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EXECUTIVE SUMMARY 
This report provides an exploration of the need for wholesale service-level regulation in an 

NBN environment. It aims to provide context for such regulation and to explore the existing 

frameworks that can be leveraged to implement such regulation. Beyond that, it takes an 

evidence-based approach to policy. 

The report consists of an introduction, which specifies the research methods used in this 

report, explains what a wholesale service-level is, and gives context by discussing the new 

structure in the market for fixed-line internet service in Australia and by raising some of the 

common issues faced by fixed-line internet consumers; a research component which explores 

the current state of consumer-focused regulation and what already exists that can be 

leveraged to implement wholesale service-level regulation; analysis of data from an online 

survey conducted for this report, which tests the experiences of consumers of fixed-line 

internet services and by doing so, establishes a need for wholesale service-level regulation in 

the market for fixed-line internet services; and a series of recommendations in light of the 

above. This report find the following to be appropriate regulations for wholesale service-

levels: 

1. Maximum timeframes for fault rectification, and remedies for failure to meet 
timeframes 

2. Maximum timeframes for connections, and remedies for failure to meet timeframes 
3. Remedies for missed appointments by NBN Co. technicians 
4. Measures to increase the clarity of information delivered to consumers about who 

they can contact for different types of issues 
5. An option for consumers to waive wholesale service-level standards to bring down 

the price of services 
It makes sense, economically and practically, for these provisions to take the form similar to 

the CSG in place for telephone services, and that they be enforced by ACMA. It also finds 

that a cost-benefit analysis of the impact of such regulation is an essential, as it is important 

to determine who will bear the cost of the regulation. 
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PART ONE: INTRODUCTION 
This report was written as part of the Australian National Internship Program 2017 for the 

office of The Hon. Ms Michelle Rowland MP, Shadow Minister for Communications. 

The NBN rollout has fundamentally changed the market for fixed-line internet services in 

Australia. This report explores the need for wholesale service-level regulation by exploring 

the regulation that already exists for the NBN and by testing consumer expectations about 

service-levels using an online survey. It is not the intention of this report to state exactly what 

service-level regulation might look like, nor how it might operate; but, by using an 

evidenced-based approach, to establish whether there is a need for it and if there is an 

existing framework that can be leveraged. 

 

Part One introduces and justifies the research methods used and gives some context to the 

report by discussing the changes to the market structure the NBN has introduced and 

common issues faced by consumers. 

Part Two is a research component which explores the current state of service-level 

regulation on the NBN and sets out what the regulations does and where it can be found. It 

explores the frameworks already in place that wholesale service-level standards might 

leverage, i.e. who would be best disposed to implement it, and where such regulation might 

be set out.  

Part Three consists of data analysis from an online survey conducted for this report which 

tests the experiences consumers in the fixed-line internet services market, their expectations 

about customer service and their willingness to pay for improved service. In sum, it is 

designed to test the need for consumer safeguards in an NBN environment.  

Part Four summarises the report and offers tentative recommendations to address consumer 

dissatisfaction and the root cause of the spike in TIO data. 

 

Research Methods 

There are two prominent research methods in this report; the first is an exploration of the 

public information on consumer-focussed regulation to determine what consumer-focussed 

regulation exists, and what can be leveraged for implementing wholesale service-levels; the 

second is an online survey, using SurveyMonkey.com, designed to test consumer 

expectations and to determine whether the data might justify wholesale service-levels. In 
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sum, this report aims to bring the data yielded by the survey to bear on existing regulatory 

frameworks to explore the possibility of wholesale service-levels. 

 

Online survey 

The survey yielded 439 responses. One potential source of bias is that the survey was 

distributed solely through the social media accounts of The Hon. Ms Michelle Rowland, and 

being a member of the Labor party, most responses are likely from Labor voters who will 

may have strong opinions on such a contentious and politicised topic as the NBN. With this 

potential bias in mind, the survey was designed to be apolitical. The questions were written to 

be apolitical. 

