






OPTUS - FINDINGS OF INVESTIGATION INTO INFORMATION ABOUT SERVICES FOR CONSUMERS WITH A DISABILITY

A B C D E F G H I

Case No Contact type Date
Consumer's identified 
need

ACMA officer identification of Optus Offer 
that may suit the Consumer's identified 
need

Did Optus indicate that it had an offer that 
may suit the consumer's identified need?

Did Optus provide the Consumer with 
information about the Offer which may 
suit the Consumer's identified need?

Did Optus assist the consumer to find out where to 
access information about a Telecommunications 
Product which may suit their specific needs?

Finding

2 Call centre 10/07/2018
Mobile for a person with 
low vision

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes.  Optus indicated that it had an offer with 
a large visual display.

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code

4 Call centre 25/07/2018
Home phone for a person 
who is Deaf

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

14 Call centre 3/08/2018
Mobile with dexterity 
support features

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes. Optus indicated that it had an offer 
which was light weight. 

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code.

15 Call centre 3/08/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

16 Call centre 3/08/2018
Home phone for a person 
who is Deaf

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store and third 
party retailer.  In the ACMA's view, the action of Optus 
referring the consumer to an Optus store and third party 
retailer does not adequately assist the consumer to find out 
where to access information about a telecommunications 
product that may suit their need as required by subclause 
4.1.3(d) of the Telecommunications Consumer Protections 
Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

18 Call centre 14/08/2018
Mobile for a person who 
is Deaf

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes.  Optus indicated that it had an offer 
which was hearing aid compatible. 

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code

20 Call centre 20/08/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

21 Call centre 20/08/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.



A B C D E F G H I

Case No Contact type Date
Consumer's identified 
need

ACMA officer identification of Optus Offer 
that may suit the Consumer's identified 
need

Did Optus indicate that it had an offer that 
may suit the consumer's identified need?

Did Optus provide the Consumer with 
information about the Offer which may 
suit the Consumer's identified need?

Did Optus assist the consumer to find out where to 
access information about a Telecommunications 
Product which may suit their specific needs?

Finding

23 Store walk-in 29/06/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

27 Store walk-in 18/07/2018
Home phone for a person 
who is Deaf

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

Yes. Optus referred the consumer to the Optus website, 
which contains information about telecommunications 
products which may meet the needs of consumers with 
disabilities. Optus also referred the consumer to a third party 
retailer.

Breach of clause 4.1.3 of the 
Telecommunications Consumer 
Protections Code.

28 Store walk-in 19/07/2018
Home phone for a person 
who is Deaf

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

37 Store walk-in 10/08/2018
Mobile for a person who 
is hard of hearing

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes.  Optus indicated that it had an offer with 
adjustable volume and a large visual display.

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code

38 Store walk-in 10/08/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

39 Store walk-in 10/08/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

41 Store walk-in 14/08/2018
Mobile with dexterity 
support features

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store. In the 
ACMA's view, the action of Optus referring the consumer to 
an Optus store does not adequately assist the consumer to 
find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

42 Store walk-in 7/12/2018
Mobile for a person with 
low vision

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes. Optus indicated that it had an easy-to-
use phone.

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code.



A B C D E F G H I

Case No Contact type Date
Consumer's identified 
need

ACMA officer identification of Optus Offer 
that may suit the Consumer's identified 
need

Did Optus indicate that it had an offer that 
may suit the consumer's identified need?

Did Optus provide the Consumer with 
information about the Offer which may 
suit the Consumer's identified need?

Did Optus assist the consumer to find out where to 
access information about a Telecommunications 
Product which may suit their specific needs?

Finding

45 Web-chat 5/07/2018
Home phone for a person 
who is Deaf

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

Yes. Optus referred the consumer to the Optus website, 
which contains information about telecommunications 
products which may meet the needs of consumers with 
disabilities.

Breach of clause 4.1.3 of the 
Telecommunications Consumer 
Protections Code.

46 Web-chat 6/07/2018
Mobile with dexterity 
support features

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need, and identified some brands of smart 
phones which Optus supplies.

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

48 Web-chat 19/07/2018
Mobile for a person who 
is blind

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

Yes. Optus referred the consumer to the Optus website, 
which contains information about telecommunications 
products which may meet the needs of consumers with 
disabilities. Optus also referred the consumer to an Optus 
store.

Breach of clause 4.1.3 of the 
Telecommunications Consumer 
Protections Code.

