIEW

ACCAN chief executive officer Teresa Corbin
This year ACCAN has achieved significant outcomes for communications consumers which are detailed and summarised in this report. In just 12 months we made over 35 submissions, represented consumers on over 20 committees, and held 5 major events including the launch of our first ever smartphone app at Parliament House in Canberra.

ACCAN membership grew to 108 organisations representing remote and rural consumers, Indigenous organisations, small businesses, farmers, disability groups, financial counsellors and community legal centres from across Australia. We conducted an online members survey during the year which revealed their top priorities for ACCAN. These were raising awareness about consumer rights; affordable communications; better regional and remote communications; access to broadband; improving customer service and complaint handling; improving privacy and online security; reducing unfair fees and charges as well as working for improved access to emergency calls.

As well as our grants program we also funded our first National Survey of Consumer Perceptions which we plan to repeat annually. We entered into a partnership agreement with Anglicare Victoria researching communications affordability for vulnerable consumers and presented this at a seminar supported by Telstra in Melbourne in March.

The Annual ACCAN conference in September hosted 34 presenters and had over 230 people participating. The event included ACCAN’s first ever TEXPO, a consumer‐oriented technology expo displaying the latest in cloud, accessibility, child protection online, and other technologies. This event was made possible due to sponsors auDA, Telstra, Google, Vodafone, Amaysim, Sophos, ACE and Red Bee.

Engagement with industry broadened with regular quarterly meetings with Communications Alliance, bi-annual meetings with the Australian Mobile Telecommunications Association (AMTA) and regular briefings and issues specific meetings with the major providers.  We are also very pleased that with assistance from Maddocks Lawyers as facilitators a new ACCAN- Industry Associations six monthly forum has been established for information sharing.

ACCAN engaged with Telstra to ameliorate the loss of the highly effective TISSC. We negotiated an outcome to ensure transparency in future 190 InfoCall Code amendments and maintain a consultation process. The wind-up of TISSC resulted in $95,000 being given to ACCAN to use for research on premium services in the future.

I would like to thank all our staff at ACCAN – it is a privilege to lead such a talented and committed team. Thanks to all those who participated in our advisory committees, attended our events, and to our industry partners for your on-going support for consumer representation and research in communications.

SMALL BUSINESS

ACCAN small business project officer Alan Howard
ACCAN’s long held ambition to broaden its reach to small business consumers was kick started in October 2012 with the creation of a Small Business Project Officer position. Today, some five million Australians are employed by small businesses contributing approximately 20% to GDP, so it was important that ACCAN strongly supported that community. The role was quickly filled by Alan Howard who joined the team after many years in engineering management, operations and program management in companies like AT&T, AAPT and Optus.

A strategy for small business advocacy was soon completed and included a plan to: engage the small business community, discover their main needs and concerns and ensure that ACCAN could confidently represent them.

We got off to a flying start on the back of an excellent survey by leading analyst firm Market Clarity, commissioned under the ACCAN grants program. The survey explored the telecommunications and internet experience of 260 Australian small businesses and found that 22% of fixed broadband users reported faults once a month and 32% considered a one-hour outage to be either serious or “catastrophic”. Alarmingly, 50% of those polled had no broadband back-up plan. This led ACCAN to develop tip sheets educating small business consumers on the critical importance of business continuity planning, as well as range of general tip sheets on topics such as choosing an internet service provider, global roaming and credit reporting.

ACCAN also conducted substantial email, telephone and face-to-face outreach drives concentrating on small business associations, peak bodies and state and local government. Included in this was a small business survey developed by ACCAN and distributed to members of the SME Association of Australia and a presentation on telecommunications issues and resolution at a training conference for small business advisors in Coffs Harbour. We also assisted the push by the Broadband for the Bush Alliance for better regional and remote mobile coverage and developed a position paper on that subject.

During the closing months of the year we responded to a government proposal for the development of on-line learning tools for small businesses and prepared for our hosting of an information booth at the COSBOA Small Business Summit. This work positioned us very well for extensive small business outreach in the year ahead.

