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About ACCAN  

The Australian Communications Consumer Action Network (ACCAN) is the peak body that represents 
all consumers on communications issues including telecommunications, broadband and emerging 
new services. ACCAN provides a strong unified voice to industry and government as consumers work 
towards availability, accessibility and affordability of communications services for all Australians. 

Consumers need ACCAN to promote better consumer protection outcomes ensuring speedy 
responses to complaints and issues. ACCAN aims to empower consumers so that they are well 
informed and can make good choices about products and services. As a peak body, ACCAN will 
represent the views of its broad and diverse membership base to policy makers, government and 
industry to get better outcomes for all communications consumers.  

Contact 

Isabel Durie- Policy Officer 

PO Box 639, 
Broadway NSW, 2007 
Email: info@accan.org.au 
Phone: (02) 9288 4000 
Fax: (02) 9288 4019 
Contact us through the National Relay Service 
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1. Introduction 

ACCAN thanks the ACMA for the opportunity to provide comment to the review of the 
Telecommunications (International Mobile Roaming) Industry Standard 2013 (IMR Standard). As we 
have argued in previous reviews, accurate and timely information provided to consumers about 
charges they may experience when using their mobile overseas is paramount to protecting and 
empowering consumers by allowing them to make well-informed decisions about how they use their 
mobile service overseas. 

As noted by the ACMA in its consultation paper, complaints to the Telecommunications Industry 
Ombudsman (TIO) about IMR have decreased significantly since the IMR Standard was introduced in 
2013. In its submission to the 2016 review of the IMR Standard, the TIO reported that in the year 
following the introduction of the IMR Standard, IMR-related complaints dropped by 46.2 per cent, 
and a further 32.7 per cent between 2014 and 20151. This illustrates that the IMR Standard has been 
effective in driving change in the industry and protecting consumers from unexpected and high 
charges whilst using their mobiles overseas.  

It is vital that the IMR Standard remains a strong regulatory tool. The detriment experienced by 
consumers from excessive overseas roaming charges can be significant. Whilst the market offerings 
for international mobile roaming have changed recently, the Standard continues to be a necessary 
part of consumer protection for the industry.  

  

                                                           

1
 TIO 2016: https://www.tio.com.au/__data/assets/pdf_file/0008/199691/March-2016-TIO-submission-to-ACMA-

Proposed-amendments-to-International-Mobile-Roaming-Industry-Standard-2013.pdf 

https://www.tio.com.au/__data/assets/pdf_file/0008/199691/March-2016-TIO-submission-to-ACMA-Proposed-amendments-to-International-Mobile-Roaming-Industry-Standard-2013.pdf
https://www.tio.com.au/__data/assets/pdf_file/0008/199691/March-2016-TIO-submission-to-ACMA-Proposed-amendments-to-International-Mobile-Roaming-Industry-Standard-2013.pdf
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1.1. List of recommendations 

Recommendation 1: Consumers using roaming packs should still receive 
notifications about activating IMR services, options for declining the use of IMR 
services, and usage alerts.   
Recommendation 2: Consumer notifications required under the Standard 
should be retained.  
Recommendation 3: Consumers must be notified when their roaming pack 
ceases to work and other IMR charges apply. This obligation should go alongside 
5(1)(b).  
Recommendation 4: Consumers using IMR services (including roaming packs) 
should be notified prior to incurring automatic charges (for both pre and post-
paid services). This notification should be provided in the 85% usage notification 
under 9(3)(b).  
Recommendation 5: The increment of $100 referred to in 9(3)(a) and 9(3)(c) 
should be reduced to $50.  
Recommendation 6: When a consumer receives the notification under 5(1)(b) 
they should also be warned about automatic charges that may be applied when 
they reach the limit of their included value.  
Recommendation 7: Consumers should not be able to opt-out of receiving 
consumer notifications about IMR services and charges. Therefore clauses 9(3A) 
and 9(3B) should be removed.  
Recommendation 8: The definition of current usage estimates should be 
amended to ensure information provided to consumers about their usage is 
provided within 2 hours.  
Recommendation 9: The ACMA should consider how a consumer using 
international roaming on a non SMS-enabled device should receive the consumer 
notifications set out in the Standard.  
Recommendation 10: Obligations on MVNO’s due to come into effect from 
January 2019 must not be delayed and should be reviewed in light of the other 
recommendations made in this submission.   
Recommendation 11: The definition of consumer should be altered so that the 
spend limit for small businesses is matched to that in the Australian Consumer 
Law. 
Recommendation 12: When a consumer declines the use of IMR services, a 
provider should ensure this is done within 2 hours. Section 8(2) should be 
amended to reflect this change.  
Recommendation 13: Define the terms ‘nominal fee’ and ‘reasonably accessible’ 
in subclauses 8(5) and 8(6). 
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2. Responses to targeted review questions 

