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1.0	ABOUT	KEEP	ME	POSTED	
	
Keep	Me	Posted	AU	(KMP)	is	an	advocacy	campaign	run	by	TSA	limited,	a	not-for-profit	
organisation,	and	is	a	partnership	of	advocate	groups,	charities,	consumer	groups,	employer	
and	employee	representatives,	industry	and	local	and	federal	representatives	who	believe	
in	the	consumer’s	right	to	choose	the	way	companies	communicate	with	them.		
	
The	campaign	was	launched	in	April	2016	in	Canberra.		
	
Increasingly,	businesses	are	imposing	fees	and	restricting	access	to	paper	bills	and	
statements,	denying	their	customers	an	informed	choice.	It	is	the	most	vulnerable	
Australians	who	carry	the	greater	burden,	those	on	the	wrong	side	of	the	digital	divide.	
	
We	believe	that	it	is	every	consumer’s	right	to	choose,	free	of	charge,	how	they	are	
contacted	by	banks,	utility	companies	and	other	service	providers.	
	
Keep	Me	Posted‘s	objectives	are:	
	

1. All	Australians	are	given	the	choice	of	receiving	information	through	their	preferred	
delivery	option,	digital	or	paper,	without	a	penalty	fee;	

2. All	Australians	are	provided	equal	treatment	–	accessibility,	frequency,	content	and	
service	delivery,	regardless	of	their	choice	of	how	they	receive	information	from	
suppliers.		

	
	
	
Contact:	
Kellie	Northwood	 Executive	Director	
Carole	Sarasa	 	 Policy	Advisor	
	
Suite	6,	151	Barkly	Avenue	
Burnley	VIC	3121	
keepmeposted@twosides.org.au	
03	9421	2209		
	
ABN:	83	161	552	192	
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2.0	INTRODUCTION	/	EXECUTIVE	SUMMARY	
	
Keep	Me	Posted	would	like	to	thank	Treasury	for	the	opportunity	to	provide	comments	on	
the	consultation	regulation	impact	statement	paper	on	Paper	Billing.		
	
Keep	Me	Posted	notes	that	Treasury	provides	the	impact	analysis	of	five	policy	options.	We	
believe	the	only	option	that	can	guarantee	consumer	protection	against	unfair	and	
discriminatory	charges	is	option	2:	Ban	on	paper	billing	fees.	
	
The	Keep	Me	Posted	campaign	has	researched	industry	and	government	publications,	
analysed	Australia’s	digital	divide,	assessed	international	trends,	hosted	public	forums	
across	the	country,	engaged	in	direct	communications	to	hear	the	consumer’s	concerns,	
reviewed	industry	pressures	and	cost	management.	From	this	thorough	review,	including	
assessment	of	all	options	presented	by	Treasury	for	consideration,	the	evidence	is	
overwhelmingly	in	favour	of	a	complete	ban	of	paper	billing	fees	to	the	ultimate	protection	
of	the	consumer,	but	also	to	ensure	industry	is	unencumbered	by	regulatory,	or	costly,	
compliance	programs.	Billing	is	and	should	remain,	simply	a	cost	of	doing	business	and	
included	at	point	of	purchase.		
	
Keep	Me	Posted	unequivocally	supports	Option	2	–	Ban	on	paper	billing	fees	to	the	
exclusion	of	all	others.	
	
2.1	Feedback	summary	
	
OPTION	1		
THE	STATUS	
QUO,	WITH	AN	
INDUSTRY	LED	
CONSUMER	
EDUCATION	
CAMPAIGN		
	
	

This	option	doesn’t	provide	sufficient	consumer	protection	and	this	has	
been	recognised	by	Minister	McCormack	and	the	CAF:	

- the	Legislative	and	Governance	Consumer	Affairs	Forum	(CAF)	
directed	Treasury	to	explore	options	to	amend	the	Australian	
Consumer	Law	to	enhance	protections	for	consumers	who	receive	
paper	bills	in	the	post;	

- Minister	McCormack	stated	that	“Better	outcomes	and	protections	
are	needed	for	those	consumers	who	do	not	have	the	option	to	
transition	to	digital	bills	and	who	can	least	afford	to	be	penalised;"	

- no	business	answered	KMP’s	calls	to	axe	the	fees.	

OPTION	2		

PROHIBITION	
(BAN)	ON	PAPER	
BILLING	FEES	

	

This	is	Keep	Me	Posted’s	preferred	option	to	the	exclusion	of	all	others	as	it	
is	the	only	option	that:	

- provides	the	appropriate	level	of	consumer	protection	to	all	
Australians;		

- avoids	the	implementation	of	complex	regulatory	legislation	that	
would	result	from	adopting	and	enforcing	the	other	options;	

- provides	equity	and	clarity	to	businesses;	
- provides	clarity	and	transparency	at	the	point	of	purchase	to	

consumers.	
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OPTION	3		

PROHIBITING	
ESSENTIAL	
SERVICE	
PROVIDERS	
FROM	
CHARGING	
CONSUMERS	TO	
RECEIVE	PAPER	
BILLS	

This	option	doesn’t	provide	sufficient	consumer	protection	because:	

- there	is	no	unequivocal	definition	of	what	essential	services	are;		
- none	of	the	definitions	indicated	in	the	consultation	paper	includes	

financial	services,	superannuation	funds,	insurances	or	Government	
services;		

- in	a	fast-changing	technology	environment,	any	definition	of	essential	
services	today	is	restrictive	and	risks	to	be	outdated	tomorrow.	In	
fact	the	definitions	identified	within	the	Treasury	paper	are	already	
outdated.	
	

OPTION	4		

LIMITING	PAPER	
BILLING	FEES	TO	
A	COST	
RECOVERY	BASIS	

This	option	doesn’t	provide	sufficient	consumer	protection	and	adds	a	cost	
impost	to	Government	as:	

- the	definition,	implementation	and	enforcement	of	this	option	by	
Government	and	businesses	would	be	highly	complex,	costly	and	
time-consuming	for	Government	and	industry;		

- the	ACCC	would	require	additional	funding	from	Government	should	
this	occur	and	this	would	incur	regulatory	compliance	costs	to	
industry;	

- this	solution	would	still	not	address	the	consumer’s	disadvantage	
when	not	having	access	or	cannot	afford	internet	connectivity.		

OPTION	5		

PROMOTING	
EXEMPTIONS	
THROUGH	
BEHAVIOURAL	
APPROACHES	

This	option	doesn’t	provide	sufficient	consumer	protection	as:	

- the	current	code	of	practices	or	code	of	conducts	for	businesses	are	
non-binding	and	non-enforceable;	

- recently,	a	study	showed	banks	completely	ignored	the	provisions	of	
their	code	of	conducts	on	direct	debit	and	mislead	their	customers;	

- awareness	is	only	part	of	the	problem.	Without	legislation,	there	is	
no	consistent	exemption	modelling	for	consumers	to	apply	for.	Today	
some	age	exemptions	range	from	people	over	80	to	people	over	65;	

- it	is	not	up	to	the	private	sector	to	determine	a	citizen’s	
‘vulnerability’,	allowing	companies	to	determine	what	exemptions	
they	will	apply	does	not	protect	consumers.		
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3.0	GENERAL	FEEDBACK	
	
In	this	section,	Keep	Me	Posted	will	provide	feedback	on	the	scope	and	the	context	of	the	
consultation	as	well	as	outline	issues	related	to	paper	billing	fees	that	are	relevant	to	the	
analysis	of	each	of	the	five	policy	options	presented	by	Treasury	in	the	consultation	paper.		
	
3.1	Objectives		
	
On	page	13	of	the	consultation	paper,	Treasury	states:	“The	options	proposed	seek	to	
improve	outcomes	for	disadvantaged	consumers	who	are	unable	to	access	digital	bills.”	
	
Keep	Me	Posted	requests	Treasury	to	adopt	the	Australian	Digital	Inclusion	Index	(ADII)’s	
definition	of	digital	inclusion	which	comprises	of	three	key	aspects	or	sub-indices:	Access,	
Affordability	and	Digital	Ability.		
	
Keep	Me	Posted	notes	that	the	ADII’s	definition	of	Digital	Ability	includes	‘Attitudes’	with	
the	notions	of	control,	enthusiasm,	learning,	and	confidence	(Fig.	1).	This	is	critical	to	
understand	that	there	is	not	always	a	correlation	between	technical	access	to	the	internet	
(electronic	devices	and	internet	subscription	at	home)	and	digital	adoption	(use	of	internet	
banking	for	example).		
	
ADII’s	sub-indices	
Each	of	the	ADII’s	three	sub-indices	is	made	up	of	various	components,	which	are	in	turn	
built	up	from	underlying	variables	(survey	questions).	
	
The	Access	sub-index	has	three	components:	
•	Internet	Access:	frequency,	places,	and	number	of	access	points	
•	Internet	Technology:	computers,	mobile	phones,	mobile	broadband,	and	fixed	
broadband	
•	Internet	Data	Allowance:	mobile	and	fixed	internet.	
	
The	Affordability	sub-index	has	two	components:	
•	Relative	Expenditure:	share	of	household	income	spent	on	internet	access	
•	Value	of	Expenditure:	total	internet	data	allowance	per	dollar	of	expenditure.	
	
The	Digital	Ability	sub-index	has	three	components:		
•	Attitudes,	including	notions	of	control,	enthusiasm,	learning,	and	confidence	
•	Basic	Skills,	including	mobile	phone,	banking,	shopping,	community,	and	information	
skills	
•	Activities,	including	accessing	content,	communication,	transactions,	commerce,	media,	
and	information.	
	