POLICY

ACCAN director of policy & campaigns Una Lawrence
ACCAN’s Policy team has had a stimulating and challenging year, beginning with the introduction of the revised Telecommunications Consumer Protections Code coming into force from September 2012. We’ve been tracking the new advertising rules, clear point of sale information, and industry audits of compliance with the Code.
With privacy becoming increasingly important as consumers continue to embrace the digital world, ACCAN has worked on a range of privacy issues such as: supporting mandatory data breach notifications, pointing out the privacy implications of big data, calling for improvements to privacy guidelines for app developers, and engaging with member organisations on important credit reporting changes. We also had a big result in our work on silent-line charging for fixed lines, with Telstra agreeing to a fee exemption for people facing a security threat.
We’ve been actively involved in ongoing NBN policy discussions, with ACCAN presenting at the half-yearly NBN Joint Parliamentary Committee hearing on April 19, arguing  that a minimum standard for quality of fixed line voice services must be maintained over the NBN, and calling for easy-to-understand broadband performance measures. We also continued to pressure NBN Co to deliver tenant-friendly policies and wholesale pricing arrangements. 
We are committed to improving telecommunications services in regional and remote Australia, with our mobile coverage position statement advocating for the Australian Government to play a vital role in improving mobile coverage in rural and remote areas.
A big highlight of this year saw new services offered under the National Relay Service, which excitingly incorporated ACCAN’s recommendations made over the past two years. ACCAN Disability Policy Advisor Wayne Hawkins has also worked with disability organisations to urge government to adopt accessible ICT Procurement policies, and has worked tirelessly with ACCAN members in pursuit of more accessible broadcasting. 
We released research just before Christmas to expose which pre-paid calling cards to avoid, accompanied by a tip sheet in 8 different languages, to help consumers make better choices when calling family and friends overseas. With the booming popularity of smartphone apps, ACCAN research highlighted the confusing marketing of ‘pay to play’ apps, which are free to download but cost real money to play – causing considerable bill shock to parents and young people.

To round off a busy year, we have achieved some real gains in our Fair Calls for All campaign, with the industry coming on board to make calls to 1800 numbers from mobiles free from 2014/15, and we have continued to work toward fixed low-cost charging for mobile calls to 13/1300 numbers.
Indigenous engagement
This financial year, ACCAN ramped up its work with Indigenous peoples and communities, culminating in our first Indigenous Consultation Workshop in March 2013 in Alice Springs, attended by ACCAN members directly involved with Indigenous communications, ACCAN Chief Executive Teresa Corbin, Director of Policy and  Campaigns Una Lawrence, and Indigenous Policy Officer Michael Charlton. The workshop focused on developing a framework for Indigenous consumer representation, strategies for effective Indigenous representation, education and information, and ways of identifying research and advocacy opportunities. It has set the direction for our future engagement to help bridge the digital divide experienced by Indigenous Australia. 

The workshop comes on the back of a number of ACCAN initiatives in this financial year to improve communications services for Indigenous communities and peoples:

· The hiring of ACCAN’s first Indigenous Policy Officer, Michael Charlton, in October 2012

· In November 2012, Michael Charlton took part in a fieldtrip to central Australia as part of the ongoing Home Internet for Remote Indigenous Communities project – a previous ACCAN grants project aimed at providing advice to policy makers, funding bodies and service providers on internet take-up in remote Indigenous communities.
· Regular involvement in the Broadband for the Bush (BB4B) Alliance – an alliance of 13 organisations and councils that focus on the unique communications needs of people living and working in remote Australia and how best to deliver them. ACCAN involvement included facilitating the two-day BB4B forum in July 2012 and contributing to the BB4B “Rethinking the Indigenous Communications Program” policy paper.

· Submitting to the Joint Select Committee on Cyber-Safety regarding the important issues related to cyber-bullying in Indigenous communities.
· The launch of ACCAN’s Reconciliation Action Plan (RAP). Officially launched by Aboriginal and Torres Strait Islander social justice commissioner Mick Gooda in Sydney on 25 February 2013, ACCAN’s RAP is a policy that will guide our engagement with Indigenous communities and help build an Australian society that values and respects Aboriginal and Torres Strait Islander peoples and cultures.

· Hosting an ACCAN booth at the annual Yabun Indigenous Festival in January 2013.

· Sponsorship of the Eora TAFE in Sydney, as well as contributing regularly to their student newsletter. 