2.1. Issue 1: Market changes for IMR services 

The telecommunications sector is rapidly evolving and providers make changes to their offerings 
frequently. When the IMR Standard came into effect in 2013 access to roaming was on a pay-as-you-
go basis. International mobile roaming offers are now substantially different with roaming packs 
offered by Telstra, Optus and Vodafone. Whilst the exact terms of these packs vary slightly between 
providers, generally consumers pay a daily flat rate to make calls, send texts and use data overseas 
and are only charged this daily rate on the days they use their phone. Once a consumer has reached 
their allocated data they may automatically incur a data top-up that will add a further charge to their 
bill. 

ACCAN has reviewed the current obligations in the IMR Standard and is generally satisfied that the 
functions of the Standard still offer adequate protections to consumers who use these roaming 
packs when travelling overseas. The obligations in the Standard to send notifications to customers 
about the activation of roaming services, declining a roaming service, and spend management tools, 
should still apply for these new products.  

Recommendation 1: Consumers using roaming packs should still receive 
notifications about activating IMR services, options for declining the use of IMR 
services, and usage alerts.   

ACCAN notes however that these roaming packs are only available for use in certain countries and 
only offered by some providers (for example, see below map2 where Telstra’s day pass roaming is 
available). As such, the Standard must ensure that consumers who may travel between countries 
where daily roaming packs are usable, and those where they are not, are notified when their pack 
stops working and they start using pay-as-you-go type roaming services (where a consumer has 
activated this option as well).  

 
                                                           

2
 Telstra 2018: https://www.telstra.com.au/international-roaming 

https://www.telstra.com.au/international-roaming
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As noted below under issue 2, the effectiveness of the Standard may therefore be improved by 
notifying consumers when they switch between a roaming pack and normal international roaming 
rates. There is also scope to improve spend management tools that provide warnings about 
additional charges, applied either pre or post usage.   

Consumers may also now access roaming services on a tablet or computer and therefore SMS is not 
an appropriate method to send notifications. This will be discussed further under issue 3.  

2.2. Issue 2: consumer notifications 

ACCAN considers that for the most part, the obligations on providers to send notifications to 
consumers using IMR services are adequate and work effectively. As noted in the introduction, since 
the IMR Standard took effect in 2013, complaints about IMR have dropped significantly. This 
suggests the detail and wording of the notifications is working as intended. ACCAN has not heard 
from consumers about issues relating to these notifications, or IMR services in general. Similarly, we 
have discussed the notifications with consumer organisation CHOICE who have also not received any 
complaints about IMR notifications.  

Recommendation 2: Consumer notifications required under the Standard 
should be retained.  

Given new market offerings such as roaming packs, we do however think that consideration needs 
to be given to notifying consumers when they move between countries where roaming packs are 
available, and where they are not. An additional obligation could be included alongside 5(1)(b) that 
requires a provider to notify the consumer they are now using a different type of IMR service and 
different charges apply (where appropriate). This message should be kept short and simply and be 
complimentary to the notifications already required and included in the same message.  

Recommendation 3: Consumers must be notified when their roaming pack 
ceases to work and other IMR charges apply. This obligation should go alongside 
5(1)(b).  