Fig.	1.	Source:	Measuring	Australia’s	Digital	Divide	–	The	Australian	Digital	Inclusion	Index	2017.	
Telstra	and	Roy	Morgan	Research,	2017	
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3.2	Paper	communications	
	
Keep	Me	Posted	notes	that	Treasury’s	consultation	paper	focuses	on	billing	and	doesn’t	
mention	other	types	of	communications.		
	
Keep	Me	Posted	argues	that	the	research	of	the	Keep	Me	Posted	campaign	has	shown	that	
Australians	are	disadvantaged	across	bills	and	statements.	Therefore,	the	Keep	Me	Posted	
campaign	urges	Treasury	to	include	all	the	paper	communications	that	are	integral	to	the	
delivery	of	goods	or	services	and	are	critical	to	the	exchange	of	information	between	a	
service	provider	or	a	financial	institution	and	a	customer	(and	sometimes	required	by	law	
such	as	tax	invoices).	This	includes,	but	is	not	limited	to,	invoices,	statements	of	accounts,	
shareholder	documents,	superannuation	annual	members’	benefits	statements.		
	
Further,	the	delivery	of	these	documents,	as	well	as	the	delivery	of	bills,	in	a	paper	format	
should	not	be	considered	as	an	extra	service	provided	by	the	service	provider	or	the	
financial	organisation.		
	
Keep	Me	Posted	urges	Treasury	to	extend	the	scope	of	the	consultation	to	the	fees	
charged	for	the	provision	of	paper	communications	that	are	integral	to	the	purchase	of	a	
good	or	service.		
	
3.3	State	implementation	of	a	ban	on	paper	fees	and	legal	equity	for	Australian	
consumers	
	
Keep	Me	Posted	notes	that	the	New	South	Wales	Government	banned	paper	fees	on	energy	
bills	for	all	New	South	Wales	households	as	part	of	their	energy	relief	package.	The	measure	
was	announced	on	3rd	September	2017	and	will	be	implemented	from	1st	January	2018.	See	
Appendix	1	and	2.	
	
Keep	Me	Posted	also	notes	that	the	Government	of	South	Australia	has	negotiated	with	
energy	provider	Origin	Energy	a	consumer	relief	package,	this	includes	a	ban	on	paper	fees	
on	energy	bills	for	eligible	customers.	See	Appendix	3.	
	
Keep	Me	Posted	is	having	ongoing	conversations	with	State	Government	Ministers.	As	
shown	in	the	latest	Consumer	Affairs	Forum	in	August	2017,	seeking	State	support	for	
protecting	vulnerable	consumers	against	paper	fees	is	strong	and	growing.		
	
As	the	States	are	moving	towards	the	implementation	of	total	or	partial	bans	on	paper	
fees,	within	their	jurisdictions,	Keep	Me	Posted	raises	concerns	of	the	risk	of	seeing	legal	
inequality	growing	for	consumers	across	States	and	across	industry	sectors	if	a	total	
Federal	ban	is	not	implemented	promptly.		
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3.4	Community	feedback	and	consumer	preferences	
	
Keep	Me	Posted	conveys	the	voice	of	Australians	who	support	the	consumer’s	right	to	
choose	the	way	they	are	communicated	to	by	their	service	providers	and	financial	
organisations,	without	penalty.		
	
Community	feedback	
Over	the	past	twenty	(20)	months	of	campaigning,	Keep	Me	Posted	has	received	the	
support	of	concerned	Australians.	
	
The	support	was	expressed	through:	
	

- testimonials	left	on	Keep	Me	Posted	website,	social	media	followers;	
- unprecedented	levels	of	attendance	at	Public	Forums	across	the	country;	
- requests	for	assistance	from	more	than	500	older	Australians	after	the	publication	of	

an	article	in	the	print	edition	of	The	Senior	Magazine;	
- over	6,000	responses	to	the	reply-paid	postcard	distributed	in	4,000	Post	Offices	of	

the	country	(the	distribution	started	in	July	2017,	to	date	the	campaign	office	keeps	
receiving	an	average	of	20	postcards	a	day	–	see	Appendix	5).	

	
Australian	supporters	survey	-	Keep	Me	Posted	Reply	Paid	Flyer	
Between	10	July	2017	and	19	December	2017,	Keep	Me	Posted	collected	responses	from	
6,153	Australians.	Results	show:	
	

- 75%	of	Keep	Me	Posted	supporters	are	concerned	about	internet	fraud;	
- 91%	like	to	keep	paper	records	in	case	they	have	a	dispute	or	problem	that	will	need	

resolving;	
- 90%	are	supporting	people’s	right	to	choose	on	a	social	justice	level.	

	
International	survey	-	Consumer	preference	
Results	of	a	2017	survey	by	Toluna	Inc.	across	11	countries,	including	Australia,	found	
Australian	consumer	preferences,	attitudes	and	trust	towards	print	and	paper	in	a	digital	
world	support	Keep	Me	Posted	AU	findings	-	that	consumers	prefer	and	rely	on	paper	
communications	as	well	as	being	concerned	about	business’	drive	to	digital.	
	

- 86%	of	Australians	agree	that	consumers	should	have	the	right	to	choose	how	they	
receive	communications	(printed	or	electronically)	from	financial	organisations	and	
service	providers;	

- 75%	of	Australians	agree	consumers	should	not	be	charged	more	for	choosing	a	
paper	bill	or	statement;	

- 80%	of	Australian	consumers	want	to	have	the	option	to	revert	back	to	paper	
communication	if	at	a	previous	stage	they	had	agreed	to	receive	bills	and	
statements	electronically.		
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Even	if	we	live	in	an	increasingly	digitalised	world,	findings	of	the	survey	demonstrate	a	
strong	reliance	on	paper	for	vital	documents	such	as	bills	and	statements.	See	Supporting	
evidence	9.3	Toluna	Survey,	2017	for	the	full	findings.		
	
To	ensure	no	‘paper-user’	bias,	this	survey	was	conducted	100%	online.	Demonstrating	even	
Australians	with	access	and	skills	to	operate	online	have	a	strong	position	on	paper	billing	
policies	infringing	their	rights	as	a	consumer.	
	
3.5	International	legislation	
	
Throughout	the	world,	many	countries	have	used	a	wide	range	of	legislative	reform	to	
implement	consumer	protection	for	paper	billing:	laws,	decrees,	amendments	of	codes	and	
acts,	court	rulings,	Ombudsman	recommendations,	administrative	decisions	and	more.		
	
Countries	that	have	implemented	consumer	protection	against	paper	fees	include:	Austria,	
Belgium,	France,	Finland,	Germany,	Ireland,	Netherlands,	Spain,	US	State	of	Pennsylvania.		
	
Many	of	these	countries	determined	that	fewer	citizens,	than	those	identified	in	Australia,	
were	impacted	by	the	digital	divide,	however	legislative	protection	was	implemented	to	
protect	the	most	vulnerable	and	to	protect	consumer	choice.	In	The	Netherlands,	it	was	
determined	there	were	some	50,000	households	with	no	internet	connection,	by	
comparison	to	3	million	Australians,	was	a	sufficient	number	of	disadvantaged	citizens	for	
the	Ombudsman	to	determine	that	going	digital	should	only	be	an	option.		
	
In	addition	to	protecting	consumers	without	internet	connectivity	and	consumer	choice,		
Keep	Me	Posted	notes	that	countries	implementing	legislative	reform	score	better	than	
Australia	in	terms	of	internet	readiness	and	affordability	(Fig.	2).			
	
	

COUNTRY	
(139)	

NETWORK	
READINESS	
INDEX	

AFFORDABILITY	
RANK	

FIXED	BROADBAND	INTERNET	
AFFORDABILITY	

Finland	 2	 13	 51	
Netherlands	 6	 83	 85	
Germany	 15	 55	 97	
Australia	 18	 57	 100	
Austria	 20	 5	 30	
Belgium	 23	 62	 59	
France	 24	 76	 37	
Ireland	 25	 77	 26	
Spain	 35	 42	 75	

Fig.	2.	Internet	ranking	comparison.	Source:	Global	Information	Technology	Report	2016.	World	
Economic	Forum,	2017		
	
	



	

Keep	Me	Posted	
PO	Box	5231,	Burnley	VIC	3121	
ABN:	83	161	552	192	T:	03	9421	2209	W:	keepmeposted.org.au	

10	

Keep	Me	Posted	notes;	
	

- All	countries	that	have	implemented	consumer	protection	rank	better	than	Australia	
in	terms	of	Fixed	broadband	affordability.	

- Finland,	Germany	and	The	Netherlands	rank	better	than	Australia	in	terms	of	overall	
Network	Readiness	Index.	

- Both	Austria	and	Spain	have	a	better	overall	Affordability	Ranking	than	Australia.	
	
Refer	Supporting	evidence	9.4	International	legislations	for	detailed	information	about	
international	legislations.		
	
3.6	Political	support	
	
For	the	last	twenty	(20)	months,	Keep	Me	Posted	has	been	engaging	with	political	
representatives	at	a	Local,	State	and	Federal	level	across	Australia	and	has	obtained	bi-
partisan	support	at	every	level	of	Governement.		
	
Appendix	4	provides	letters,	media	releases,	speeches,	parliamentary	businesses	transcripts	
and	local	council	motions	that	show	bi-partisan	political	support	to	the	Keep	Me	Posted	
campaign	and	the	consumer’s	right	to	choose	how	they	wish	to	receive	their	bills	and	
statements.	
			
