








TELECOMMUNICATIONS INDUSTRY OMBUDSMAN LIMITED
ABN 46 057 634 787

DIRECTORS’ REPORT

Your Directors present their report of Telecommunications Industry Ombudsman Limited (TIO) for the year
ended 30 June 2019.

TIO is a company limited by guarantee and funded by its members. It was incorporated in Australiain 1993
under the Corporations Act 2001 to investigate, resolve, make determinations and give directions relating to
complaints by residential and small business consumers of telecommunications services.

The principal place of business is Level 14, 717 Bourke Street, Docklands, Victoria 3008.

OBJECTIVES, STRATEGY AND PRINCIPAL ACTIVITIES
TIO is a company limited by guarantee whose objects, briefly stated, are
(a)  tooperate the TIO scheme; and

(b)  toappoint an Ombudsman with power to receive, investigate, make decisions relating to and facilitate the
resolution of complaints by residential and small business consumers of telecommunications services.

TIO’s purpose is to provide a fair, independent and accessible dispute resolution service for consumers and the
telecommunications industry that complies with the Benchmarks for Industry Based Customer Dispute
Resolution. Achieving TIO’s purpose will contribute to enhanced community confidence in the
telecommunications industry.

The scope of dispute resolution services include:

(a)  Dealing with individual and systemic complaints;

(b)  Promoting fair and effective resolution of complaints; and

(c)  Providing information and analysis to community, government and members.

During the year, the principal activity of TIO was the investigation and resolution of telecommunications
complaints from residential and small business consumers of telecommunications services. The principal
activity directly discharges the stated objects of TIO.

Strategy 2018 - 2020

The company has completed the second year of a three-year strategy which is designed to build and maintain
the capacity of the organisation to meet the current and future needs of our stakeholders. The reputational aim
is to ‘make a difference’ to our stakeholders by the provision of a quality service, maintaining our
independence and being respected. The ambition is to contribute to enhanced community confidence in the
telecommunications industry.

Our Goals

e To provide an independent dispute resolution service that is efficient and effective without compromising
integrity

¢ To collaborate, inform and educate stakeholders to reduce complaints and improve telecommunications
services

e To be known, respected and accessible

e To build a resilient and sustainable organisation and infrastructure
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TELECOMMUNICATIONS INDUSTRY OMBUDSMAN LIMITED
ABN 46 057 634 787

DIRECTORS' REPORT

Appointment of Directors

The Company Constitution provides for a Board of nine Directors. The terms of Directors are staggered so that
there is an orderly expiry of terms. During the year, the terms of three Directors came to an end. In accordance
with the Company Constitution, the Nominations Committee undertook a recruitment process and made
recommendations to the Board. In February 2019, Ms Jules Scarlett, a Director with Industry Experience,
retired from the Board and was replaced by Ms Jane van Beelen. Mr Geoff Nicholson was re-appointed as
Independent Director with Commercial Governance Experience and Dr Paul Harrison was re-appointed as a
Director with Consumer Experience.

Newly appointed Directors receive an induction pack which includes the Company Constitution and Terms of
Reference, Board and Committee Charters and other information to assist Directors in carrying out their duties.

New Directors are also provided with an induction consisting of one-on-one meetings with the Ombudsman,
Executive Director Shared Services & CFO and the Company Secretary.

During the year, the Independent Chair indicated her intention to retire from the Board in July 2019. Following
consideration of the Company Constitution and the process to be adopted, in June 2019 the Board resolved by
special resolution to appoint Professor The Hon. Michael Lavarch AO to succeed Ms Patricia Faulkner AO as
Independent Chair of the Board. The appointment of the Hon. Michael Lavarch AO was effective from 15 July
2019. Prior to the appointment, the Board followed a transparent, accountable and cost-effective process that
included consultation with certain key stakeholders outside the Board, as well as seeking comments from the
Federal Ministers responsible for consumer affairs policy and communications policy.

Board composition

The composition of the TIO Board is set out in the Company Constitution and is currently: three Independent
Directors, one of whom is also the Independent Chair, three Directors with Consumer Experience and three
Directors with Industry Experience.

With the approval of the Board, any Director may appoint an alternate Director from time to time.

Director

Experience

Responsibility

Professor The Hon.
M Lavarch AO, LLB

Michael Lavarch has held senior roles in government,
including serving as Australia’s Attorney-General (1993-
1996). He has also held the roles of Secretary-General of the
Law Council of Australia and Commissioner for the
Australian Skills Quality Authority.

He is an Emeritus Professor of Law at the Queensland
University of Technology, Chief Adjudicator of the Alcohol
Beverages Advertising Code adjudication panel, and Chair of
Way Forward Debt Solutions. He is also a director of the
Catholic Professional Standards Limited.

In 2012, Michael was appointed an Officer of the Order of
Australia for distinguished service to law, education and
human rights.