 
Market structure and the role of Government 

Before the NBN rollout, ISPs owned and operated a network, and offered services over that 

network. Companies like Telstra owned a network and offered services to the consumer over 

that network. Consumers would contact the same company for a network fault, a billing issue 

or for connections. Companies were “vertically integrated.”1 Now, ISPs do not own the 

network. Instead, they pay NBN Co., the wholesaler who owns the network, for access to the 

network. ISPs then offer services to the consumer over the NBN. Instead of consumers 

dealing with one company for everything, they must now deal with at least two.  

This is important because it means that NBN Co., as the monopoly wholesale provider, could 

offer bad service to consumers without repercussions. That is, they can abuse their market 

power. Consumers and ISPs cannot go to another wholesaler for access to another network 

because no other networks exist. This means that NBN Co. does not necessarily have an 

incentive to offer good service. For example, when consumers experience fault or need their 

service connected, they must often wait for a long time and NBN Co. technicians sometimes 

miss appointments. There is also the problem of consumers not being sure if they should talk 

to NBN Co. or their ISP for an issue, and the lack of clarity has led to the behaviour of blame 

shifting that has developed between NBN Co. and ISPs.2 There is a role for Government to 

																																																								
1 Venture Consulting, The Impact of the Australian National Broadband Network on the Communications 
Sector, 2011, pp. 8, available at: http://www.ventureconsulting.com/assets/NBN-A-forensic-view2.pdf accessed 
2nd August 2017 
2 “Telecommunications Industry Ombudsman data shows sharp increase in complaints”, Esther Han, May 11th 
2017, Sydney Morning Herald, available at: http://www.smh.com.au/business/consumer-
affairs/telecommunications-industry-ombudsman-data-shows-sharp-increase-in-complaints-20170510-
gw1a45.html accessed 10th August 2017 



	 7	

enforce wholesale service-levels and ensure consumers are protected from poor service from 

NBN Co.  

 

Wholesale service-levels 

Wholesale service-levels in this context would mean measures like maximum timeframes for 

fault repair and connections, and consequences if NBN Co. technicians miss appointments. 

NBN Co. would have to pay the consumer, and the amount would be determined in the 

regulation. Fig. 1 is an example of what a service-level looks like, taken from the CSG for 

telephone services. 

 

 
Figure 1 CSG service-levels3 

 

Common consumer issues on the NBN 

Consumers of fixed-line internet services are exposed; the rollout of the NBN has left many 

consumers dissatisfied, which is evidenced by the complaint data of the TIO.4 The TIO 2016-

2017 annual report states that from 1st July 2016 to 30th June 2017, complaints about services 

offered over the NBN had increased 159 per cent on the previous 12 months.5 In the final six 

months of that period, the growth in complaints exceeded the growth in the number of 

premises activated (see fig. 1). This is the first time this has happened since the TIO began 

collecting statistics on the NBN, and the first time it has happened since the NBN rollout 

began. 

																																																								
3 Australian Communications and Media Authority, “Customer Service Guarantee: FAQs”, 2017, available at 
https://www.acma.gov.au/theACMA/customer-service-guarantee-for-phone-users-faqs accessed 12th September 
2017 
4 Telecommunications Industry Ombudsman, Six Monthly Update July-December 2016, available at: 
https://www.tio.com.au/__data/assets/pdf_file/0006/239244/TIO-Six-Monthly-Update-f2.pdf accessed 24th 
August 2017, pp. 7 
5 Rohan Pearce, Computer World, “NBN complaints grew by 159 per cent”, 18th October 2017, available at: 
https://www.computerworld.com.au/article/628778/nbn-complaints-grow-by-159-per-cent/ accessed 18th 
October 2017 
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Figure 2 Fault complaints against total number of premises connected6 

At least 40% of complaints about to services offered over the NBN relate to poor service. 26 

per cent of complaints were about a delay in connecting a new internet service and 14 per 

cent were about a delay in connecting a landline telephone service.7 These figures are not 

necessarily representative of the total proportion of complaints that relate to poor service 

across the market for fixed-line internet services, as most complaints to not get reported to 

the TIO.8  

 

This trend of dissatisfaction is supported by our survey data. NBN users are not satisfied with 

their internet services. 57 per cent of NBN users are ‘dissatisfied’ or ‘very dissatisfied’ with 

their internet service, 17 per cent are ‘satisfied’ and 12 per cent are ‘very satisfied’, while the 

remaining 12 per cent are neutral (see fig. 2).  