CONSUMER AWARENESS

ACCAN media & communications manager Asher Moses

Years of hard work building our profile and establishing relationships with the public and media has paid huge dividends. This year, ACCAN recorded 925 media mentions, more than double the previous year of 428. The hottest media issues included global roaming, the price of mobile data, in-app purchases, IT pricing and data breach notifications.

Our willingness to stand up for consumers has not only ensured ACCAN remains a trusted source in the media, but perhaps more importantly, our voice is being heard by those who matter, for instance ACCAN research on “freemium” apps heavily informed an ACCC investigation.

The new TCP code came into effect this financial year and ACCAN put considerable effort into educating consumers on how the changes would affect them, including the publication and wide distribution of our plain English “Making The Right Call” guide.

In March we launched the Phone Rights app, which provides consumers with vital information about their rights, including in video format, as well as an innovative tool enabling them to log poor reception. Phone Rights, which has been downloaded over 10,000 times, was developed thanks to a bequest from the late consumer advocate Maureen Le Blanc.

In September ACCAN redesigned its weekly WebNews and members emails to be more engaging and reader-friendly, with a steady increase in click-throughs and subscribers following the revamp. We continue to ensure all our communications are accessible by providing a plain-text version. 

Reports on the global roaming rip-off continued during the year following new government initiatives attempting to solve the problem. ACCAN engaged in extensive advocacy around this issue and many others, such as ensuring mobile data charges remain affordable, and ending unjust silent line fees, which Telstra scrapped for some customers in February.

We’ve effectively harnessed Twitter and YouTube to ensure our initiatives benefit a broad range of consumers. Twitter followers increased by over 40% on the previous year. Traffic to the ACCAN website increased from 4438 average users per month in 2011-12 to 5206 in 2012-13.

These efforts have been extended by our community outreach activities, which included facilitating the two-day Broadband for the Bush Forum in Alice Springs, running a telecommunications workshop with 20 young leaders at Youth Action’s “Shift This!” conference, and our CEO Teresa Corbin holding a consumer rights workshop in Darwin.
Grants
ACCAN director of operations, deputy CEO Narelle Clark

This financial year the ACCAN Grants Scheme has continued to grow in profile. A record number of 77 applications were received during the 2013 round of the scheme, of which 62 were eligible for assessment by the Independent Grants Panel.

We continue to work closely with applicants during the application stage to ensure they have a thorough understanding of the Grants Scheme Guidelines and ACCAN’s Strategic Plan. Collaboration also continues with the successful applicants once projects begin. This allows projects to align well with ACCAN’s policy and advocacy work and also to support rigorous and ethical research.

Five grant projects were completed over this financial year, adding considerably to our evidence base and strengthening our education and advocacy initiatives. Our research base was significantly expanded through an examination of the telecommunications use and experiences of small business. This project produced a comprehensive baseline data set which propelled ACCAN’s new work in the small business area, giving ACCAN’s first Small Business Project Officer a great piece of material to build from. Other research examined the experiences of those living in the NBN rollout area of Brunswick, Victoria, and resulted in the first consumer report on the NBN. Educational projects also saw high school students volunteering to help older Australians learn how to use a device of their choice, such as an iPad, while another project produced comprehensive materials to advise young people in dealing with confusing mobile phone contracts.

Grants scheme projects completed in 2012-2013

· Caps, Apps and Other Mobile Traps by the National Children’s and Youth Law Centre is helping young people become savvy mobile phone consumers.
· Death and the Internet examined the options consumers have for safekeeping their online accounts, profiles and assets in the case of their death.
· High-Speed Broadband and Household Media Ecologies captured the experience of a sample of the NBN’s first users.
· Know Your Gizmo partnered up high school students with seniors to help seniors use a gizmo of their choice.
· Small Business Telecommunications Use and Experience produced a baseline data set based on interviews with 200 small businesses around Australia.

Grants continued…

Death and the internet

More and more people now have online bank accounts, email addresses, social networking accounts such as Facebook and LinkedIn, and digital assets such as eBooks and music files. So it was only a matter of time before the question arose: what happens to these online assets and accounts after a person dies?

