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CTN Tip Sheet:
Your Online Billing Rights 
Under the Telecommunications Consumer Protections Code 
The Telecommunications Consumer Protections Code (TCP) took effect in 2007. Prior to this, six different codes existed covering the areas of prices, billing, terms and conditions, customer transfers, complaint handling and contracts. The aim of combining these into a single code was to make sure consumers and service providers would have a clearer understanding of their rights and responsibilities. 
The option to receive a paper bill is no longer always available; instead, service providers are offering incentives to move to online billing. With this new billing system, it’s important that consumers are aware of their rights and responsibilities. Below are some tips to ensure that consumer protections in the TCP code can be understood and applied to everyday transactions with service providers:

1. If you request, your service provider must give you the details of the time, date, cost, location and type of call, for untimed calls, including local calls.

2. The option of payment by mail must be made available in addition to payments by credit card, direct debit, BPAY etc. These methods can add up to extra costs, and can differ from supplier to supplier. Details on the charges should be available on the supplier’s website or through their customer service line.
3. Your bill must be in a form (e.g. paper or online) that you can easily read and understand. 
4. Items and categories in your bill must be described in detail so you can identify individual sections and understand them. 
5. If there is a delay in your service provider sending your bill, your service provider must fix the situation in reasonable time. 
6. If there is a problem between suppliers and your billing has stopped temporarily, your service provider must give you an estimate of when this dispute will be settled and how much you owe for your bill.

7. While resolving a billing complaint, your service provider cannot charge you for providing the most recently issued quarterly bill or the two most recently issued monthly bills. 
If you have a complaint that has not been resolved satisfactorily with your service provider contact the Telecommunications Industry Ombudsman (TIO): Web: www.tio.com.au Phone: 1800 062 058 or TTY: 1800 675 692
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