																																																								
6 TIO 2016-2017 Annual Report, pp. 29, available at: https://annualreport.tio.com.au/#complaints/2 accessed 
18th October 2017 
7TIO, 2016-2017 Annual Report, pp. 29, available at: https://annualreport.tio.com.au/#complaints/2 accessed 
18th October 2017  
8Sarah Farnsworth, ABC, “Not happy with the NBN? You’re not alone. The number of complaints has jumped 
160pc”, available at: http://www.abc.net.au/news/2017-10-18/nbn-complaints-to-tio-surge-in-last-financial-
year/9058336 accessed 18th October 2017 
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Figure 3 

According to our survey data, at least 79 per cent of NBN users experienced a service-level 

issue in the past 12 months, though they may not have made a formal complaint (see fig. 3). 

 
Figure 4 

Moreover, amongst ‘dissatisfied’ and ‘very dissatisfied’ NBN users, 50 per cent had 

experienced blame shifting between NBN Co and their service provider, 40 per cent had 

experienced poor customer service and 29 per cent had experienced delays in having faults 

repaired. These are service-level issues which may indicate a need for service-level 

regulation. 

 

So far, it has been established that NBN Co. lacks competition, are currently not accountable 

for offering poor service, and that there is a role for Government to enforce wholesale 

service-levels so that consumers receive better service. 
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PART TWO: RESEARCH COMPONENT 
The purpose of this research section is to answer four questions: 

• What is the current state of consumer-focussed NBN regulation? 
• Where is this regulation found? 
• How does it relate to service-levels? 
• Is there an already existing framework that can be leveraged for introducing 

wholesale service-levels? 
 

Current state of consumer-focused NBN regulation 

Currently, there are several consumer safeguards in the market for fixed-line internet 

services, but none specify wholesale service-levels. For example; ACMA enforces the TCP 

code which sets out safeguards relating to information, billing practices, complaints-handling, 

pricing and so on; the TIO provides dispute resolution services for consumers; the ACCC 

regulates telecommunications 

infrastructure, promotes 

competition and enforces 

Consumer Law; and ACCAN is 

a peak body that represents 

Australian telecommunications 

consumers.9  

Consumer-focused regulation is 

scarce. NBN Co. has an access 

agreement called the Wholesale 

Broadband Agreement (WBA), 

which contains a Service-Levels 

Schedule. This schedule covers 

service-levels, including 

timeframes, for connections, 

appointments, activations, fault 

rectification, modifications, 

order processing and completion, availability and disconnections; and various performance 

objectives. For example, the service-levels for fault rectification found in the WBA are set 

out in fig. 4. The WBA also sets out service-levels for user connections. 

																																																								
9Department of Communications and the Arts, “Consumer Safeguards”, 2017, available at: 
https://www.communications.gov.au/policy/policy-listing/consumer-safeguards accessed 19th October 2017 

Figure	5	Fault	rectification	service-levels,	WBA 
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No financial remedies are set out for failure to satisfy timeframes. As it currently stands, 

these measures are not binding regulation and only count as performance objectives. There is 

no regulator to ensure service-levels are met, it is up to the consumer to report poor service to 

NBN Co., and it is up to NBN Co. to resolve the problem.  

However, WBA does have the following provision: “if NBN Co. does not achieve a Service 

Level, the as soon as reasonably practicable following a request by a Customer, NBN Co. 

will take Corrective Action.”10 The WBA also states that “failure to achieve a Service Level 

or a Performance Objective may give rise to consequences, such as an obligation on NBN 

Co. to take corrective action or provide CSG compensation or rebates.”11 NBN Co. is only 

liable to pay compensation where the CSG for telephone services applies to services offered 

over the NBN. The CSG covers accelerated connections, appointments associated with end 

user connections, end used fault rectifications and end user fault rectification appointments 

for telephone services offered over the NBN.12 The CSG is enforced by the Australian 

Communications and Media Authority (ACMA) and is set out in the Telecommunications 

(Customer Service Guarantee) Standard 2011.  