In	addition	to	bi-partisan	support,	the	support	is	from	all	electorate	demographics	–	
regional,	metropolitan,	diverse	socio-economic	and	employment	areas,	diverse	cultural	
regions	and	more.	This	issue	is	not	isolated	to	one	section	of	Australian	communities.		 	
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4.0	BILLING	IS	SHIFTING	TO	THE	DIGITAL	WORLD	
	

4.1	Prevalence	of	the	problem	
	
Real	cost	
It	has	been	suggested	that	the	cost	of	paper,	print	and	distribution	is	overly	costly	for	
companies	and	that	they	are	left	with	no	other	choice	but	to	pass	on	this	cost	of	doing	
business	to	consumers	who	prefer	paper	bills	over	online	bills.	Keep	Me	Posted	rejects	this	
position	and	argues	the	paper	billing	fees	are	disproportionate	to	the	cost	incurred	by	
business.	
	
The	identified	costs	of	billing	from	the	point	of	difference	from	digital	include	base	sheet,	
letterhead	printing,	data	imaging,	mail	processing,	envelope	production/printing,	lodgement	
and	postage.	The	costings	are	based	on	black	and	white	A4	simplex	imaging	which	is	all	that	
is	required	for	transactional	information	necessary	to	communicate	billing	and	statement	
matters.	It	is	noted	that	many	sectors	include	substantial	design,	colour	and	marketing	
messaging	within	their	billing	and	statement	communications	to	customers,	however	this	is	
a	marketing	investment,	rather	than	a	true	cost	of	producing	the	required	communication	
for	customers.		
	
Printing	costs	have	declined	year	on	year	for	the	past	four	years	and	unit	costs	are	expected	
to	decline	further	over	the	next	reporting	period	2017-2022	(Ibisworld,	2016).	The	paper,	
print	and	distribution	industry	has	indicated	an	average	price	of	$0.098	per	item	(for	a	
simplex	black	print	on	A4	colour	letterhead	including	paper,	data	processing,	printing,	
insertion	and	envelopes).		
	
Due	to	mail	volume	decreases,	Australia	Post	have	increased	business	postage	rates	over	
the	past	four	years,	following	Government	and	ACCC	approval	to	increase	the	Basis	Postal	
Rate	(BPR)	to	$1.00.	Businesses	do	not	incur	the	full	BPR	however,	and	enjoy	postage	
discounts.	The	volume	weighted	average	postage	cost	as	1st	July	2017	for	Presort	mail	is	
$0.837	(see	Fig.	3	below).		
	
By	Keep	Me	Posted	estimates,	the	true	cost	for	big	billers	equates	$0.935	per	bill	
on	average.	
	
In	addition	to	the	current	cost	calculations,	since	July	2014,	with	paper	and	print	costs	
remaining	relatively	stable	(if	not	decreasing),	the	postage	cost	has	only	increased	by	$0.347	
per	unit.		
	
Despite	this	nominal	figure,	the	cost	being	charged	to	the	consumer	sits	at	an	average	of	
$2.50,	grossly	disproportionate	to	the	additional	cost	incurred	by	companies.	Further,	Keep	
Me	Posted	notes	Treasury	has	called	on	industry	to	provide	the	cost	of	the	production	and	
supply	of	paper	bills	and	statements,	however	argues	the	cost	increase	differential	prior	to	
the	implementation	of	paper	billing	fees	is	the	figure	Treasury	should	be	examining	to	
ensure	the	analysis	is	on	accurate	application	as	opposed	to	inflated	application.			
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PreSort	-	delivered	to	Regular	timetable	

GST	Exc	

Same	
State	

Barcode	
Direct	

Other	
State	

Barcode	
Direct	

Barcode	
Residue	

No	
Barcode	

	
Volume	
Weighted	
Average	

Jul-2014	 $0.473	 $0.489	 $0.513	 $0.545	 	 $0.490	
Jul-2015	 $0.507	 $0.524	 $0.545	 $0.573	 	 $0.524	
Jul-2016	 $0.723	 $0.745	 $0.777	 $0.818	 	 $0.747	
Jul-2017	 $0.809	 $0.841	 $0.877	 $0.891	 	 $0.837	

	Fig.	3.	Source:	Product	and	Services	Pricing,	Australia	Post,	2017	
	
Energy	providers’	comments	(on	page	8	of	Treasury’s	consultation	paper)	that	they	must	
pass	on	such	charges,	that	have	realised	some	$0.347	increase	across	the	years	outlined,	are	
overstating	the	impact	and	likely	to	mislead	Government	and	consumers.	
	
Sources:		
Market	Research	Report:	Printing	Industry.	Ibisworld,	2016		
Product	and	Services	Pricing,	Australia	Post,	2017	
	
Impact	on	Australians	/	Impact	on	businesses	
On	page	7	of	the	consultation	paper,	Treasury	questions	the	prevalence	of	paper	billing	fees	
and	states:	“Treasury	notes	that	this	incidence	of	charging	may	overstate	the	problem,	as	
preliminary	industry	stakeholder	feedback	indicates	that	a	low	number	of	customers	
actually	pay	paper	billing	fees,	with	the	remainder	receiving	exemptions.”	
	
Keep	Me	Posted	suggests	if	this	is	a	minor	consumer	group	the	small	cost	burden	to	industry	
who	are	achieving	significant	annual	profits,	should	be	further	argument	to	incur	the	cost	of	
business	within	the	price	of	the	good	or	service	being	procured.		
	
Further,	Keep	Me	Posted	challenges	Treasury’s	estimates	(p9)	that	‘there	are	approximately	
1.2	million	Australians	who	do	not	have	internet	access	at	home	because	they	either	cannot	
afford	it	or	because	they	believe	they	do	not	have	sufficient	technical	skills’	because	
according	to	Telstra’s	ADII	around	3	million	Australians	are	still	not	online.	Keep	Me	Posted	
also	asserts	there	are	some	Australians	who	have	been	coerced	into	digital	billing	despite	
wishing	otherwise,	and	seeks	industry	to	provide	data	on	the	following:	
	

- number	of	customers	who	have	requested,	yet	been	denied,	paper	bills	without	
penalty,	

- number	of	customers	who	have	sought	an	exemption	and	been	denied	as	they	do	
not	meet	the	company	exemption	standards,		

- number	of	customers	who	have	been	provided	an	exemption	without	customer	
investigation,	that	is,	the	company	has	implemented	exemptions	based	on	the	
knowledge	of	customer	circumstance	prior	to	implementing	the	penalty,	
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- of	the	customers	who	have	been	provided	exemptions,	how	many	are	business,	
platinum/gold/silver	or	other	beneficial	award	customer	compared	to	
individual/residential/private	customers.		
	

Keep	Me	Posted	accepts	that	a	portion	of	Australian	consumers	who	are	impacted	may	be	
organically	transitioning	to	digital	arguing	that	during	this	transitioning	period	they	should	
have	their	rights	protected.	Further,	as	this	consumer	group	minimises	the	cost	burden	to	
companies	will	also	decrease	and	companies	will	realise	year	on	year	reduction	of	the	
$0.347	cost	burden.	
		
On	page	20	of	the	consultation	paper,	Treasury	states	it	‘has	estimated	a	total	annual	cost	of	
between	$80	and	$93	million	dollars.’	In	comparison	with	the	$500	million	estimated	cost	to	
the	banks	of	the	prohibition	of	ATM	fees,	a	$93	million	impact	across	all	the	businesses	
doesn’t	seem	significant	enough	to	be	a	barrier	to	the	implementation	of	the	ban	on	paper	
fees	and	consumer	protections.		
	
Keep	Me	Posted	notes	that	some	industry	sectors	with	similar	consumer	numbers,	such	as	
industry	super	funds	offer	consumer	choice	without	penalty.	Australian	Super,	with	2.1	
million	members	across	Australia,	promotes	consumer	choice	and	offers	both	paper	and	
digital	communication	portals	at	no	charge	to	the	consumer.		
	
An	organisation	of	a	similar	size,	Energy	Australia,	supplying	electricity	and	natural	gas	to	
more	than	2.6	million	residential	and	business	customers	throughout	Australia,	argues	it	
cannot	offer	to	provide	consumer	choice.	Both	organisations	are	operating	under	a	similar	
distribution	network	across	Australia,	communicating	similar	notices	and	information.	The	
claim	that	the	costs	of	paper	billing	communications	are	untenable	is	misleading,	not	only	
because	we	see	major	companies	of	similar	size	offering	choice,	but	also	given	the	nominal	
increase	of	some	$0.347	per	unit	over	four	years.		
	
The	following	super	funds	have	been	identified	and	confirmed	as	not	charging	for	additional	
fees	for	paper	statements:		
	
Australian	Super	-	2.1	million	members	(annual	report	2015-2016)	
Care	Super	-	247,000	members	(annual	report	2016-2017)	
Energy	Super	-	48,000	members	(annual	report	2015-2016)	
Local	Government	Super	-	around	90,000	members	(annual	report	2016-2017)	
Media	Super	-	more	than	90,000	members	(annual	report	2015-2016)	
Sunsuper	-	1	million	members	(annual	report	2016-2017).	
	
e-Invoicing	
Some	suggestions	have	been	made	by	industry	to	Government	reports	that	e-invoicing	will	
deliver	significant	savings	to	all	Australians.	However,	it	is	misleading	to	misuse	the	term	‘e-
invoicing’	as	the	large	proportion	of	the	savings	identified	in	the	report,	do	not	refer	to	
billing,	rather	are	transactional	and	processing	cost	efficiencies	not	e-billing	efficiencies.	
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4.2	Hidden	fees		
	
Keep	Me	Posted	has	received	ongoing	concern	from	community	groups	and	electorates	that	
in	any	consideration	of	legislative	reform	companies	will	need	direction	to	ensure	they	do	
not	circumvent	proposed	paper	billing	bans	by	offering	long-term	or	permanent	discounts	
to	their	customers	who	opt-in	for	electronic	bills	only.			
	