A team of researchers from the University of Melbourne, under the ACCAN Grants Scheme, investigated issues of online memorials, bequeathing, and preserving digital materials after death. The researchers sifted through various licencing policies, examined terms of use agreements and copyright laws and interviewed a range of people, from funeral directors, to internet service providers and estate planning lawyers.

The researchers found that if you don’t manage your digital legacy, items of immense personal value (photographs, for example) will become inaccessible and/or destroyed. Many Australians are now creating digital registers which document all their online assets and activities, and leaving instructions to their heirs to handle these materials after death. Including such a register in a Will helps to preserve (or dispose of) digital assets and to prevent identity theft, damage to reputations and intrusions to privacy. It also allows the bequeathment of online images, for example, to occur more smoothly.

A final report was compiled which detailed the researchers’ findings and recommendations, and a brochure was produced which provided useful tips on preserving your digital footprint. Copies of this brochure were sent to state trustee offices, estate planning lawyers, charities such as Anglicare and the Salvation Army, and funeral parlours. The brochure is also available from the ACCAN office, or downloadable from our web site.
Caps, apps and other mobile traps

The National Children’s and Youth Law Centre (NCYLC) is a non-profit community legal centre committed to addressing human rights issues for young people in Australia. It works to support children and young people, to increase awareness of their rights and their access to justice.

Recognising that a major gap exists in child-friendly consumer resources for mobile phones, the team at NCYLC produced a number of resources that are easily accessible and understood by children. These include a youth-friendly translation of a range of mobile phone contracts, as well as fact sheets, a glossary of key terms which translates jargon into plane English, and an online one-stop-shop of mobile phone consumer information.

OUR IMPACT
Blind Citizens Australia

“As an organisation, we greatly value our membership with ACCAN. ACCAN always ensures that we are up-to-date on matters pertaining to the accessibility of communications technology so that we are able to keep our members informed. ACCAN also provides us with opportunities to collaboratively advocate on different issues, such as public procurement for ICT and audio description on television.”

ASCCA

“Congratulations to ACCAN for representing consumers on communication issues; Seniors can be disadvantaged by not using modern communication formats including telecommunications, broadband and the seemingly endless emerging technologies.  The Australian Seniors Computer Clubs Association (ASCCA) is the national peak body for seniors and technology and we applaud ACCAN’s endeavours to ensure that availability, accessibility and affordability issues are addressed for the advantage of all Australians. ASCCA is proudly a member of ACCAN and our involvement with ACCAN is strong and ongoing.”

Australian Privacy Foundation

“ACCAN plays a vital role in promoting the interests of telecommunications consumers.  Like its predecessor CTN, ACCAN has been a strong and active voice for privacy protection across issues as diverse as silent lines, numbering, participant monitoring and telco credit default listings. ACCAN works well in partnership with other consumer NGOs to restrain unreasonable business practices and unjustified surveillance by governments.”

Financial Counselling Australia

“Financial counsellors often assist people who have a problem with a telco – a high bill, a plan they can’t afford or have been sold an inappropriate product. While we can help individuals to resolve these issues, ACCAN gives our clients and our sector a voice in broader reform. The best example is the campaign about the cost of 1800 and 13 numbers from mobile phones, which is a huge issue for many low income consumers. Without ACCAN, the campaign for change, that has been largely successful, simply would not have occurred.” 

National Children’s and Youth Law Centre

“The National Children’s and Youth Law Centre (NCYLC) really values its membership of ACCAN. We have come to respect ACCAN’s work on cyber-safety, phone consumer and disability access issues especially. Young communications consumers need advocates too and with the support of ACCAN, through its Grants Program, this is where NCYLC and ACCAN stepped in to help young consumers realise their consumer rights.”

CHOICE

"In the past 12 months ACCAN has continued to play a vital role in championing consumer rights on issues around telecommunications and Internet. Significantly, its successful campaign to get mobile phone companies to cut excessive global roaming charges delivered a major win for consumers, with Vodafone and Optus both reducing the costs of their services."