Beyond the CSG, there is very little regulation for service-level issues. Australian Consumer 

Law requires that services offered since 2011 “must be delivered within a reasonable time 

when there no agreed end date.”13 According to the ACCC, internet and phone providers 

must also “provide good service and deal quickly with complaints”, and the ACCC also 

monitors the performance of the NBN and provides accurate information to consumers to 

assist them in choosing services. 14,15 

 

Existing framework 

Service-levels on the NBN are already partially regulated by ACMA, who is responsible for 

upholding the CSG for telephone services. ACMA is a statutory authority whose 

																																																								
10Ibid., pp. 34 
11Ibid., pp. 4 
12Ibid., pp. 35 
13Australian Competition and Consumer Commission, Consumer Guarantees: a guide for consumers, 2013, pp. 
25, available at: 
https://www.accc.gov.au/system/files/Consumer%20Guarantees%20A%20guide%20for%20consumers_0.pdf 
accessed 18th October 2017 
14ACCC, “Internet and Phone Services”, available at: https://www.accc.gov.au/consumers/internet-
phone/internet-phone-services accessed 18th October 2017 
15ACCC, “Monitoring Broadband Performance”, 2017 available at: 
https://www.accc.gov.au/consumers/internet-phone/monitoring-broadband-performance accessed 18th October 
2017 
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responsibilities include regulating the internet and telecommunications. They place 

obligations on industry to protect consumers and meet community interests.16 

Like the CSG for telephone services, the legal basis for wholesale service-levels should be set 

out in legislation. The CSG is set out in Telecommunications (Customer Service Guarantee) 

Standard 2011, made by ACMA.  

It would make regulatory and economic sense for regulation like the CSG to be extended to 

fixed-line internet services offered over the NBN and for ACMA to expand the scope of its 

regulation to cover fixed-line internet services, and to follow an established process.   

 

In sum, there is no binding wholesale service-level regulation associated with the NBN, but 

there is an existing framework which regulates telephone services and which could be 

leveraged to regulate wholesale service-levels. 

 

PART THREE: SURVEY DATA ANALYSIS 
The survey was designed to test the experiences and expectations of consumers of fixed-line 

internet services in Australia.  

 

Consumer satisfaction 

There is a general feeling of dissatisfaction amongst internet users, but an interesting trend is 

present; a higher percentage of NBN users reported being ‘very dissatisfied’ and both 

‘satisfied’ and ‘very satisfied’ than non-NBN users (see fig. 6). 

 
Figure 6 

																																																								
16Australian Communications and Media Authority, “The ACMA Overview”, 2016 available at: 
https://www.acma.gov.au/theACMA/About/Corporate/Structure-and-contacts/the-acma-overview-acma 
accessed 18th October 2017 
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To better understand the trend of dissatisfaction amongst NBN users, it is useful to look 

deeper into the data by separating out NBN technologies. The data shows that NBN users 

connected with FTTN are disproportionately unhappy with their internet service, while NBN 

users connected with FTTP are relatively satisfied (see fig. 7). 

 
Figure 7 

For example, 34 per cent of NBN users connected with FTTN are very dissatisfied, whereas 

only 19 per cent of users connected with FTTP are very dissatisfied. Similarly, only 4 per 

cent of users connected with FTTN are very satisfied, while 27 per cent of users connected 

with FTTP are very satisfied. 

 

NBN technology and issues in last 12 months 

The data was then broken down to explore the relationship between the different fixed-line 

NBN technologies and the types of issues reported (see fig. 8). 

 
Figure 8 
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The data shows that NBN users connected with FTTP reported the lowest incidence of every 

issue type except poor customer service; where 38 per cent of FTTP users reported poor 

customer service, 32 per cent of FTTN users reported poor customer service and 58 per cent 

of HFC users reported poor customer service. NBN users connected with FTTP reported 

having no issues at a rate of 17 per cent, while only 6 per cent of FTTN users reported no 

issues and 0 per cent of HFC users reported no issues.  

