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15 October 2021
Industry Survey – Joining members to a complaint

The TIO’s new Terms of Reference are to come into effect from 1 January 2022. One new change will be the ability to add more than one member to a complaint.
We are consulting on the best way to implement this change and invite interested parties to respond to the following questions to inform our approach.

Please email your responses to the questions to PublicConsultation@tio.com.au by the close of business on Friday 22 October 2021.
When to join members to a complaint

1. Should members be responsible for making the decision to join another member to a complaint?

2. If yes, should the decision to join another member to a complaint be made by the first member within two business days of receiving a referral from the TIO?

3. What other circumstances do you think it would be reasonable for the TIO to join other members to a complaint?
4. Please comment on anything else in this section not covered by your responses to the questions
The complaint handling process

1. What changes might be necessary to our complaint handling process to ensure complaints with multiple members joined are handled appropriately?

2. Should a retailer explicitly obtain the consent of a consumer before requesting to join another member to the complaint?

3. Should joined members between themselves, appoint a primary contact who is responsible for communication between TIO and the consumer, and also to facilitate exchanging information with other joined members?
4. Please comment on anything else in this section not covered by your responses to the questions
Charging

1. Should the TIO charging structure remain unchanged, so the first member to the complaint will be charged the TIO case fees and additional members joined to the complaint will not be charged by the TIO? 

2. Should the TIO charge for a complaint remain the same, but be split equally between all members joined to that complaint, regardless of when the joining occurs and regardless of the level of cooperation in the process and regardless of the outcome? 

3. Should all members joined to a complaint be each charged the same complaint charge based on the TIO’s current charging structure, regardless of when the joining occurs and regardless of the level of cooperation in the process and regardless of the outcome? 
4. Please comment on anything else in this section not covered by your responses to the questions
Reporting

1. Should the current reporting process be retained where the complaint statistic for a complaint will be reported against the first member to the complaint, with an additional report showing how many cases had additional members joined (and the numbers for these joined members)? 

2. Should all members joined to a complaint receive the same recognition in reporting case numbers, with the overall reporting clarifying how many individual cases were handled?
3. Please comment on anything else in this section not covered by your responses to the questions


The office of the Telecommunications Industry Ombudsman acknowledges the traditional owners of country throughout Australia and their continuing connection to land, culture and community. We pay our respects to elders past and present.