ACCAN MEMBERS

Organisational Members as at June 30 2013:
· Able Australia

· Achieve Australia

· Australia For All Alliance Inc

· Australian Communication Exchange

· Australian Council of Social Service

· Australian Federation of Deaf Societies

· Australian Federation of Disability Organisations

· Australian Pensioners and Superannuants Federation

· Australian Privacy Foundation

· Australian Regional Business Development Specialists

· Australian Seniors Computer Clubs Association

· Better Hearing Australia

· Blind Citizens Australia

· BuildersNet Pty Ltd

· CARE Inc

· Central Land Council

· Centre for Appropriate Technology

· Centre for eCommerce & Communications

· CHOICE

· CICADA QLD

· CITIES - Centre for Indigenous Technology Information and Engineering Solutions

· Collective of Self Help Groups

· Combined Pensioners & Superannuants Assoc. of Victoria

· Communication Rights Australia

· Communications Law Centre

· Community Broadcasting Association of Australia

· Community Legal Centres NSW

· Consumer Action Law Centre

· Consumer Credit Legal Centre NSW

· Consumer Credit Legal Service WA

· Consumer Utilities Advocacy Centre

· Consumers' Association of South Australia

· Consumers' Federation of Australia

· Copper Development Centre, Australia Ltd

· Council on the Ageing (WA) Inc.

· Council on the Ageing Australia

· Country Women's Association of Australia

· Customer Underground

· Cyberspace Law and Policy Centre

· Deaf Australia

· Deaf Can Do

· Deaf Children Australia

· Deaf NT

· Deaf Society of NSW

· Deafness Forum of Australia

· Desert Knowledge Australia

· Digital Tasmania

· Diversicare

· Electronic Frontiers Australia

· Energetica

· Ethnic Communities Council of WA

· Evidence Technology Holdings Pty Ltd

· Family Drug Support

· Federation of Ethnic Communities Councils of Australia

· Financial Counselling Australia

· Financial Counsellors Association of Queensland

· Footscray Community Legal Centre

· Gateway Community Group Inc

· Health Consumers of Rural & Remote Australia

· Helplines Australia

· Homelessness Australia

· Hovtek Pty Ltd T/A Sydney Trade Point

· IDEAS NSW

· Illawarra Legal Centre Inc

· Indigenous Consumer Assistance Network Ltd

· Indigenous Remote Communications Association

· Inner Sydney Regional Council for Social Development

· Internet Society of Australia

· Inclusive UX

· IP Neighborhood

· Isolated Children's Parents Association Australia

· Isolated Children's Parents' Association NT

· Isolated Children's Parents' Association of NSW

· Isolated Children's Parents' Association WA

· itControl

· Kingsford Legal Centre

· Macarthur  Legal Centre

· Media Access Australia

· National Association of Community Legal Centres

· National Association of Tenant Organisations

· National Children's and Youth Law Centre

· National Council of Women of Australia

· National Ethnic Disability Alliance

· Northern Rivers Community Legal Centre

· Novita Children's Services

· NSW Farmers Association

· People with Disabilities WA

· People with Disability Australia

· Physical Disability Australia

· Physical Disability Council of NSW

· Queensland Consumers Association

· Queensland Council of Social Service

· Redfern Legal Centre

· Signs Ministries Charitable Trust

· South Australian Financial Counsellors Association

· Swinburne Institute for Social Research

· Tasmanian Deaf Society

· Tasmanians with Disabilities Inc.

· Telecommunications Consumer Group SA Inc

· Tenants Union of Queensland Inc.

· The Australia Institute

· The Settlement Neighbourhood Centre

· Vision Australia

· W.O.W! - Willing Older Workers Incorporated

· Western Australian Deaf Society Inc.

· Westwood Spice

· Women with Disabilities Australia

· Women's Legal Services Aust

· Women's Legal Services NSW

· Workventures

· Yirrkala Homelands Schools

SUBMISSIONS

ACCAN’s policy team made a number of submissions to government, regulatory and other inquiries in 2012-2013. All of our submissions can be found in full online at: accan.org.au/submissions 
July 2012

The House of Representatives Standing Committee on Infrastructure and Communications, IT Pricing Inquiry, 6th July 2012

Senate Legal and Constitutional Affairs Committee, Privacy Amendment (Enhancing Privacy Protection) Bill 2012, 18 July 2012

auDA Industry Advisory Panel, Review of structure and regulation of Australian domain name industry, 20 July 2012