 

NBN users and service-level issues in the last 12 months 

Poor customer service, blame shifting between NBN Co. and ISPs and delays in fixing faults 

as service-level issues were then categorised as “service-level issues.”. 67 per cent of NBN 

users reported they had experienced poor customer service in the last 12 months, 79 per cent 

reported blame shifting between NBN Co. and their ISP and 47 per cent reported delays in 

fixing faults.  

When breaking down this data by NBN technology it was found that NBN users connected 

with FTTN are more exposed to poor service than users connected with the other fixed-line 

technologies (see fig. 9). 

 
Figure 9 

FTTN users encountered 58 per cent of all service-level issues reported, whereas for all other 

issue types, NBN users connected with FTTN encountered 61 per cent of issues reported. 

Both relationships can be partially explained by the larger number of NBN users connected 

with FTTN than with FTTP or HFC. According to ACMA, approximately 42 per cent of 

premises will be connected with FTTN, 24 per cent with FTTP and 28 per cent with HFC, 
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unfortunately no real-time figures are available.17 However, NBN users connected with 

FTTN reported 54 per cent of total service-level issues, while users connected with FTTP 

reported 31 per cent and users connected with HFC reported 15 per cent. It is not clear what 

percentage of NBN users are currently connected with FTTN, but it is clear they are currently 

disproportionately impacted by service-level issues and that fixed-line internet consumers are 

generally exposed across the board. 

 

NBN Co. technician attendance timeframes: expectations vs reality 

It appears that a gap exists between consumer expectations and the reality of service-level 

experiences. 40 per cent of NBN users surveyed have experienced a fault that required an 

NBN Co. technician to attend.  

 
Figure 10 

18 per cent of this group reported that they waited more than 2 weeks for an NBN Co. 

technician to attend the fault, while 19 per cent waited 1-2 weeks and 22 per cent waited 4-7 

days. Only 26 per cent of this group had their fault attended within 4 days (see fig. 10) 

In contrast, the expectations of all NBN users for fault repair timeframes are relatively high 

(see fig. 11). 

																																																								
17ACMA, “What technology will connect my premises?”, 2016, available at: 
https://www.acma.gov.au/Citizen/Phones/Landlines/The-NBN-and-you/what-technology-will-connect-my-
premises accessed 10th October 2017 
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Figure 11 

73 per cent of NBN users consider 0-2 days to be a reasonable timeframe for an NBN Co. 

technician to attend a fault, while 23 per cent consider 2-4 days and 4 per cent consider 4-7 

days. None consider over 1 week to be a reasonable timeframe.  

Whether or not an NBN user has experienced a fault that required an NBN Co. technician to 

respond does not seem to have significant influence on consumers’ expectations about fault 

attendance timeframes (see fig. 12). 

 
Figure 12 

Among NBN users who had not experienced a fault that required an NBN Co. technician to 

attend, 68 per cent consider 0-2 days to be a reasonable timeframe, 28 per cent consider 2-4 

days and 4 per cent consider 4-7 days. None consider over 1 week to be a reasonable 

timeframe.  
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Interestingly, non-NBN users have slightly lower expectations about fault attendance 

timeframes for NBN Co. technicians (see fig. 13). 

 
Figure 13 

64 per cent of non-NBN users consider 0-2 days to be a reasonable timeframe for an NBN 

Co. technician to attend, 24 per cent consider 2-4 days, 10 per cent consider 4-7 days and 2 

per cent consider 1-2 weeks. 

In any case, it is clear that the service-levels provided by NBN Co. do not meet consumer 

expectations about fault attendance timeframes for NBN Co. technicians. 

 

Missed appointments by NBN Co. Technicians 

8 per cent of all responders reported that an NBN Co. technician had missed one 

appointment, while 4 per cent reported 2 missed appointments and 3 per cent reported 3 or 

more missed appointments. However, when this data is broken down by fixed-line NBN 

technology, there is a clear trend: NBN users connected with FTTN are again the most 

exposed to poor service-levels. 
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Figure 14 

4 per cent of NBN users connected with FTTN reported NBN Co. technicians missing 3 or 

more appointments, while 5 per cent reported 2 missed appointments and 11 per cent reported 

one missed appointment. Just 5 per cent of NBN users connected with HFC reported 1 

missed appointment, while 6 per cent of NBN users connected with FTTP reported 1 missed 

appointment and 3 per cent reported two missed appointments (see fig. 14). 

