
 
 
 
 
 

 

 

 

 

 

 

See section 132 of the Telecommunications (Consumer Protection and Service Standards) Act 1999 (Cth)

mailto:ec.sen@aph.gov.au
https://treasury.gov.au/publication/benchmarks-for-industry-based-customer-dispute-resolution
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https://www.tio.com.au/about-us/terms-of-reference-and-company-constitution
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2 A member may request the TIO review how a TIO complaint has been classified. In this context, the requests relate to Optus 
querying some complaints the TIO had classified as Referrals rather than Enquiry Referrals on the basis that the consumer had 
not given Optus a chance to consider the complaint before coming to the TIO. The classification of a complaint can impact the 
fee a member is charged for complaint handling as well as the time to resolve a complaint. More information about 
classifications can be found in the TIO’s Complaint Handling Procedures and in section 3 of this submission – The TIO’s 
approach to handling complaints. 

https://www.tio.com.au/about-us/policies-and-procedures
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3 These are complaints the TIO has referred to Optus for resolution and the consumer has contacted TIO again because the 
complaint has not been resolved.  
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