These	concerns	link	to	the	‘poverty	premium’,	outlined	in	5.1		Proverty	Premiums,	and	must	
be	considered	by	Treasury	as	a	clear	ban	on	paper	billing	is	the	only	way	to	provide	clarity	to	
businesses	and	consumers.	
	
An	example	highlighted,	Origin	Energy	discount	plans	show	that	customers	who	wish	to	
receive	paper	communications	cannot	access	the	greater	discount	rates	(see	Fig.	4).		
	
	
	

	

	
Fig.	4.	Energy	Plans.	Source:	https://www.originenergy.com.au/for-home/electricity-and-
gas/plans/energy-plans.html,	retrieved	18	December	2017,	for	a	NSW	postcode.	
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The	table	above	shows	that	if	customers	want	to	receive	paper	bills,	they	miss	out	on	a	$5	
per	month	discount	(or	$60	over	the	12	months	of	the	discount	period).	It	is	Keep	Me	
Posted’s	position	that	this	cannot	be	considered	as	an	incentive,	rather,	it	is	a	reverse	
penalty.		
	
It	is	normal	for	providers	to	use	discounts	and	plans	to	increase	their	competitiveness,	to	
differentiate	their	offers	according	to	the	level	of	service	they	provide.	However,	paper	bills	
are	not	an	extra	service	that	is	delivered	to	the	customer,	they	are	integral	to	the	process	of	
exchanging	goods	and	services.		
	
Circumventions	of	consumer	protections	are	also	seen	in	areas	such	as	late	payment	fees.	In	
Victoria,	fees	on	late	payments	are	prohibited	in	the	electricity	sector	but	not	‘pay-on-time’	
discounts.	Gerard	Brody,	Consumer	Action	Law	Centre	CEO,	condemned	the	‘masquerade’	
in	a	statement	in	August	2017.	Brody	stated:		
	
“First,	they	[energy	retailers]	should	abolish	late	payment	penalties	which	masquerade	as	
pay-on-time	‘discounts’.	Most	energy	retailers	offer	so-called	discounts	of	between	10	and	
30	per	cent	conditional	on	on-time	payment.	‘Discounts’	are	the	primary	way	energy	
retailers	market	their	deals.	Sometimes	they	apply	to	the	full	bill,	but	more	often	just	to	the	
consumption	charges.	
	
“In	reality,	these	are	penalties	imposed	on	those	that	can’t	always	pay	their	bill	by	the	due	
date.	And	these	hefty	penalties	can	impact	any	of	us.	If	an	unexpected	cost	means	that	we	
can’t	quite	manage	the	electricity	bill	this	month,	even	if	we	usually	do	pay	on	time,	there	
will	be	no	acknowledgement	of	this.	Instead,	we’ll	find	a	massive	late	payment	fee	is	applied	
in	the	form	of	a	lost	‘discount.’”	
	
Another	example	of	a	dubious	incentive	program	is	currently	run	by	City	West	Water	in	
Victoria.	CCW’s	consumers	are	told	that	if	they	register	for	ebilling	by	31	January	2018,	they	
will	have	12	chances	to	win	$1,000	credit	on	their	water	account1.	The	Keep	Me	Posted	
supporter	who	alerted	us	qualified	the	program	as	‘absolutely	pathetic	and	irresponsible.’		
	
Keep	Me	Posted	cautions	corporations	who	are	incentivising	people	to	switch	to	digital	
communications	with	desirable	financial	gains	that	have	low	probability	of	achieving	the	
financial	gain	or	collecting	the	gain	from	one	provider,	however	not	being	able	to	manage	
the	contractural	commitment.	If	companies,	particularly	finance	sector,	sign	a	contractual	
agreement	with	a	consumer	with	incentives	and	other	benefits	knowing	that	consumer	
cannot	meet	their	contractual	obligations	they	are	not	meeting	their	legal	commitments.	
Customers	that	are	financially	vulnerable	might	be	coerced	into	taking	action	despite	their	
low	digital	confidence,	accessibility	or	affordability.			
	

																																																													
1	The	offer	is	available	here	https://www.citywestwater.com.au/ebillingservices/ebilling.	
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Keep	Me	Posted	urges	Treasury	to	implement	the	necessary	safety	nets	to	prevent	service	
providers	and	organisations	for	circumventing	any	future	partial	or	total	ban	on	paper	
fees.	
	
Source:		
Prime	Minister,	you’ve	talked	to	the	energy	retailers,	now	talk	to	those	that	pay	the	bill,	9	August	
2017.	Retrieved	from	https://consumeraction.org.au/prime-minister-youve-talked-energy-retailers-
now-talk-pay-bill/,	accessed	18	December	2017.		
	
4.3	Impact	on	industry	–	paper,	print	and	distribution	
	
The	pulp,	paper,	print	and	distribution	industry	is	arguably	one	of	the	largest	manufacturing	
employers	across	Australia,	employing	246,538	Australians	in	both	regional	and	
metropolitan	areas.	The	industry	hires	skilled	and	unskilled	labour,	implements	
apprenticeship	training	within	the	workplace	and	invests	heavily	in	technological	innovation	
R&D	for	operational	and	environmental	efficiencies.		
	
	
	
AUSTRALIAN	EMPLOYMENT	BREAKDOWN	BY	SECTOR	
	
Mail	and	related	services	(mail	processing	direct	and	indirect)	–	121,389	(ACIL	Allen,	2015)		
[Note:	this	is	excluding	the	Mail	advertising	services	Group	C	–	as	entire	print	industry	is	reported	within	the	
Print/Prepress/Print	design	figure	from	Ibisworld,	2016].	
Paper	–	60,820	(AFPA,	2016)	
Letterbox	Distribution	–	33,742	(ACA,	2017)	
Print/Prepress/Print	design	–	30,587	(Ibisworld,	2016)	
	
Total	Australians	employed:	246,538	
	
	
The	industry	represents	a	$7.5	billion	industry	across	5,294	businesses.	Businesses	range	
from	large	paper,	print	and	mail	groups	to	small	businesses,	at	times	with	three	people	
team	operations	(Ibisworld,	2016).	The	industry	is	in	decline,	with	an	annual	growth	
prediction	between	2017-2022	of	-2.3%	(ibid,	2016).	The	industry	continues	to	invest	and	
develop	strong	operational	efficiencies	with	a	key	focus	on	stability,	however	is	cognisant	of	
a	shifting	market	with	the	digitalisation	of	many	communication	channels.	
	
Ibisworld	reports,	‘as	information	becomes	increasingly	available	through	online	networks,	
demand	for	printed	materials	and	printing	services	has	fallen.	The	number	of	internet	
connections	represents	the	accessibility	of	online	advertisements,	newspapers,	magazines,	
books	and	directories.	As	more	publications	become	available	online,	the	need	for	printing	
services	diminishes’	(Ibisworld,	2016).		
	
Whilst	the	paper,	print	and	distribution	sector	does	not	dispute	the	digitalisation	of	the	
Australian	community,	the	industry	does	reject	the	forced	digitalisation	by	other	sectors	to	
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the	detriment	of	its	own.	Rather,	arguing	for	consumer	choice	to	ensure	an	organic	
transition	to	digital	financial	management.		
	
Note:	The	industry	is	represented	by	two	major	industry	associations	and	representative	
bodies,	the	coalition	of	the	Australasian	Catalogue	Association/Australasian	Paper	Industry	
Association/TSA	Limited	and	the	Printing	Industries	Association	of	Australia.	Both	parties	are	
signatories	and	supporters	of	the	Keep	Me	Posted	campaign.		
	
Source:		
Market	Research	Report:	Printing	Industry.	Ibisworld,	2016	
Economic	contribution	of	the	Australian	mailing	industry.	Acil	Allen,	2015	
National	Pulp	and	Paper	Sustainability	Report.	AFPA,	2017		
	

4.4	Environmental	impact	of	paper	communications	vs	digital	communications	
	

Throughout	the	consultation	paper	from	Treasury,	particularly	on	pages	20	and	24	to	27,	
environmental	concerns	are	raised	with	a	particular	reference	regarding	a	potential	increase	
in	paper	waste	if	a	prohibition	or	limitation	of	paper	fees	were	implemented.	Treasury	also	
asks	environmental	groups	to	provide	a	response	to	Focus	question	10:	What	is	the	
environmental	impact	of	paper	and	of	digital	billing?		
	
Keep	Me	Posted,	working	with	our	sister	campaign	Two	Sides,	categorically	rejects	any	
assumption	that	paper	based	communications	have	a	greater	environmental	impact	over	
digital.	In	fact,	in	Australia,	given	the	fossil	fuel	network,	digital	communications	carry	a	
siginificant,	and	often	unseen	environmental	impact	far	greater	than	pulp	and	paper	
production.	
	
If	it	is	Treasury’s	position	to	explore	the	environmental	impact	of	bills	and	statements,	Keep	
Me	Posted	asserts	that	e-billing	carries	a	higher	environmental	footprint	than	paper	–	a	
recyclable	and	renewable	resource	that	provides	strong	triple	bottom	line	sustainability	
credentials	to	the	Australian	environment,	community	and	economy.	
		
Two	Sides	is	a	global	campaign	across	Australia,	Brazil,	Austria,	France,	Germany,	Italy,	
Spain,	South	Africa,	New	Zealand,	North	America	and	the	United	Kingdom.	Two	Sides	
promotes	the	environmental	credentials	of	paper	across	the	graphic	communications	chain	
and	with	verifiable	evidence	educates	citizens	on	why	paper	and	print	remains	a	versatile	
and	sustainable	communication	medium	in	a	digitalised	world.		
	