 

Connection timeframes 

24 per cent of NBN users reported waiting longer than 4 weeks to be connected to the NBN, 

30 per cent reported between 2-4 weeks, 10 per cent reported between 1-2 weeks, 17 per cent 

reported 3-7 days and 8 per cent reported 1-3 days (see fig. 15).  

 
Figure 15 
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Willingness to pay for faster fault appointment timeframes 

Across all responders, people are generally not willing to pay more to have NBN Co. 

technicians attend faults more quickly. 76 per cent reported they would not be willing to pay 

any extra, 13 per cent reported they would be willing to pay $0-$2 per month more, 8 per 

cent reported they would be willing to pay $3-$5 per month more and 3 per cent reported 

they would be willing to pay $6-$10 per month more. Just 52 per cent of responders aged 18-

25 reported they would be unwilling to pay extra, whereas 88 per cent of responders aged 

66+ reported they would be unwilling to pay extra. 

(see fig. 16). 

 
Figure 16 

There are several clear answers that can be drawn from the data: consumers are generally not 

satisfied with their internet services; they expect faults to be rectified quickly (within 0-2 

days), and much faster than they are being rectified; and they are unlikely to be willing to pay 

extra for faster fault repair. Consumers expectations around wholesale service are not being 

met, which is likely contributing to the trend of dissatisfaction amongst consumers generally.  

While there is no threshold that defines when introducing wholesale service-levels is 

justified, the data demonstrates an evidence-based justification for wholesale service-levels. 

NBN Co.’s lack of accountability has led to poor outcomes for consumers around service-

level issues 
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PART FOUR: RECOMMENDATIONS AND SUMMARY 

In light of the survey data, which demonstrates room for improvement that wholesale service-

level regulation might deliver, this report recommends that wholesale service-levels are 

introduced.  

The following should be regulated: 

1. Maximum timeframes for fault rectification, and remedies for failure to meet 
timeframes 

2. Maximum timeframes for connections, and remedies for failure to meet timeframes 
3. Remedies for missed appointments by NBN Co. technicians 
4. Measures to increase the clarity of information delivered to consumers about who 

they can contact for different types of issues 
5. An option for consumers to waive wholesale service-level standards to bring down 

the price of services 
Each of these measures is designed to improve outcomes for consumers of fixed-line internet 

services and a similar approach, the CSG, has been in place in the market for telephone 

services since 2011.18 

 

Cost-benefit analysis 

If these measures are implemented, they will not come without trade-offs; regulation will 

likely impose a cost on NBN Co. which will likely be passed on to consumers. The wholesale 

price of access to the NBN is regulated by the ACCC under the Special Access Undertaking 

(SAU), unless the ACCC increases the price of access, the cost will be passed on to 

consumers some other way.19  

A cost-benefit analysis of wholesale service-level regulation is essential. If and how the 

increased costs of regulation might be passed on to consumers, and how the welfare of NBN 

Co., ISPs and the consumer might be affected must be tested before regulation is introduced. 

Cost-benefit analysis is an important and well-used tool in assessing regulation in Australian 

governance, and this analysis could take a similar approach to the Cost-Benefit Analysis and 

Review of Regulatory Arrangements for the National Broadband Network.20,21 

																																																								
18Federal Register of Legislation, Telecommunications (Customer Service Guarantee) Standard 2011, available 
at: https://www.legislation.gov.au/Details/F2011L00413 accessed 15th September 2017 
19NBN Co., Special Access Undertaking, 2013, available at: https://www.nbnco.com.au/sell-nbn-
services/special-access-undertaking-sau.html accessed 17th October 2017 
20Department of Prime Minister and Cabinet, “Cost-Benefit Analysis”, 2017, available at: 
https://www.pmc.gov.au/regulation/guidance-policymakers/cost-benefit-analysis accessed 19th October 2017 
21Department of Communications and the Arts, Cost-Benefit Analysis and Review of Regulatory Arrangements 
for the National Broadband Network, Dr Alex Robson, 2014, available at: 
https://www.communications.gov.au/sites/g/files/net301/f/5._NBN_CBA_Analytical_Framework_Final_16_Ma
y_2014.pdf accessed 17th October 2017 
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The analysis will need to be thorough and take into account the complexities of the 