50 Web-chat 24/07/2018
Mobile for a person who 
is blind

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store and call 
centre. In the ACMA's view, the action of Optus referring the 
consumer to an Optus store and call centre does not 
adequately assist the consumer to find out where to access 
information about a telecommunications product that may 
suit their need as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

51 Web-chat 25/07/2018
Mobile for a person who 
is hard of hearing

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store. In the 
ACMA's view, the action of Optus referring the consumer to 
an Optus store does not adequately assist the consumer to 
find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

53 Web-chat 27/07/2018
Mobile for a person with 
low vision

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

Yes. Optus referred the consumer to the Optus website, 
which contains information about telecommunications 
products which may meet the needs of consumers with 
disabilities. 

Breach of clause 4.1.3 of the 
Telecommunications Consumer 
Protections Code.

54 Web-chat 29/07/2018
Mobile for a person who 
is hard of hearing

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to a third party retailer. In 
the ACMA's view, the action of Optus referring the consumer 
to a third party retailer does not adequately assist the 
consumer to find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

55 Web-chat 29/07/2018
Mobile for a person who 
is blind

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store. In the 
ACMA's view, the action of Optus referring the consumer to 
an Optus store does not adequately assist the consumer to 
find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

56 Web-chat 29/07/2018
Mobile for a person who 
is Deaf

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes.  Optus indicated that it had an offer with 
vibrating alerts. 

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code



A B C D E F G H I

Case No Contact type Date
Consumer's identified 
need

ACMA officer identification of Optus Offer 
that may suit the Consumer's identified 
need

Did Optus indicate that it had an offer that 
may suit the consumer's identified need?

Did Optus provide the Consumer with 
information about the Offer which may 
suit the Consumer's identified need?

Did Optus assist the consumer to find out where to 
access information about a Telecommunications 
Product which may suit their specific needs?

Finding

57 Web-chat 30/07/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store. In the 
ACMA's view, the action of Optus referring the consumer to 
an Optus store does not adequately assist the consumer to 
find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

59 Web-chat 31/07/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

Yes. Optus referred the consumer to the Optus website, 
which contains information about telecommunications 
products which may meet the needs of consumers with 
disabilities. Optus also referred the consumer to an Optus 
store.

Breach of clause 4.1.3 of the 
Telecommunications Consumer 
Protections Code.

61 Web-chat 2/08/2018
Home phone for a person 
who is Deaf

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No. Optus referred the consumer to an Optus store and third 
party retailer.  In the ACMA's view, the action of Optus 
referring the consumer to an Optus store and third party 
retailer does not adequately assist the consumer to find out 
where to access information about a telecommunications 
product that may suit their need as required by subclause 
4.1.3(d) of the Telecommunications Consumer Protections 
Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

62 Web-chat 3/08/2018
Home phone for a person 
who is hard of hearing

Optus offers teletypewriter phones and other 
phones which have features which may suit 
the needs of a consumer who is Deaf or hard 
of hearing.  
http://www.optus.com.au/shop/homephone
/offers/ttyhandsets?SID=con:fix:cat:til:6:ccrd:
homeph::img

No. Optus did not indicate that it had an offer 
to suit the consumer's identified need. 

No. Optus did not provide the consumer with 
information about any offer that might meet 
the consumer's identified need as required 
by clause 4.1.3 of the Telecommunications 
Consumer Protections Code. 

No.  Optus referred the consumer to an Optus store and 
internet search.  In the ACMA's view, the action of Optus 
referring the consumer to an Optus store and general 
internet search does not adequately assist the consumer to 
find out where to access information about a 
telecommunications product that may suit their need as 
required by subclause 4.1.3(d) of the Telecommunications 
Consumer Protections Code. 

Breach of clause 4.1.3 and subclause 
4.1.3(d) of the Telecommunications 
Consumer Protections Code.

63 Web-chat 10/08/2018
Mobile for a person with 
low vision

Optus offers smart phones which have a 
range of in-built functions to meet the needs 
of people with disabilities.  
https://www.optus.com.au/shop/mobile/pho
nes?SID=con:mcat:3up:1:may17:postmob:mo
blis

Yes. Optus indicated that it had an offer 
which may suit the consumer's identified 
need. 

Yes. Optus indicated it had an offer with 
adjustable font size.

No information was provided to assist the consumer to find 
out where to access information about a 
Telecommunications Product which may suit their specific 
needs as required by subclause 4.1.3(d) of the 
Telecommunications Consumer Protections Code.

Breach of subclause 4.1.3(d) of the 
Telecommunications Consumer 
Protections Code.
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