Two	Sides	tables	supportive	information	to	this	submission	addressing	the	questions	raised	
by	Treasury	and	advocates	the	environmental	credentials	of	paper	and	print	as	they	
compare	to	the	often-overlooked	impacts	of	digital	media.		
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Environmental	credentials	of	paper	and	print	include:		
	
Paper	production:		
Paper	production	in	Australia	is	often	misunderstood	as	to	its	environmental	credentials.	
When	analysing	the	facts	of	paper	production	in	Australia,	it	is	found	that	using	less	paper	
has	no	impact	on	how	many	trees	are	harvested.		
	
Despite	the	past	five	(5)	years	showing	decline	in	paper	use,	key	forest	regions	in	Australia	
are	harvesting	more	trees	to	produce	many	different	products.	Whilst	it	seems	logical	to	
assume	going	paperless	equals	less	trees,	this	is	not	supported.	In	fact,	studies	show	that	in	
general	“the	global	regions	with	the	highest	levels	of	industrial	timber	harvest	and	forest	
products	output	are	also	the	regions	with	the	lowest	rates	of	deforestation.”	2	
	
Further,	most	of	Australia’s	wood	(83.4%)	is	harvested	from	planted	forests.3	What’s	more,	
half	of	all	fibre	used	in	Australia	to	make	paper	now	comes	from	recycled	material.	Australia	
is	one	of	the	leading	countries	in	the	use	of	recovered	paper	for	paper	production.	4		
	
Forestry	Certification	and	Regulations:	
The	paper	industry	is	committed	to	environmental	excellence	with	two	certified	forestry	
and	chain	of	custody	programmes:	Forest	Stewardship	Council	(FSC)	and	Programme	for	the	
Endorsement	of	Forest	Certification	(PEFC).		
	
Globally,	at	the	end	of	2016,	FSC	reported	a	total	certified	area	of	196	million	hectares	and	
PEFC	of	301	million	hectares,	for	a	combined	area	of	497	million	hectares.	Additionally,	
almost	69	million	hectares	(or	16%)	of	global	forest	area	are	double	certified.	

	
Of	this,	Australia	has	1,040,000	hectares	of	double	certified	forests	(FSC/PEFC).	
	

																																																													
2	Ince,	P.	J.	Global	Sustainable	Timber	Supply	and	Demand	2010		
3	Department	of	Agriculture	and	Water	Resources.	Australia’s	forests	at	a	glance	2015	
4	Department	of	Agriculture	and	Water	Resources	2015		
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In	Australia,	more	than	95%	of	the	wood	fibre	used	in	the	manufacture	of	pulp	and	paper	
and	paperboard	is	independently	certified.	This	equates	to	Australia	being	the	third	largest	
area	of	certified	forests	and	plantations	in	the	world.	5	(see	Fig.	5).	

Fig.	5.	Country	comparison	of	certified	forests	and	plantations.	Source:	PEFC,	2017.	
	

	
Illegal	Logging	Legislation:		
Illegal	logging	legislation,	despite	being	an	onerous	regulatory	reporting	compliance,	was	
welcomed	by	the	forestry,	pulp	and	paper	sector	in	2013.	The	illegal	logging	legislation	
highlights	that	not	only	is	it	an	offence	to	import	illegally	logged	timber,	it	is	also	an	offence	
to	import	certain	timber	products	that	contain	illegally	logged	material.		
	
Where	products	are	declared	as	Regulated	Timber	Products,	the	prospective	importer	is	
required	to	establish	and	operate	a	due	diligence	system	to	assess	the	risk	of	illegally	logged	
timber	being	contained	in	the	product.		
	
The	Australasian	Paper	Industry	Association	(APIA)	which	comprises	of	Australian	paper	
manufacturers,	paper	importers	(including	mill	agents)	and	paper	merchants	agree	to	fully	
comply	with	the	Illegal	Logging	Prohibition	Act;	and	where	applicable	the	forestry	
certification	standards	administered	by	the	Australian	Forestry	Standard	Ltd	(AFS),	or	the	
Program	for	the	Endorsement	of	Forest	Certification	(PEFC)	or	the	Forest	Stewardship	
Council	(FSC).	
	
The	Australian	Forest	Product	Association	is	also	committed	to	honouring	these	laws	and	
states	that	Australian	major	forestry	operations	are	100%	independently	certified	by	the	
Forestry	Stewardship	Council	(FSC)	or	the	Programme	for	the	Endorsement	of	Forest	
Certification	(PEFC).		

	

																																																													
5	Industry	Edge,	2016	



	

Keep	Me	Posted	
PO	Box	5231,	Burnley	VIC	3121	
ABN:	83	161	552	192	T:	03	9421	2209	W:	keepmeposted.org.au	

20	

Resources:	
The	Pulp	and	Paper	industry	is	a	large	producer	of	renewable	energy	through	the	use	of	
biomass	waste	for	both	electricity	and	industrial	heat	production.		
	
Visy	generates	around	230	GWh	of	bioenergy	each	year	from	its	national	operations,	with	
most	of	this	energy	being	generated	at	its	pulp	and	paperboard	mill	in	Tumut,	NSW.		
	
Australian	Paper’s	mill	in	Maryvale,	Victoria,	generates	200	GWh	per	year	of	bioenergy.	This	
is	the	largest	industrial	generator	of	base	load	renewable	energy	in	Victoria.	Further,	their	
latest	waste	paper	recycling	plan	diverts	up	to	80,000	tonnes	of	waste	paper	from	landfill	
each	year.		
	
Kimberly-Clark	Australia	(KCA)	achieves	a	30%	absolute	reduction	in	carbon	dioxide	
emissions	from	2011;	zero	manufacturing	waste	to	landfill;	and	reduction	of	post-consumer	
products’	impact	on	the	environment	by	ensuring	each	division	has	an	initiative	in	place.	6	
	
Key	areas	of	focus	and	policy	priorities	of	the	industry	include:	
	

- plantation	investment	(i.e.	new	fibre	supply),	

- recycling	and	recovered	paper,	

- gas	and	energy	policy,	including	renewable	bioenergy	and	industrial	heat,	

- trade	and	investment,	including	anti-dumping	and	trade	agreements,	

- climate	change	policy,	

- government	procurement,	

- bioproducts,	

- manufacturing	competitiveness,	

- certification,	

- progress	towards	improved	national	paper	sustainability	reporting.	

	
Emissions:	
From	2013-2014	to	2015-2016,	the	paper	industry	has:	
	

- Reduced	direct	emissions	by	6.8%	7	

- Reduced	energy	intensity	by	5.4%		

- Supplied	11%	of	Australia’s	renewable	electricity	via	bioenergy8	

																																																													
6	AFPA,	2015-16	Annual	Report	
7	NGER,	‘Corporate	emissions	and	energy	data	2013-14	and	2015-16’	
8	Clean	Energy	Finance	Corporation		
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Globally	the	Paper,	Pulp	and	Print	industry	represents	just	1.0%	of	total	greenhouse	gas	
emissions	worldwide.	

	
Fig.	6.	World	GHG	Emissions	Flow	Chart.	Source:	ECOFYS,	2010.	
	
Waste:		
A	life	cycle	analysis	of	paper	and	digital	communication	highlights	the	impacts	from	raw	
material	sourcing,	to	manufacturing	and	end-of-life	usage	for	both	mediums.		
	
Findings	show	that	paper	comes	from	a	sustainable,	renewable	resource	and	in	Australia,	
73.7%	is	recycled.	Comparatively,	digital	devices	are	made	up	of	toxic,	rare-earth	metals	
that	are	often	not	disposed	of	properly	at	their	end-of-life.		
	
Australia	is	one	of	the	biggest	consumers	of	electronics	in	the	world	with	almost	600,000	
tonnes	of	e-waste	produced	annually.	Despite	the	fact	that	95%	of	the	plastics,	metals	and	
glass	found	in	electronics	can	be	recycled	for	future	use,	in	2014,	only	40%	of	televisions	and	
computers	that	reached	their	end	of	life	were	recycled.		
	
With	sub-par	electronic	waste	recycling	programs,	some	electronic	waste	ends	up	in	local	
landfills	which	are	responsible	for	70%	of	the	toxic	chemicals	such	as	lead,	cadmium	and	
mercury	found	in	landfill.	9		
	
When	electronics	are	collected	in	Australia	for	appropriate	recycling,	metals	are	recycled	in	
Australia,	circuit	boards	are	sent	to	Japan,	batteries	to	Korea	or	Singapore	and	plastics	to	
China.	However,	in	March	2017,	a	shipment	of	computers	destined	for	recycling	in	Australia	

																																																													
9	Greenpeace	
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ended	up	at	Agbogbloshie	dump	in	Ghana,	Africa.	This	dump	is	known	for	operating	without	
concern	for	social	or	environmental	factors,	using	children	to	tear	apart	the	e-waste	and	
fires	to	melt	precious	metals	from	the	electronics.	10	This	highlights	the	fate	of	electronics	
destined	for	recycling	in	Australia	cannot	be	guaranteed	and	may	well	be	ending	up	in	
developing	countries	toxic	dumps	eroding	their	community	and	environment.		
	
E-waste	is	not	just	an	Australian	issue.	Globally,	44.7	million	metric	tonnes	(Mt)	of	e-waste	
was	generated	in	2016	and	only	20%	was	recycled	through	appropriate	channels.		
	