Independent Chair
(from 15 July 2019)
Independent
Director with Not-
For-Profit
Governance
Experience

(from 26 February
2017 to 14 July
2019)
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TELECOMMUNICATIONS INDUSTRY OMBUDSMAN LIMITED
ABN 46 057 634 787

DIRECTORS’ REPORT

Member Forums

During FY2019 the Ombudsman held 6 provider forums with members. These were held in Melbourne, Perth,
Adelaide, Sydney and Brisbane in April/May 2019.

The Ombudsman presented at the forums with representatives from the TIO Board and TIO staff. The forums
highlighted topics such as: our purpose, benchmarks for industry-based customer disputes, and our experience
of the industry through complaint handling. The forums also consisted of a workshop session “Let’s Talk! The
value of conference conciliation at the TIO” presented by Senior Dispute Resolution Staff. The forums and
workshop received positive feedback and provided members with further insights into dispute resolution
processes.

Member liability

TIO is a company limited by guarantee. Every member undertakes that in the event that TIO is wound up during
the currency of the member's membership or within one year of the member ceasing membership, it will
contribute to the property of TIO for:

(a)  payment of the debts and liabilities of TIO incurred before it ceased to be a member;
(b)  the costs, charges and expenses of winding up; and
(c)  anadjustment of the rights of the contributories among themselves,

such amount as may be required, provided such amount shall not exceed one hundred dollars ($100).

Dividends

Under the terms of its Constitution, TIO is not permitted to pay dividends to members.

Significant Changes in the State of Affairs

There have been no significant changes in the state of affairs of the Company.

Matters Subsequent to the end of the Financial Year

At the date of this report no other matter or circumstance has arisen since 30 June 2019 that has significantly
affected or may significantly affect:

(a)  the operations of TIO in future financial years; or
(b)  the results of those operations in future financial years; or

(c)  the state of affairs of TIO in future financial years.

Signed in accordance with a resolution of the Board of Directors
. aane

¢
UU

Dated this 17t" day of September 2019
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D e I o I tte Deloitte Touche Tohmatsu

A.B.N. 74 490 121 060

550 Bourke Street
Melbourne, VIC 3000

GPO Box 78

Melbourne VIC 3001 Australia

DX: 111
Tel: +61 (0) 3 9671 7000
Fax: +61 (0) 3 9671 7001

Board of Directors www.deloitte.com.au

Telecommunications Industry Ombudsman Limited
Level 14, 717 Bourke Street
Docklands, VIC, 3008

17 September 2019

Dear Members of the Board,

Auditor’s Independence Declaration -
Telecommunications Industry Ombudsman Limited

In accordance with section 307C of the Corporations Act 2001, I am pleased to provide the
following declaration of independence to the directors of Telecommunications Industry
Ombudsman Limited.

As lead audit partner for the audit of the financial statements of Telecommunications Industry
Ombudsman Limited for the financial year ended 30 June 2019, I declare that to the best of my
knowledge and belief, there have been no contraventions of:

(i) the auditor independence requirements of the Corporations Act 2001 in relation to the

audit; and
(ii) any applicable code of professional conduct in relation to the audit.

Yours sincerely

DELOITTE TOUCHE TOHMATSU

Wper Henoon

Ryan Hansen
Partner
Chartered Accountants

Liability limited by a scheme approved under Professional Standards Legislation.

Member of Deloitte Asia Pacific Limited and the Deloitte Network.
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TELECOMMUNICATIONS INDUSTRY OMBUDSMAN LIMITED
ABN 46 057 634 787

DIRECTORS' DECLARATION
The Directors declare that:

(@) Inthe Directors’ opinion, there are reasonable grounds to believe that the company will be able to pay
its debts as and when they become due and payable;

(b) Inthe Directors’ opinion, the attached financial statements are in compliance with International Financial
Reporting Standards, as stated in Note 3 to the financial report;

(c) Inthe Directors’ opinion, the attached financial statements and notes thereto are in accordance with the
Corporations Act 2001, including compliance with accounting standards and giving a true and fair view of
the financial position and performance of the company.

Signed in accordance with a resolution of the Directors made pursuant to s.295(5) of the Corporations

Act 2001.

—

Director:

Dated this 17 day of September 2019
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Deloitte Touche Tohmatsu
ABN 74 490 121 060

- 550 Bourke Street
Melbourne VIC 3000
PO Box 78

Melbourne VIC 3001 Australia

Tel: +61 (0) 3 9671 7000
Fax: +61 (0) 3 9671 7001
www.deloitte.com.au

Independent Auditor’s Report to the Members of
Telecommunications Industry Ombudsman Limited

We have audited the financial report of Telecommunications Industry Ombudsman Limited (the
“entity”), which comprises the statement of financial position as at 30 June 2019, the statement of
comprehensive income, the statement of changes in equity and the statement of cash flows for the
year then ended, and notes to the financial statements, including a summary of significant
accounting policies, and the Directors’ declaration of the entity as set out on pages 19 to 39.