Australian market for fixed-line internet services. For example, it would need to cover the 

temporal dimension along which the NBN rollout is progressing (or, as a simplification, to 

assume a world of completed NBN rollout); the difference in exposure to poor service across 

the various fixed-line NBN technologies (e.g. NBN users connected with FTTN experience 

more faults than users connected with other technologies- the welfare impact of wholesale 

service-level regulation will therefore be different to users connected with different 

technologies); how regulation will affect ISPs; and externalities that might be associated with 

the regulation.  

NBN users, particularly younger NBN users, have demonstrated some willingness to pay for 

faster timeframes for fault repair. This willingness to pay will also need to be tested more 

thoroughly to determine if NBN users value the regulation as much as it will cost. 

 

Existing frameworks 

Though this report cannot speak to the results of such a cost-benefit analysis, it can speak to 

what regulatory framework already exists that might be leveraged by wholesale service-level 

regulation to avoid unnecessary inefficiencies. ACMA already regulates the telephone market 

through the CSG, and by doing so regulates some services offered over the NBN.22 An NBN 

CSG could use the existing framework and regulatory body to implement wholesale service-

level regulation such as that recommended in this report. The CSG sets out in detail 

maximum timeframes and remedies for connecting services, repairing of faults and attending 

appointments with customers.23 A similar framework could be implemented for fixed-line 

internet services 

 

Summary 

This report provides an exploration of the need for wholesale service-level regulation in an 

NBN environment. It aims to provide context for such regulation and to explore the existing 

frameworks that can be leveraged to implement such regulation. 

																																																								
22NBN CO., WBA, “Service-Levels Schedule” 2016, pp. 35, available at: 
https://www2.nbnco.com.au/content/dam/nbnco2/documents/sfaa-wba2-product-catalogue-service-levels-
schedule_20161205.pdf accessed 10th September 2017 
23ACMA, “Customer Service Guarantee: FAQs”, 2017, available at 
https://www.acma.gov.au/theACMA/customer-service-guarantee-for-phone-users-faqs accessed 12th September 
2017 
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This report finds on the basis of NBN Co.’s market power, poor outcomes for consumers and 

the existing regulatory framework in the telecommunications sector that there is a place for 

wholesale service-levels in the Australian market for fixed-line internet services. 
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GLOSSARY OF TERMS 
ACCAN: Australian Communications Consumer Action Network, peak body for 

telecommunications consumers in Australia 

ACCC: Australian Competition and Consumer Commission, independent regulator 

ACMA: Australian Communications and Media Authority, statutory body that regulates 

Australian media, internet and telecommunications 

CSG: Customer Service Guarantee, enforced in the market for telephone services by ACMA 

Fixed-line internet services: internet services offered over wired NBN technologies; 

including FTTN, FTTP and HFC; excluding fixed-wireless and sky muster satellite 

technologies 

FTTN: fibre to the node, fixed-line NBN technology 

FTTP: fibre to the premises, fixed-line NBN technology 

HFC: hybrid fibre-coaxial, fixed-line NBN technology 

ISP: internet service provider, e.g. Telstra, Optus, iiNet 

NBN Co.: company in charge of NBN rollout and wholesale provider of access to NBN 

Service-level: a type of consumer protection, the standard or level of service provided to a 

consumer 

TCP: Telecommunications Consumer Protection code 

TIO: Telecommunications Industry Ombudsman, an industry-funded body focussed on 

dispute resolution 

Wholesale service-level: a minimum standard of customer service for a wholesaler to meet, 

in the context of this report, possible standards of service that NBN Co. might provide 
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