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TO: 		FuzeNet Pty Ltd (ACN 154 074 218)
OF:		171 Victoria Road
Gladesville   NSW 2111
Attention: 	Mr Stephen Picton, Company Director and Secretary

I, Jennifer McNeill, delegate of the Australian Communications and Media Authority (the ACMA), being satisfied that FuzeNet Pty Ltd (ACN 154 074 218) (FuzeNet), has contravened the Telecommunications Consumer Protections Code (C628:2015) (the TCP Code) as described below;
HEREBY give FuzeNet a formal warning under subsection 122(2) of the Telecommunications Act 1997 (the Act) to comply with clauses 8.1.1(c), 8.2 and 8.4 of the TCP Code.
Details of the contraventions
1. The TCP Code is an industry code registered under Part 6 of the Act, and applies to the carriage service providers section of the telecommunications industry, regarding services provided to residential and small business consumers.
2. The ACMA has investigated FuzeNet’s compliance with Chapter 8 of the TCP Code, which imposes requirements on carriage service providers (referred to as “Suppliers” in the TCP Code) for identifying, recording, managing, monitoring, analysing and reporting Complaints.  As a carriage service provider, FuzeNet is a participant in the section of the telecommunications industry to which the TCP Code applies.
3. The ACMA is satisfied that FuzeNet has contravened clauses 8.1.1(c), 8.2 and 8.4 of the TCP Code, specifically:
a. Clause 8.1.1(c): FuzeNet did not ensure that its staff who had direct contact with customers were able to identify and record a Complaint, during the June 2016 quarter.
b. Clause 8.2: FuzeNet did not take the actions specified in clause 8.2.1(a)(ix) of the TCP Code on one occasion between 28 May and 1 June 2016, by failing to advise a consumer or former customer of any delays to promised timeframes, as detailed in Attachment A to the ACMA’s Final Investigation Report.
c. Clause 8.2: FuzeNet did not take the actions specified in clause 8.2.1(a)(xi) of the TCP Code on two occasions between 22 March and 1 April 2016, by failing to advise a consumer or former customer of the resolution of the Complaint, as soon as practicable after it completed its investigation of the Complaint, as detailed in Attachment A.
d. Clause 8.2: FuzeNet did not take the actions specified in clause 8.2.1(a)(xiii) of the TCP Code on three occasions between 31 March and 26 April 2016, by closing a Complaint without the consent of the consumer or former customer, as detailed in Attachment A.
e. Clause 8.4: FuzeNet did not take the actions specified in clause 8.4.1(a)(v) of the TCP Code on two occasions between 22 March and 26 April 2016, by failing to keep a record of the results of an investigation, as detailed in Attachment A.
f. Clause 8.4: FuzeNet did not take the actions specified in clause 8.4.1(a)(vi) of the TCP Code on three occasions between 31 March and 26 April 2016, by failing to keep a record of the proposed resolution of the Complaint, including any associated commitments, and the date this was communicated to the consumer or former customer, as detailed in Attachment A.
g. Clause 8.4: FuzeNet did not take the actions specified in clause 8.4.1(a)(vii) of the TCP Code on two occasions between 31 March and 26 April 2016, by failing to keep a record of the reasons for proposing its resolution of a Complaint, as detailed in Attachment A.
h. Clause 8.4: FuzeNet did not take the actions specified in clause 8.4.1(a)(x) of the TCP Code on two occasions between 31 March and 10 April 2016, by failing to record the underlying cause of the Complaint, as detailed in Attachment A.
 

___________________________________
Signature

Jennifer McNeill
General Manager
Content, Consumer and Citizen Division
Delegate of the Australian Communications and Media Authority

13 November 2017
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