There is also room to improve the notifications relating to usage of included value and automatically 
applied charges (for both pre and post-paid services) set out under section 9. ACCAN considers that 
consumers should always be notified prior to incurring automatic charges. The roaming packs 
currently available often include small amounts of data and once this has been used there is an 
automatic top-up costing about $103. Under 9(3)(c) notifications about automatic prepayments are 
provided after the charge has been applied to the customer’s account. This notification should 
however be given prior to the charge being applied to allow the customer to turn their data off if 
they do not wish to incur further charges.  

                                                           

3
 Vodafone: https://www.vodafone.com.au/plans/international-roaming 

Telstra: https://www.telstra.com.au/international-roaming 

Optus: https://www.optus.com.au/shop/mobile/international-
roaming/postpaid?SID=con:postmob:introam:postmob:bnr::#travelpacks 

https://www.vodafone.com.au/plans/international-roaming
https://www.telstra.com.au/international-roaming
https://www.optus.com.au/shop/mobile/international-roaming/postpaid?SID=con:postmob:introam:postmob:bnr::#travelpacks
https://www.optus.com.au/shop/mobile/international-roaming/postpaid?SID=con:postmob:introam:postmob:bnr::#travelpacks
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Information about automatic charges should be provided when the customer receives the 85% 
usage alert, required under 9(3)(b). ACCAN has argued for a similar change to the 
Telecommunications Consumer Protections (TCP) Code in the current review. Under section 6.6.3(a) 
of the draft TCP Code providers will be required to notify customers about charges applying once 
100% of included value has been used prior to them reaching that point, i.e. as part of the 85% 
usage notification4:  

 

Recommendation 4: Consumers using IMR services (including roaming packs) 
should be notified prior to incurring automatic charges (for both pre and post-
paid services). This notification should be provided in the 85% usage notification 
under 9(3)(b).  

Further to this, section 9(3)(a) and 9(3)(c) require that customers are sent a notification when they 
have incurred an estimated $100 in charges for an IMR service, and every $100 thereafter. ACCAN is 
concerned that increments of $100 are too large and allow for a customer to incur significant 
charges before being notified. We propose that notifications under this obligation be sent every time 
the customer incurs $50 of charges for the IMR service.  

Recommendation 5: The increment of $100 referred to in 9(3)(a) and 9(3)(c) 
should be reduced to $50.  

ACCAN also considers that to support greater transparency it would be useful for consumers to be 
notified upfront when their IMR day pack is activated overseas about automatic payments and 
charges when they reach the limit of their included value. The notification under 5(1)(b) could 
address this problem  by adding, where appropriate (i.e. in instances where a customer is using a 
service that has automatic top-ups and can be charged additional fees) the following wording:   

Upon reaching the limit of your included value, you will be charged an additional $x for x 
amount of data/sms/calls.  

This could be tailored as appropriate to the service being used.     

Recommendation 6: When a consumer receives the notification under 5(1)(b) 
they should also be warned about automatic charges that may be applied when 
they reach the limit of their included value.  

                                                           

4
 Communications Alliance 2018: https://www.commsalliance.com.au/__data/assets/pdf_file/0007/60667/2018-TCP-

Code-Revision-Publlic-Comment-Draft.pdf, p.46 

https://www.commsalliance.com.au/__data/assets/pdf_file/0007/60667/2018-TCP-Code-Revision-Publlic-Comment-Draft.pdf
https://www.commsalliance.com.au/__data/assets/pdf_file/0007/60667/2018-TCP-Code-Revision-Publlic-Comment-Draft.pdf
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These changes are increasingly necessary as consumers use more and more data on their mobiles, 
both domestically and whilst overseas. Research conducted by Deloitte in 20175 found that 
Australians are using and demanding more data than in previous years. 56% of those surveyed aged 
25-34 had exceeded their data limit at least once, meaning more and more people are being charged 
a fee for extra data6. Additionally, the use of private messenger, social media and other similar apps, 
has risen7, potentially meaning that there is less reliance on SMS and traditional phone calls but an 
increased necessity for consumers to have access to reliable data on their mobiles, both in Australia 
and when overseas. Given that consumers are using increasingly more data they are more likely to 
incur higher and more frequent charges when using mobile roaming. Consumers should be kept 
informed, and given ample time to opt-out of a service before incurring additional charges and 
possibly experiencing bill shock.  