August 2012

House of Representatives Standing Committee on Social Policy and Legal Affairs, Inquiry into Privacy Amendment (Enhancing Privacy Protection) Bill 2012, 3 August 2012

ACMA, Proposed Payphone (Consultation Document) Guidelines, 3 August 2012

Joint Parliamentary Committee on Intelligence and Security, Inquiry into potential reforms of National Security Legislation, 20 August 2012

October 2012

DBCDE, Trans-Tasman Mobile Roaming: Response to the Draft Report, 3 October 2012

ACMA, Global Roaming Notifications Standard, 12 October 2012

auDA, Industry Advisory Panel draft recommendations on the Accreditation and Regulation of Domain Name Registries and Resellers in Australia, 23 October 2012

Department of Prime Minister and Cabinet, National Trusted Identities Framework Submission, 24 October 2012

November 2012

Australian Law Reform Commission, Copyright and the Digital Economy Issues Paper, 16 November 2012

Australian Government Attorney-General’s Department, Data Breach Notifications, 23 November 2012

January 2013

ACCC, NBN Co Special Access Undertaking (SAU), 18 January 2013

ACMA, Draft standard on closed-caption quality, 22 January 2013

Commonwealth Consumer Affairs Advisory Council, App purchases by Australian consumers on mobile and handheld devices, 31 January 2013

auDA, Dispute Resolution Policy Submission, 31 January 2013

February 2013
Department of Education, Employment and Workplace Relations, Inquiry into improving the employment participation of people with disability in Australia, 15 February 2013

ACMA, Fixed and Local Rate Number Statutory Consultation, 15 February 2013

March 2013

Senate Standing Committee on Environment and Communications, Silent Lines submission, 28 March 2013

April 2013

Australian Government Information Management Office, Submission on big data strategy, 5 April 2013

Joint Parliamentary Committee on the National Broadband Network (NBN), Fifth 6 monthly review of NBN, 12 April 2013

Office of the Australian Information Commissioner's (OAIC), Draft guide to mobile privacy for app developers, 17 April 2013

Attorney General’s Department, Breach notifications exposure draft submission, 24 April 2013

May 2013

Senate Environment and Communications Committee, Telecommunications Legislation Amendment (Consumer Protection) Bill 2013 [Provisions] submission, 2 May 2013

Australian Retail Credit Association, Joint submission to the Credit Reporting Privacy Code Review, 5 May 2013

Communications Alliance, Review of the Calling Number Display Code, 7 May 2013

ACMA Technical Advisory Group, Managing quality of service issues for standard telephone services in an IP environment, 10 May 2013

Joint Select Committee on Cyber-Safety, Cyber-Safety issues affecting Indigenous Australians, 

ACMA, Premium services (190) determination review submission, 24 May 2013

Consumers International, Mobile banking standards submission, 24 May 2013

Commonwealth Consumer Affairs Advisory Council, Review of the Benchmarks for Industry-based Customer Dispute Resolution Schemes, 24 May 2013

Telecommunications Industry Ombudsman, Publishing Comparative Complaints Data Submission, 31 May 2013

June 2013

ACMA, Identity checks for prepaid mobile submission, 10 June 2013

Internet Industry Association, icode submission, 20 June 2013

Senate Committee on Constitutional and Legal Affairs, Privacy Alerts Bill (data breach notifications) submission, 20 June 2013
ACMA, Consultation on change to numbering plan – 1800 numbers, 23 June 2013

DBCDE, Multi-Channel Caption Review, 28 June 2013
PUBLICATIONS & RESEARCH
· Nansen, B., Arnold, M., Wilken, R. and Gibbs, M. 2012, Broadbanding Brunswick – High-speed Broadband and Household Media Ecologies: A Report on Household Take-up and Adoption of the National Broadband Network in a First Release Site, Australian Communications Consumer Action Network, Sydney
· Market Clarity 2013, Small Business Telecommunications Service Use and Experience, Australian Communications Consumer Action Network, Sydney
· Bellamy, C., Arnold, M., Gibbs, M., Nansen, B. and Kohn, T. 2013, Death and the Internet: consumer issues for planning and managing digital legacies, ACCAN, Sydney