The	fate	of	76%	(34.1	Mt)	of	e-waste	is	unknown.	In	countries	where	there	is	no	national	e-
waste	legislation	in	place,	e-waste	is	likely	treated	as	other	or	general	waste.	This	is	either	
land-filled	or	recycled,	along	with	other	metal	or	plastic	wastes.	There	is	the	high	risk	that	
the	pollutants	are	not	taken	care	of	properly,	or	they	are	taken	care	of	by	an	informal	sector	
and	recycled	without	properly	protecting	the	workers,	while	emitting	the	toxins	contained	
in	e-waste.	11		

	
Anti-Greenwash	campaign		
Two	Sides	operates	an	anti-greenwash	campaign	that	targets	businesses	making	
unsubstantiated	campaigns	against	the	environmental	impacts	of	paper	
communications.	Two	Sides	has	contacted	601	companies	globally,	148	in	Australia,	who	
have	misled	consumers	with	greenwashing	guidelines	to	promote	digital	communications	
over	paper-based	communications.		
	
These	businesses	have	included,	but	not	limited	to,	HSBC,	Commonwealth	Bank	of	Australia,	
Qantas,	Synergy,	BT	Financial	Group,	Water	Corporation	WA,	Coles	and	HFC.		
	
Two	Sides	has	raised	the	misleading	environmental	claims,	provided	verifiable	evidence	to	
demonstrate	the	claims	are	false	and	asked	the	company	to	either	provide	the	verifiable	
evidence	that	their	claims	are	factual	or	remove	the	statements.	At	this	time	Two	Sides	
refers	to	the	ACCC	Greenwashing	Guidelines	and	asked	these	companies	to	correct	their	
statements.	Two	Sides	currently	holds	a	73%	success	rate	in	Australian	companies	
remedying	their	false	greenwashing	statements	about	the	environmental	credentials	of	
paper.	Not	one	company	contacted	has	ever	provided	verifiable	evidence	to	support	their	
environmental	claims.		
	
Consumers’	beliefs	and	preferences		
Key	findings	from	a	2016	survey	on	Australian’s	preferences	provides	insight	into	
consumers’	perception	of	the	environmental	impacts	of	paper	and	print.		
	
Enviromental	findings	show	that	88%	agreed	that,	when	responsibly	produced,	used	and	
recycled,	paper	and	print	can	be	a	sustainable	way	to	communicate.	
	

																																																													
10	Australian	Broadcasting	Corporation,	2017	
11	ITU	-	The	Global	E-waste	Monitor	2017	
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68%	agreed	that	sometimes	when	they	are	told	that	the	switch	to	digital	is	‘better	for	the	
environment’,	Australians	think	it	is	because	the	sender	wants	to	save	money	and	69%	
agreed	Government,	banks	and	other	organisations	want	to	persuade	them	to	‘Go	
Paperless’,	but	it’s	not	‘Paperless’	because	they	regularly	print	out	documents	at	home	if	
they	want	a	hard	copy.	
	
Further	information	is	provided	in	Supporting	evidence	9.2	Two	Sides	Australia	Contribution	
–	Environmental	Impact.	 	
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5.0	DISADVANTAGED	CONSUMERS	ARE	AFFECTED	BY	PAPER	BILLING	
FEES	MORE	THAN	OTHER	CONSUMERS	-	DISADVANTAGED	
CONSUMERS	TYPICALLY	CAN’T	SHIFT	TO	DIGITAL	BILLING		
	

5.1	Poverty	premiums	
	
In	October	2017,	the	South	Australian	Council	of	Social	Service	(SACOSS)	warned	about	the	
impacts	of	‘poverty	premiums’	in	their	Anti-poverty	week	2017	Statement:	‘These	are	the	
extra	costs	on	those	living	in	poverty	that	others	with	higher	income	or	more	resources	can	
buy	their	way	out	of,	avoid	or	minimize.’		
	
SACOSS’	Statement	gives	examples	of	ten	poverty	premiums	in	energy,	
telecommunications,	banking,	government	charges,	and	in	ordinary	shopping.	The	
premiums	can	be	extensive	with	examples	of	poverty	purchases	being	30%	to	50%	more	
than	the	cost	for	those	with	more	money	to	spend,	while	other	items	have	more	than	five	
times	the	impact	on	the	household	budget	of	those	living	in	poverty.		
	
Examples	of	poverty	premiums	include:	
	

- extra	expenditures	resulting	from	not	being	able	to	afford	money-saving	technology;		
- fees	and	charges	which	are	more	likely	to	be	applied	to	those	in	poverty	than	the	

rest	of	the	population;		
- flat	fees	or	charges	or	expenditure	that	impact	more	on	those	on	low	incomes	than	

those	on	higher	incomes.		
	

Keep	Me	Posted	notes	that	fees	charged	on	paper	bills	fit	in	the	category	of	poverty	
premiums	as:	

- they	affect	those	who	can’t	afford	to	buy	electronic	devices	and	pay	for	an	internet	
connection	or	mobile	data;	

- they	disproportionally	impact	people	on	low-income	such	as	pensioners.	
	
Source:		
Anti-poverty	Statement	2017.	SACOSS,	October	2017		
	
5.2	Internet	affordability	in	Australia		
	
In	the	consultation	paper	(p9),	Treasury	states	that	‘Australian	services	are	becoming	
comparatively	less	expensive’	and	mentions	‘Given	the	relatively	low	cost	and	large	benefits	
associated	with	the	internet,	Treasury	assumes	a	majority	of	the	consumers	who	indicated	
cost	as	coming	from	one	of	the	disadvantaged	groups	described.’	
	
However,	recent	findings	from	independent	sources	outline	the	opposite:	
	



	

Keep	Me	Posted	
PO	Box	5231,	Burnley	VIC	3121	
ABN:	83	161	552	192	T:	03	9421	2209	W:	keepmeposted.org.au	

25	

- World	Economic	Forum’s	Global	Information	Technology	Report	2016	found	that	
Australia	ranks	57	out	of	139	countries	for	internet	affordability,	and	100	out	of	139	
when	looking	at	fixed	broadband	internet	tariffs	only;	
	

- Despite	the	relatively	low	cost	of	mobile	connections,	data	allowances	fall	short	of	
covering	Australian	needs.	Deloitte’s	2017	Mobile	Consumer	Survey	found	that	43%	
of	smartphone	owners	regularly	exceed	their	data	cap	and	collectively	pay	over	$300	
million	in	extra	fees	to	their	telecommunications	providers;	
	

- Telstra’s	Digital	Inclusion	Index	2017	key	findings	stress	that	affordability	is	the	only	
sub-index	to	have	declined	since	2014	and	comment	that	‘affordability	remains	a	
challenge	for	some	excluded	groups’	and	‘this	trend	is	reason	for	concern,	
particularly	for	people	on	low	incomes.’	

	
Source:		
Global	Information	Technology	Report	2016.	World	Economic	Forum,	2017	
Communications	report	2016-2017.	ACMA,	2017		
Mobile	Consumer	Survey	2017.	Deloitte,	2017	
Measuring	Australia’s	Digital	Divide	–	The	Australian	Digital	Inclusion	Index	2017.	Telstra	and	Roy	
Morgan	Research,	2017	
	
5.3	Digital	divide	in	Australia	
	
In	previous	submissions	and	communications	with	Treasury,	Keep	Me	Posted	has	detailed	
the	state	of	the	digital	divide	in	Australia.	Telstra’s	Australian	Digital	Inclusion	Index	(ADII)	
and	Digital	Inclusion	Organisation	Infoxchange	provide	extensive	data	on	this	issue.	Based	
on	this	data,	Keep	Me	Posted	challenges	Treasury’s	estimates	(p9)	that	‘there	are	
approximately	1.2	million	Australians	who	do	not	have	internet	access	at	home	because	
they	either	cannot	afford	it	or	because	they	believe	they	do	not	have	sufficient	technical	
skills’,	while	Telstra’s	ADII	says	that	around	3	million	Australians	are	still	not	online.	Keep	Me	
Posted	urges	Treasury	to	align	the	Australians	impacted	by	the	digitial	divide	with	the	
independent	ADII	figure.	
	
Growing	digital	gap	and	double-penalty		
Telstra	further	outlines	that	even	if	digital	inclusion	is	growing	overall,	the	gap	between	
digitally	included	and	excluded	Australians	are	‘worryingly’	widening.		
	
With	a	growing	digital	gap,	overall	inequality	is	rising.	People	who	have	to	pay	paper	
communications	fees	because	they	are	not	digitally	included	are	punished	twice:	once	
because	they	are	missing	out	on	online	services,	and	a	second	time	when	they	have	to	pay	
an	extra	charge	to	receive	paper	communications.	Authors	of	the	ADII	report	comment:	“As	
the	internet	becomes	the	default	medium	for	everyday	exchanges,	information-sharing,	and	
access	to	essential	services,	the	disadvantages	of	being	offline	grow	greater.	Being	
connected	is	fast	becoming	a	necessity,	rather	than	a	luxury.”	
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Digital	ability	
Treasury’s	consultation	paper	objectives	state:	“The	options	proposed	seek	to	improve	
outcomes	for	disadvantaged	consumers	who	are	unable	to	access	digital	bills.”	Keep	Me	
Posted	outlines	that	access	is	only	one	of	the	three	dimensions	of	digital	inclusion	with	
affordability	and	ability	also	critical	factors	to	consider.		
	
Supporting	this,	Telstra’s	ADII	stresses	that	if	Digital	Ability	has	improved	over	time	it	started	
from	a	low	base	and	‘Digital	Ability	remains	an	important	area	for	attention	for	policy	
makers,	business,	education,	and	community	groups	interested	in	improving	digital	
inclusion.’	
	