2.2.1. Opting out of usage alerts 

ACCAN firmly believes consumer notifications and usage alerts are vital in reducing the risk of 
consumers incurring significant charges and experiencing bill shock when travelling overseas. Our 
submission to the previous review of the IMR Standard argued that the inclusion of an option to opt-
out of receiving these notifications (under in 9(3A) in the current Standard) undermines the 
consumer protections provided by the Standard.  

Given that previous research8 conducted by the ACMA illustrated consumers overwhelmingly found 
SMS usage notifications useful, there is no reason to suggest that an option to opt out of receiving 
them is justified. The intent of the Standard is to require providers to give timely, accurate and 
simple information to consumers and the ability for consumers to opt-out is counter-productive to 
this intent.  

Recommendation 7: Consumers should not be able to opt-out of receiving 
consumer notifications about IMR services and charges. Therefore clauses 9(3A) 
and 9(3B) should be removed.  

2.2.2. Accuracy of current usage information 

ACCAN is concerned that the definition of current usage estimate allows for usage data to be up to 
48 hours old. Given that consumers are using increasing amounts of data, it is very possible that in a 
48 hour timeframe a consumer may use a significant amount of data, exceed their limit, and possibly 
be charged excess data fees. This would mean the usage estimate and corresponding alerts would 
be ineffective as their timing  does  not allow a consumer to slow, limit or cease the use of their data 
prior to exceeding their limit.  

                                                           

5
 Deloitte 2017, Mobile Consumer Survey 2017: 

http://images.content.deloitte.com.au/Web/DELOITTEAUSTRALIA/%7B4b9662b3-d737-44fa-b5c4-
babb6f673704%7D_20180822-tel-inbound-mobile-consumer-survey-2017-report.pdf?elq_mid=&elq_cid=25630, p.12 

6
 Ibid. p.14 

7
 Ibid. p.15 

8
 ACMA 2015, ‘Spent management tools and alerts: Tracking consumer outcomes of the Reconnecting the Customer 

inquiry’, p.1 

http://images.content.deloitte.com.au/Web/DELOITTEAUSTRALIA/%7B4b9662b3-d737-44fa-b5c4-babb6f673704%7D_20180822-tel-inbound-mobile-consumer-survey-2017-report.pdf?elq_mid=&elq_cid=25630
http://images.content.deloitte.com.au/Web/DELOITTEAUSTRALIA/%7B4b9662b3-d737-44fa-b5c4-babb6f673704%7D_20180822-tel-inbound-mobile-consumer-survey-2017-report.pdf?elq_mid=&elq_cid=25630
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Given advances in technology, providers should be able to provide usage information that is more up 
to date. ACCAN understands that within Australia, usage alerts can be provided in a shorter 
timeframe, with many now given in real time or within 30 minutes. This is a substantially shorter 
timeframe than 48 hours. Whilst there may be barriers that prevent usage alerts from being as 
timely when a customer is overseas, we still consider that the timeframe should be no greater than 2 
hours.  

Recommendation 8: The definition of current usage estimates should be 
amended to ensure information provided to consumers about their usage is 
provided within 2 hours.  

2.3. Issue 3: delivery of notifications 

ACCAN considers that the use of SMS for notifying customers about international roaming, 
associated charges and current usage, is the most effective mechanism. Consumers understand how 
to use SMS functions on their mobiles and are used to receiving notifications from their providers via 
this mechanism.  

However, some providers allow consumers to activate international roaming on devices such as 
tablets and dongles that are unable to receive an SMS. The Standard must support alternative 
mechanisms for the free delivery of consumer notifications for devices that are unable to receive 
SMS. Other avenues for sending these notifications could include email and the customer’s online 
account. Providers should ensure that customers are aware of how these notifications will be sent 
and that the customer has provided appropriate and up to date contact details.   

ACCAN recommends that the ACMA review changes made to the draft TCP Code, section 6.6.59, in 
the current review allowing for usage notifications to be supplied via different platforms where 
necessary, broadening the scope from simply SMS:  

 

Recommendation 9: The ACMA should consider how a consumer using 
international roaming on a non SMS-enabled device should receive the consumer 
notifications set out in the Standard.  