In our opinion, the accompanying financial report of Telecommunications Industry Ombudsman
Limited is in accordance with the Corporations Act 2001, including:

(a) giving a true and fair view of the entity’s financial position as at 30 June 2019 and of its
performance for the year then ended; and

(b) complying with Australian Accounting Standards to the extent described in Note 3, and the
Corporations Regulations 2001.

Basis for Opinion

We conducted our audit in accordance with Australian Auditing Standards. Our responsibilities under
those standards are further described in the Auditor’s Responsibilities for the Audit of the Financial
Report section of our report. We are independent of the entity in accordance with the ethical
requirements of the Accounting Professional and Ethical Standards Board’s APES 110 Code of Ethics
for Professional Accountants (the Code) that are relevant to our audit of the financial report in
Australia. We have also fulfilled our other ethical responsibilities in accordance with the Code.

We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis
for our opinion.

Other Information

Directors of the entity are responsible for the other information. The other information comprises
the information included in the entity’s Directors’ Report for the year ended 30 June 2019 but does
not include the financial report and our auditor’s report thereon.

Our opinion on the financial report does not cover the other information and we do not express any
form of assurance or conclusion thereon.

In connection with our audit of the financial report, our responsibility is to read the other information
and, in doing so, consider whether the other information is materially inconsistent with the financial
report or our knowledge obtained in the audit, or otherwise appears to be materially misstated. If,
based on the work we have performed, we conclude that there is a material misstatement of this
other information, we are required to report that fact. We have nothing to report in this regard.

Liability limited by a scheme approved under Professional Standards Legislation.

Member of Deloitte Asia Pacific Limited and the Deloitte Network.
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Responsibilities of Directors for the Financial Report

Directors of the entity are responsible for the preparation of the financial report in accordance with
Australian Accounting Standards and for such internal control as Directors determine is necessary
to enable the preparation of the financial report that is free from material misstatement, whether
due to fraud or error. In Note 3, the Directors also state that the financial statements comply with
International Financial Reporting Standards.

In preparing the financial report, Directors are responsible for assessing the ability of the entity to
continue as a going concern, disclosing, as applicable, matters related to going concern and using
the going concern basis of accounting unless Directors either intend to liquidate the entity or to
cease operations, or has no realistic alternative but to do so.

Auditor’s Responsibilities for the Audit of the Financial Report

Our objectives are to obtain reasonable assurance about whether the financial report as a whole is
free from material misstatement, whether due to fraud or error, and to issue an auditor’s report that
includes our opinion. Reasonable assurance is a high level of assurance, but is not a guarantee that
an audit conducted in accordance with the Australian Auditing Standards will always detect a material
misstatement when it exists. Misstatements can arise from fraud or error and are considered
material if, individually or in the aggregate, they could reasonably be expected to influence the
economic decisions of users taken on the basis of this financial report.

As part of an audit in accordance with the Australian Auditing Standards, we exercise professional
judgement and maintain professional scepticism throughout the audit. We also:

e Identify and assess the risks of material misstatement of the financial report, whether due
to fraud or error, design and perform audit procedures responsive to those risks, and obtain
audit evidence that is sufficient and appropriate to provide a basis for our opinion. The risk
of not detecting a material misstatement resulting from fraud is higher than for one resulting
from error, as fraud may involve collusion, forgery, intentional omissions,
misrepresentations, or the override of internal control.

e Obtain an understanding of internal control relevant to the audit in order to design audit
procedures that are appropriate in the circumstances, but not for the purpose of expressing
an opinion on the effectiveness of the entity’s internal control.

e Evaluate the appropriateness of accounting policies used and the reasonableness of
accounting estimates and related disclosures made by the Directors.

e Conclude on the appropriateness of the Directors’ use of the going concern basis of
accounting and, based on the audit evidence obtained, whether a material uncertainty exists
related to events or conditions that may cast significant doubt on the entity’s ability to
continue as a going concern. If we conclude that a material uncertainty exists, we are
required to draw attention in our auditor’s report to the related disclosures in the financial
report or, if such disclosures are inadequate, to modify our opinion. Our conclusions are
based on the audit evidence obtained up to the date of our auditor’s report. However, future
events or conditions may cause the entity to cease to continue as a going concern.

¢ Evaluate the overall presentation, structure and content of the financial report, including the

disclosures, and whether the financial report represents the underlying transactions and
events in a manner that achieves fair presentation.
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We communicate with the Directors regarding, among other matters, the planned scope and timing
of the audit and significant audit findings, including any significant deficiencies in internal control
that we identify during our audit.

/ﬁd@&«e'fm%

DELOITTE TOUCHE TOHMATSU

Woper Meroen

Ryan Hansen

Partner

Chartered Accountants
Melbourne, 17 September 2019

Page 42 of 42





