Day 1 – Wednesday 7th September, 2011
9:00 

Registration
9:30

Welcome to Country
9:35

Session 1: A Competitive and Fair Market 

Senator the Hon Stephen Conroy, Minister for Broadband, Communications and the Digital Economy 

Teresa Corbin, Chief Executive Officer ACCAN
10:20

Keynote Address: Consumer Decision Making in the Telecommunications Market


Professor Paul Harrison, Deakin University
11:00

Morning Tea
11:30

Session 2: Broadband for All


Panel members to be confirmed
This session speaks to ACCAN’s basic principles for our broadband future: that all Australians should have access to affordable, high-speed broadband at an affordable price, with no consumer left worse off during the transition to and implementation of a National Broadband Network (NBN). The session will explain the key consumer issues surrounding the NBN, including affordability, availability and accessibility and community engagement. The NBN stands to bridge the digital divide that currently separates metropolitan areas from regional, rural and remote – but what else needs to be done to ensure no Australian is left behind?

12:30 

Lunch
1:30

Session 3: Consumer Protection and Broadband
Panel members to be confirmed

This session will examine consumer protection in the NBN environment, using the same life-cycle framework as the recent Reconnecting the Customer Inquiry. The ACCC will discuss measures to ensure that consumers are protected from false or misleading advertising about broadband speeds and costs. The ACMA will consider how critical information on broadband products should be disclosed to consumers. Communications Alliance will respond to calls for an improved Code and greater transparency regarding customer service performance. The TIO will discuss the role of external dispute resolution and the management of systemic issues in ensuring a positive NBN experience for all consumers.

2:30

Afternoon Tea

3:00

Workshop 1: NBN Applications in the Home 
Facilitator: Jonathan Gadir, Senior Policy Advisor, ACCAN

High-speed broadband can mean more than playing games and downloading movies. What is the best use for high-speed broadband in the home in order to improve quality of life and yield community benefit? The workshop aims to elicit insights on health, education, sustainability and other quality of life and social inclusion factors that could be improved by the right high-speed broadband applications. We also seek answers on what needs to be done to implement these possibilities.
4:15
Workshop 2: Cloud Computing –What is it and what does it mean for consumers? 

Facilitators to be confirmed
This workshop will discuss cloud computing, including an introduction to some of the key concepts of cloud computing. The speakers will consider the opportunities and challenges for consumers as more and more data, applications and services move to cloud based platforms.  The workshop will also consider the privacy and security risks that we may face in this new environment.
5:30

Conference Drinks
Hosted by ACCAN special guest: Number Woman

Day 2 – Thursday 8th September, 2011

9:00

Session 4: Industry Panel – Customer Service in an NBN Environment 

Panel members to be confirmed

10:00

Morning Tea
10:30

Concurrent Workshops – Session A


Workshop 3: Regional Telecommunications
Facilitator: Ryan Sengara, Director of Research and Development, ACCAN
It’s been three years since the Regional Telecommunications Independent Review Committee (RTIRC) delivered its first report to Parliament.  It flagged a buckling USO, inadequate availability, reliability and affordability of mobile and broadband services, and poor customer service as major issues for people living in rural, regional and remote parts of Australia.  Has anything changed?  The NBN is billed as a great leveller for the bush, but will it be able to deliver the business, health, and educational benefits envisioned?  As the Committee prepares for another review, hear perspectives from inside the Committee, from those working with small businesses and local government, from researchers of in-home broadband in remote Indigenous communities, and from farmers across the nation.  

Workshop 4: Convergence

Facilitators to be confirmed

The introduction of the NBN in Australia raises significant issues in relation to convergence. Many of our policy and regulatory settings are still based on silos such as broadcasting and telecommunications, that will be blurred or removed as broadband becomes ubiquitous. The Government has commissioned a major Convergence Review and this session will consider some of the key opportunities and challenges being considered in the review.

11:45

Concurrent Workshops – Session B
Workshop 5: Access to Telecommunications for People with Disabilities
Facilitators to be confirmed

The introduction of a ubiquitous Broadband network has the potential to provide full and equitable access to telecommunications for many Australian consumers with disability –consumers who have traditionally been excluded from the social and economic benefits of information and telecommunications technology. The Government’s recent review of access to telecommunication services by people with disability, older Australians and people experiencing illness has opened a dialogue that offers the possibility for real change. While Broadband alone will not resolve all of the barriers to telecommunications that consumers with disability face; incorporating access-for-all and universal design principles in the initial development of Broadband products and services will provide greater usability and accessibility for all consumers. This conference session will explore some of the possibilities that our Broadband future can provide to include Australian consumers living with disability in our digital economy in light of this review.

Workshop 6: Fair Calls for All

Facilitators to be confirmed
Fair Calls For All is ACCAN's public campaign to fight for fair rates for mobile calls to 1800, 1300 and 13 numbers. This session will address the social impact of high charges to essential numbers, the business case for reform and 'next steps' in the fight for change. Panelists will discuss the urgency of this issue in light of the NBN that will encourage more consumers to move to 'mobile only' communication. 

1:15

Lunch

2:00

Concurrent Workshops – Session C
Workshop 7: The Future of Emergency Services
Facilitators to be confirmed

The way we make emergency calls is changing. More emergency calls are being made from mobile phones, and regulation is changing to reflect this. People with disability will soon be able to contact emergency services, and receive emergency information, in new ways. The NBN is likely to bring with it innovative ways of sharing emergency information – imagine being able to send the police a video of the crime scene, or having an ambulance officer on the screen of your smartphone, showing you how to give first aid in real time. The use of social media is changing how all of us learn about – and share information about – disasters and other emergencies.

Workshop 8: Complaint Resolution Futures
Facilitators to be confirmed
The Australian Communications Media Authority Reconnecting the Customer findings recognise that effectively addressing systemic complaints within the telecommunications sector is a crucial part of an effective complaints system.  This is most likely to happen through the reform of the Telecommunications Industry Ombudsman scheme, including a change in governance structure and the development of best practice in internal dispute resolution. This session will examine lessons learnt about complaints handling mechanisms and best practice governance structures in other sectors. It will also include developments within the telecommunications industry that highlight responsive complaints handling mechanisms.
3:15

Afternoon Tea
3:30

Closing Session: Social Media –Voice of the People
Chair: Elise Davidson, Media and Communications ACCAN

Panel Members: Adam Brimo, Vodafail, Alex Varley, Media Access Australia

Social media has the ability to connect consumers directly with service providers and with each other. Panelists will discuss how instant connection puts the power back into consumer's hands as they are able to expose issues, band together and support each other. The session will consider how service providers have changed their approach to customer service using online tools and the potential social media has to disseminate essential information to vulnerable groups in emergency situations. Looking to the future, panelists will consider how social media will play a larger role in public debates in an increasingly digital world. 