                                                           

9
 Communications Alliance 2018: https://www.commsalliance.com.au/__data/assets/pdf_file/0007/60667/2018-TCP-

Code-Revision-Publlic-Comment-Draft.pdf, p.46 

https://www.commsalliance.com.au/__data/assets/pdf_file/0007/60667/2018-TCP-Code-Revision-Publlic-Comment-Draft.pdf
https://www.commsalliance.com.au/__data/assets/pdf_file/0007/60667/2018-TCP-Code-Revision-Publlic-Comment-Draft.pdf
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2.4. Issue 4: extending obligations to MVNOs 

At present, MVNOs are not required to provide the same notifications about IMR activation and 

charges as MNOs, and do not have to provide the spend management tools set out in section 9 from 

subsection (2) through to (8). ACCAN would like to see MVNOs bound by the same obligations as 

MNOs when it comes to IMR services and related consumer notifications. There are many MVNOs 

providing IMR services and likely many consumers who utilise such services through MVNO 

providers. It is unfair that these consumers are not protected to the same degree as consumers who 

are with a MNO.   

In ACCAN’s submission to the last review of the IMR Standard it was argued that there should be no 

delay to broadening the scope of the Standard to Mobile Virtual Network Operators (MVNOs). One 

reason given was that ACCAN had been informed by an MVNO and a carrier that they had already 

developed the capabilities to deliver on the obligations set out in the Standard. Given this and the 

costs already incurred by some MVNOs to enable them to meet the requirements in the Standard, 

there should be no further delay beyond January 2019 to MVNO’s complying with the requirements 

as set out in the Standard.  

ACCAN is satisfied that the obligations on MVNOs coming into effect from January 2019 are still 

appropriate and mostly fit for purpose. However they should be reviewed in light of the 

recommendations made in this submission. 

Recommendation 10: Obligations on MVNO’s due to come into effect from 
January 2019 must not be delayed and should be reviewed in light of the other 
recommendations made in this submission.   

2.5. Further comments 

2.5.1. Small business definition 

The current review of the TCP Code is considering whether the definition of small business used in 
the Code (similarly used in the IMR Standard) remains useful and reflective of small business needs 
and usage of telecommunications services. ACCAN’s small business members have raised concerns 
that the definition is unrealistic and outdated. The estimated annual spend of ‘no greater than 
$20,000’ is deemed too low to encompass the usage of most small businesses and many not for 
profit organisations.  

This figure needs to be significantly increased to reflect the current context in which many small 
businesses rely heavily on access to multiple telecommunications services to operate (for example, 
internet, voice services, mobile and EFTPOS). ACCAN research in 2013 found that 92% of small 
business respondents used 3-5 distinct telecommunications service types. At a minimum, the spend 
level should be the same as that provided for under the Australian Consumer Law which is currently 
$40,000.  
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Recommendation 11: The definition of consumer should be altered so that the 
spend limit for small businesses is matched to that in the Australian Consumer 
Law. 

2.5.2. Declining the use of IMR services 

Under section 8(2) a customer can 'decline the continued supply of IMR services'. ACCAN is 
concerned that the Standard allows a timeframe of 24 hours for a provider to cease the supply of 
IMR services to a customer. ACCAN considers that today's technology should allow for immediate 
suspension of IMR services, and at the very least that the timeframe be reduced significantly to 2 
hours. 24 hours allows for a consumer to potentially accrue significant charges from roaming 
services.  

Recommendation 12: When a consumer declines the use of IMR services, a 
provider should ensure this is done within 2 hours. Section 8(2) should be 
amended to reflect this change.  

Further, as argued in ACCAN’s submission to the 2016 review of the IMR Standard, the terms 
‘nominal fee’ and ‘reasonably accessible’, used in 8(5) and (6), remain undefined. We continue to be 
concerned that the risk of leaving these terms undefined allows providers to interpret them and 
apply fees at their discretion. Consumers must be able to decline the use of IMR services easily and 
without incurring an excessive fee.  

Recommendation 13: Define the terms ‘nominal fee’ and ‘reasonably accessible’ 
in subclauses 8(5) and 8(6). 

 

 