· National Children’s and Youth Law Centre, 2013, Caps, Apps and Other Mobile Traps: Responding to young Australians’ financial and legal issues arising from mobile phone usage, ACCAN, Sydney
· Turner, Erin 2013, Pre-paid calling cards: advertising, use and complaints processes in Australia, Australian Communications Consumer Action Network, Sydney, http://accan.org.au/index.php/phones/research-reports/540-pre-paid-calling-cards-advertising-use-and-complaints-processes-in-australia
· Blind Citizens Australia, Media Access Australia, ACCAN & Vision Australia 2010, Blindness Sector Report on the 2012 ABC Audio Description Trial
· ACCAN & Ipsos, 2012, National Consumer Perceptions Survey 2012, http://accan.org.au/index.php/publications/reports/general/510-accan-national-survey
· ACCAN & the Internet Society of Australia (ISOC-AU), 2013, National Broadband Network: A guide for consumers

EXTERNAL REPRESENTATION

Members of the ACCAN team represent consumers on a range of government, industry and regulatory committees:
· ACCC Consumer Consultative Committee 

· ACCC Infrastructure Consultative Committee 

· ACMA Captioning Quality Working Group 

· ACMA Consumer Consultative Forum 

· ACMA Emergency Call Service Advisory Committee

· ACMA Numbering Advisory Committee 

· ACMA Technical Advisory Group

· Australian Radiation Protection and Nuclear Safety Agency Electromagnetic Emissions Health Reference Group 

· Communications Alliance, Participant Monitoring Revision Working Committee 

· Consumers Federation of Australia 

· DBCDE Cyber Security Week Steering Group 

· DBCDE Digital Switchover Consumer Expert Group 

· GAP/DBCDE National Standing Committee on Cloud Computing 

· National Forum Emergency Warnings to the Community  

· National Relay Service Consumer Consultative Committee 

· NBN Co Public Information on Migration Consumer Working Group 

· Optus Consumer Liaison Forum  

· Standards Australia JTC 1 Advisory Committee 

· Standards Australia IT-038 Distributed Application Platform and Services Committee (Australian Mirror Committee to JTC 1/ SC 38 - IT-038 DAPS)

· Telstra Disability Forum 

· TIO Council 

· TIO Financial Hardship Roundtable Steering Group 

· APSC Roundtable on Accessible ICT 

Consultation
ACCAN has three main consultation groups, consisting of a wide range of telecommunications stakeholders, who advise ACCAN on various policies.

Indigenous Consultation Workshop

This workshop develops a framework for Indigenous consumer representation, strategies for effective Indigenous representation, education and information, and ways of identifying research and advocacy opportunities.

· Andrew Crouch – Centre for Appropriate Technology

· Peter Taylor – Centre for Appropriate Technology

· Daniel Featherstone – Indigenous Remote Communications Association

· Donna Hensen – Women’s Legal Service NSW

· Heron Loban – James Cook University

· Annie McCall – Mulga Gidgee

· Alyson Wright – Central Land Council

· Teresa Corbin (chair) – ACCAN

· Una Lawrence – ACCAN

· Michael Charlton – ACCAN

SACCA

Our Standing Advisory Committee on Consumer Affairs (SACCA) members have hands-on experience in general telecommunications consumer issues and advise ACCAN on various policies.

· Michael Fraser (chair) – UTS Communications Law Centre

· Andrew Crouch – Centre for Appropriate Technology

· Karin Ness – Northern Rivers Community Legal Centre

· Jo Benvenuti – Consumer Utilities Advocacy Centre

· Rachael Milfull – AFCCRA

· Ian Butterworth – Telecommunications Consumer Group SA

· John Wood
· Loretta Kreet
· Victoria Rubensohn
SACDI

Our Standing Advisory Committee on Disability Issues (SACDI) members represent various disability organisations and offer ACCAN expert advice on our disability policies.

· Dean Barton-Smith – CEO LINK Community Transport

· Catherine Clark – North Melbourne Institute of Tafe

· Denise Wood – University of South Australia

· Scott Hollier (chair) – Media Access Australia

· Lachlan Hazelton – Physical Disability Council NSW

· Andrew Stewart – Deafness Forum of Australia

· Nadia Moffatt
· Hank Wyllie
· Kim Curtis

