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1. Clarifying the definition of ‘alternative arrangements’ in the Service 

Continuity Rules  

Case study 1: Calculating ‘reasonable offset’ for a bushfire-impacted consumer 



2. Clarifying the new speed discounts in the Service Migration 

Determination  

• 

• 

• 

3. Closing a potential loophole in the Complaints Handling Standard 



Case study 2 – CSP makes it difficult for consumers to lodge complaint by 
telephone 

4. More information about installation options would be beneficial 

4.1 Reliance on consumer judgment 

• 

• 

• 



Case Study 3 – Consumer who would have benefited from professional 
installation of NBN equipment 

4.2 Installation information helps consumers who rely on communication 
services 

Case Study 4 - Business loss from interrupted installation 

5. Managing expectations about co-existence 



6. Connection plans and technical audits may have value  

• 

• 

• 