Digital	inclusion	is	not	a	permanent	state	
Keep	Me	Posted	notes	that	digital	inclusion	is	not	a	permanent	state	nor	a	linear	path	and	
people	who	used	to	be	digitally	included	can	find	themselves	excluded	or	go	back	and	forth	
into	digital	exclusion	depending	on	their	circumstances.	Digital	exclusion	can	also	be	
temporary.	Some	examples	of	factors	that	influence	digital	inclusion	and	can	vary	along	a	
lifetime	are:	
	

- Disability	(Permanent	or	Temporary),	
- Income	loss	because	of	unemployment	or	under	employment,	
- Retirement	(some	people	only	have	access	to	the	internet	at	their	work	place),	
- Loss	of	cognitive	abilities,	
- Domestic	violence	(people	fleeing	their	households	are	more	likely	to	lose	access	to	

telecommunications),	
- Relocation.	

	
Internet	access	on	mobile	devices	
In	the	consultation	paper	on	page	10,	Treasury	notes	that	‘Modern	mobile	devices	allow	
users	to	complete	a	majority	of	tasks	that	previously	required	a	laptop	or	desktop,	however	
some	users	may	have	difficulty	reviewing	their	bills	on	a	three	to	five	inch	screen’	(p10).	
	
Keep	Me	Posted	warns	against	the	confusion	between	smartphone	adoption	and	digital	
ability.	Smartphone	ownership	is	at	its	highest	in	Australia,	with	88%	of	Australians	now	
owning	a	smartphone	according	to	Deloitte’s	2017	Mobile	consumer	survey.	However,	in	
the	2016	edition	of	the	survey,	Deloitte	explained	that	they	‘expect	this	to	plateau	over	the	
coming	12	months	after	the	remaining	feature	phone	owners	are	forced	to	convert	to	
smartphone	following	the	2G	shutdown	by	each	of	Australia’s	major	mobile	network	
operators.’		
	
In	short,	part	of	the	increase	in	smartphone	ownership	is	explained	by	the	fact	that	
smartphones	are	becoming	the	default	mobile	devices	and	despite	the	technology	to	do	
more,	many	Australians	continue	to	use	the	‘new	non-2G’	smartphones	to	simply	make	and	
receive	phone	calls.	Possessing	a	smartphone	doesn’t	mean	that	people	actually	use,	nor	
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have	the	skills	to	use,	their	smartphones	for	internet	purposes,	let	alone	financial	banking	
purposes.		
	
Keep	Me	Posted	encourages	Treasury	to	review	the	interpretation	of	data	related	to	
mobile	devices	adoption	as	the	assumption	to	smartphone	technology	usage	is	not	
evidenced.			
	
Source:		
Mobile	Consumer	Survey	2016.	Deloitte,	2016		
Measuring	Australia’s	Digital	Divide	–	The	Australian	Digital	Inclusion	Index	2017.	Telstra	and	Roy	
Morgan	Research,	2017	
	
5.4	Digital	bills	are	not	a	free	option	to	the	consumer	
	
Treasury’s	consultation	paper	(p6)	states	‘Digital	billing	is	typically	offered	to	consumers	as	a	
cost-free	alternative	to	paper	billing.’	Keep	Me	Posted	contests	the	idea	that	digital	bills	are	
cost	free.	The	fact	that	providers	and	financial	organisations	don’t	charge	an	extra	fee	to	
their	customers	who	wish	to	receive	electronic	bills	doesn’t	mean	that	electronic	bills	are	
cost	free	to	the	customer.		
	
Indeed,	when	customers	opt-in	to	electronic	bills	and	statements	the	obligation	from	the	
organisation	is	passed	to	the	customer	to	retain	and	possess	an	electronic	device,	pay	for	an	
internet	subscription	or	for	mobile	data,	and	more	often	than	not	they	pay	to	print	their	
bills	at	home.	In	fact	69%	of	Australians	agree	government,	banks	and	other	organisations	
want	to	persuade	them	to	‘Go	Paperless’,	however	it’s	not	‘Paperless’	because	they	
regularly	have	to	print	out	documents	at	home	(Toluna,	2017).	
	
Keep	Me	Posted	argues	that	electronic	communications	are	not	free	to	the	consumer,	
therefore	companies	fail	to	their	obligation	of	offering	at	least	one	cost	free	option	for	the	
reception	of	bills.		
	
5.5	Online	safety	
	
In	previous	submissions	and	communications	with	Treasury,	Keep	Me	Posted	raised	
concerns	about	vulnerable	consumers’	exposure	to	online	scams	if	they	switch	to	digital	
communications	without	having	the	skills	to	protect	themselves.		
	
Online	scams	are	a	growing	concern	as	they	are	becoming	more	sophisticatd	and	harder	to	
detect.	The	very	first	week	of	Treasury’s	consultation	into	paper	billing	fees,	ACCC’s	
Scamwatch	reported	a	126%	increase	week	on	week	in	Fake	billing	scams	reports	(Fig.	7).	
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Fig.	7.	Trending	scams	20	–	26	November.	Source:	Scamwatch	
	
Again,	during	the	last	week	of	the	consultation,	false	billing	scams	were	singled	out	as	
trending	scams	along	with	phishing	scams	(107%	increase	on	previous	week)	(Fig.	8).	
	

	
Fig.	8.	Trending	scams	11	–	17	December.	Source:	Scamwatch	
	
Between,	the	21st	November	and	the	19th	December	2017,	at	least	ten	fake	billing	scams	
were	reported,	targeting	consumers	or	users	from	Energy	Australia,	Telstra,	Commonwealth	
Bank,	Amazon,	Go	Via	(Brisbane	Toll	Road),	Xero,	Myob,	City	Link	and	others.	Since	the	1st	
September	2017,	Energy	Australia	officially	warned	their	customers	about	new	ebill	scams	
four	times.	
	
In	its	Stay	Smart	Online	Week	Statement,	the	ACCC	reported	that	‘The	online	sphere	–	
email,	the	internet,	social	media	and	mobile	apps	–	has	overtaken	telephones	as	scammers’	
preferred	tool	of	trade	to	contact	potential	victims.’		
	
‘It’s	difficult	to	spot	a	scammer	online	these	days	as	they	go	to	great	lengths	to	trick	the	
public	and	steal	personal	information	and	money,’	ACCC	Deputy	Chair	Delia	Rickard	said.	
	
Keep	Me	Posted	notes	that,	according	to	ACCC’s	Scamwatch,	fake	billing	scams	are	one	of	
the	top	three	scams	that	people	are	more	likely	to	encounter	online.	
	
In	2016,	the	total	losses	reported	to	Scamwatch,	ACORN	and	other	scam	disruption	
programs	across	Australia	totalled	$299.8	million.		
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Within	the	consultation	paper,	Treasury	noted,	when	referencing	online	scams,	‘paper	bills	
may	also	lead	to	identify	fraud	through	mailbox	theft’.	The	table	below	(Fig.	9)	outlines	
accounts	for	scams	reported	to	Scamwatch	and	highlights	the	significant	gap	between	
online	and	mailbox	fraud.	With	mail	delivery	fraud	decreasing	year	on	year	at	an	average	of	
4.2%,	whereas	digital	fraud	has	increased	since	2015,	with	2016	realising	a	jump,	and	
holding	an	average	of	39%	of	the	total	reported	losses,	there	is	very	little	comparison	as	to	
the	safety	of	Australian	consumers.		
	

Year	 Reported	losses	 Mail	delivery	 Digital	delivery	
2015	 $81	814	888	 4.8%	 35.7%	
2016	 $83	561	599	 4.1%	 42.7%	
2017	

(at	30th	November)	
$81	814	888	 3.8%	 38.6%	

Fig.	9.	Reported	losses.	Source:	Scamwatch.	
	
Keep	Me	Posted	argues	that	as	Australian	consumers	are	consistently	and	relentlessly	
targeted	by	online	scammers,	legislative	reform	is	necessary	to	ensure	consumers	can	receive	
paper	correspondence,	free	of	charge,	to	protect	against	online	scams.	
	
5.6	The	need	for	Government	intervention 
	
As	outlined	by	Treasury	on	page	11	of	the	consultation	paper,	‘The	Intergovernmental	
Agreement	for	the	Australian	Consumer	Law	(IGA)	lists	meeting	the	needs	of	consumers	
who	are	most	vulnerable	or	at	greatest	disadvantage	as	one	of	the	IGA’s	six	operational	
objectives.’	Another	operational	objective	is	‘to	prevent	practices	that	are	unfair.’	Because	
paper	fees	disproportionately	impact	the	most	vulnerable	and	discriminate	against	those	
who	are	digitally	excluded	they	meet	two	(2)	of	the	six	(6)	objectives	of	the	IGA.	
	
The	need	for	Government	intervention	was	highlighted	by	the	Minster	for	Consumer	Affairs	
following	the	Consumer	Affairs	Forum	in	August	2017	in	Melbourne.	Minister	McCormack	
said:		
	
“On	paper	billing,	consumers	–	including	the	elderly	and	disadvantaged	–	who	do	not	have	
access	to	technology	to	receive	digital	bills	should	not	be	penalised	and	asked	to	pay	
exorbitant	fees	for	each	bill	they	receive.	
	
“In	today’s	meeting,	Consumer	Affairs	Ministers	noted	that	options	to	amend	the	Australian	
Consumer	Law	to	enhance	protections	for	consumers	who	receive	paper	bills	in	the	post	
would	be	developed	by	the	Commonwealth	Treasury.”	
	
Government	intervention	is	also	needed	because	the	private	sector	has	failed	the	
consumer:	
	

- Failed	to	disclose	the	fees	at	the	point	of	purchase	or	subscription;	
- Failed	to	advertise	and	facilitate	access	to	exemptions;	
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- Failed	to	comply	with	the	Electronic	Transactions	Act	that	required	that	
organisations	must	obtain	the	consent	of	the	recipient	before	switching	them	to	
electronic	communications;	

- Potential	‘double-dipping’	as	print	and	postage	costs	have	previously	been	included	
in	the	running	costs	of	a	business;	

- Disproportion	of	the	fees	compared	to	the	cost.	
	
The	banking	sector	is	an	example	of	self-regulation	failure.	The	independent	review	of	the	
Code	of	Banking	Practices	started	in	July	2016,	Mr.	Phil	Khouri	presented	a	final	report	to	
the	Australian	Bankers	Associations	in	February	2017,	and	only	on	the	19th	December	‘After	
hundreds	of	hours	of	development	and	more	than	50	meetings	with	banks	and	key	
stakeholders	over	the	past	nine	months,	the	new	Banking	Code	of	Practice	has	been	sent	to	
ASIC	for	approval.’	It	is	unclear	at	this	stage	when	the	new	Banking	Code	will	finally	be	
implemented.		
	
One	of	Mr	Khouri’s	recommendations	was	to	‘Waive	or	refund	statement	fees	for	customers	
who	do	not	have	access	to	electronic	statements’.	The	definition	of	‘access	to	electronic	
statements’	is	yet	to	be	defined.	It’s	been	nine	(9)	months	since	the	recommendation	was	
made,	seventeen	(17)	months	since	the	beginning	of	the	review	and	banks’	customers	keep	
paying	to	receive	their	paper	statements.						
	
Australian	consumers	deserve	equity,	clarity	and	prompt	action	to	see	their	protection	
restored.	Only	a	total	ban	on	paper	fees	will	deliver	this	outcome	without	creating	red	
tape	and	accrued	cost	for	Government	and	businesses.	
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6.0	DISADVANTAGED	CONSUMERS	MAY	BE	ELIGIBLE	FOR	
EXEMPTIONS	FROM	PAPER	BILLING	FEES	
	
Difficultly	to	obtain	
In	the	consultation	paper,	particularly	pages	16	to	18,	Treasury	attributes	the	failure	of	
current	exemption	programs	to	the	lack	of	consumer	awareness.		
	
Keep	Me	Posted	argues	that	awareness	is	just	a	minor	aspect	of	the	issue:	raising	awareness	
might	reduce	the	impact	of	the	fees	for	paper	bills	for	some	consumers,	however	it	would	
not	improve	the	level	of	consumer	protection	against	paper	fees.		
	
Consumers	would	still	bear	the	responsibility	of	having	to	claim	their	exemption	(assuming	
they	are	entitled	to	one)	and,	as	stated	by	Treasury,	it	is	unlikely	to	provide	protection	for	
the	most	disadvantaged	consumers.		
	
Definitions,	which	would	empower	consumers,	of	exemptions	are	not	publicly	available	and	
leave	consumers	in	dispute	with	organisations	who	provide	vague	and	generic	‘exemptions’	
that	are	not	transparent	and	skewed	to	the	company	rather	than	the	consumer.	
	
Community	feedback	demonstrates	that	even	those	who	know	about	exemption	programs	
and	are	entitled	to	such	exemptions	struggle	to	have	their	rights	recognised	by	their	service	
providers.	Keep	Me	Posted’s	supporters	report	enormous	difficulty	to	obtain	such	
exemptions	and	are	confused	and	frustrated	as	to	their	rights	and	what	steps	they	should	
take.	
	
Inequity	of	Exemptions	
Exemption	programs	where	the	private	sector	decides	and	assesses	people’s	vulnerabilities	
are	likely	to:	
	

- maintain	inequity	between	Australian	consumers	across	States	and	industry	sectors	
(see	Fig.	10	below	with	examples	of	the	current	variety	of	exemption	programs	
available),		
	

- fail	to	cover	all	types	of	vulnerabilities,	especially	disability,	digital	illiteracy	and	
financial	illiteracy,	
	

- fail	to	address	specific	situations	like	flat	sharing	(which	mostly	affects	students	on	
strict	budgets),		
	

- impact	those	who	cannot	choose	or	leave	their	providers	(geographical	coverage	
issues	in	the	case	of	telecommunications	providers,	people	residing	in	retirement	
villages	can	have	their	utilities	providers	imposed	on	them,	long	term	mortgages	
make	changing	banks	difficult).	
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Keep	Me	Posted	argues,	consumers	who	are	placed	in	a	position	to	argue	their	vulnerability	
to	the	private	sector,	in	regards	to	paper	billing	fees,	does	not	provide	even	the	most	
minimal	consumer	protections	and	requires	legislative	reform.		
	
Further,	the	lack	of	consistent	definitions	as	to	‘on	a	case-by-case	basis’	or	what	warrants	
‘personal	situation’	is	unclear,	interpretive	and	leaves	vulnerable	consumers	without	
protection.	
	
Company	 Exemptions	
AGL	 Staying	Connected	AGL	program	members,	People	with	a	

registered	concession,	on	life	support,	receiving	large	print	bills,	
with	no	internet	connection.	

Bankwest			 Customers	aged	80	and	over.	
City	Bank	 Assessment	on	a	case-by-case	basis.	
Commonwealth	
Bank	

If	you’re	under	18	years	old;	if	you	have	notified	of	a	disability;	and	
if	you	receive	an	age	or	service	pension,	only	the	account	into	
which	you	receive	your	pension	will	avoid	fees.	

Energy	Australia		 Concession	card	holders,	Hardship	customers,	Visually	impaired	
customers.	

Foxtel		 Assessment	on	a	case-by-case	basis.	
Macquarie	Bank		 Will	review	personal	circumstances.	
Optus		 Assessment	on	a	case-by-case	basis.	
Origin	 Older	customers,	People	with	a	concession	registered	with	Origin,	

Power	On	program	members,	People	with	no	access	to	internet	
services.	

Telstra	 People	registered	for	Telstra’s	Pensioner	Discount	or	Disability	
Equipment	Program,	Australian	Government	Health	Care	Card	
holders,	Users	of	the	Telstra	Bill	Assistance	Program	Certificate,	
People	who	don’t	have	an	email	address	or	internet	access.	

Fig.	10.	Exemption	Programs.	Source:	Keep	Me	Posted’s	internal	research.	
	
Uninformed	purchasing	decision	
When	a	consumer	makes	a	decision	to	purchase	a	good	or	service,	they	should	be	armed	
with	all	cost	information	at	the	time	of	purchase	to	assist	in	that	purchasing	decision	before	
making	payment	or	entering	into	a	contractual	commitment.	
	
To	that	end,	if	industry	argue	they	have	sufficient	exemptions	in	place	to	address	the	
concerns	raised	by	Keep	Me	Posted,	then	at	the	point	of	purchase	all	exemptions,	with	full	
definitions	identifiying	which	consumer	group	the	prospective	customer	belongs	to	should	
be	communicated	as	well	as	the	cost	of	any	potential	billing	penalty.	This	ensures	that	the	
consumer	is	able	to	make	an	informed	purchasing	decision	at	the	time	of	making	their	
choice.		
	
Example	1,	if	Jane	decides	she	wishes	to	enter	into	a	mortgage	with	a	financial	institution,	
however	Jane	is	a	visually	impaired	customer	who	lives	in	a	regional	area	without	access	to	
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the	internet,	she	is	communicated	by	the	financial	institution	on	the	interest	rate,	annual	
fees,	establishment	fees,	potential	penalities	for	late	or	non-payment	and	so	on.	There	is	no	
legislative	reform	to	ensure	Jane	is	communicated	at	the	time	of	a	purchasing	decision	that	
she	is	able	to	receive	an	exemption	on	her	paper	billing	option	due	to	her	visual	impairment	
or	internet	accessibility.	Jane	makes	her	purchasing	decision	without	all	the	information	and	
unless	Jane	investigates,	upon	receipt	of	her	first	paper	mortgage	statement	with	an	applied	
$2.50	penalty,	Jane	is	unaware	of	any	exemption	on	offer	to	her.	
	
Example	2,	John	is	not	visually	impaired,	he	is	40	years	old	and	lives	within	a	metropolitan	
city.	He	applies	for	a	mortgage	also	and	is	provided	similar	information	as	Jane.	He	prefers	
paper	bills	as	he	finds	it	assists	him	in	keeping	track	of	his	financial	obligations.	When	
making	his	purchasing	decision	none	of	the	financial	institutions	advise	him	of	the	extent	of	
paper	billing	fees,	nor	the	possible	exemptions	they	have.	He	selects	a	provider	that	only	
offers	exemptions	to	people	over	80,	as	opposed	to	another	provider	who	offers	a	‘case	by	
case	basis’.	If	John	was	informed	at	the	point	of	purchase	then	he	would	have	selected	a	
different	provider.		
	
If	it	is	industry’s	position	that	there	are	sufficient	exemptions	in	place,	then	it	must	be	
accepted	by	industry	that	they	must	prior	to	purchase	communicate	to	all	prospective	
customers	and	to	all	current	customers,	of	the	exemptions	they	provide	and	the	full	cost	
throughout	a	contractual	term	of	the	paper	bill	penalty	they	are	imposing.	It	is	only	in	this	
way	that	consumer	transparency	on	exemptions	can	be	obtained.		
	
Keep	Me	Posted	argues,	this	possible	solution	would	lead	to	industry	regulation,	further	
consumer	confusion	and	additional	cost	to	the	ACCC	to	enforce.	A	simple	ban,	remains	the	
best	solution	for	consumer	protection	and	industry	clarity.	
	
Keep	Me	Posted	raises	strong	concerns	about	the	fact	of	reducing	the	issue	of	paper	bills	to	a	
lack	of	consumer	awareness	that	could	be	remedied	through	consumer	education	(especially	
if	led	by	industry).	It	is	an	understatement	of	the	issue	and	shows	misunderstanding	of	the	
reality	of	the	Australian	consumers	experience.		
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7.0	POLICY	OPTIONS	AND	IMPACT	ANALYSIS	FEEDBACK	
	
Keep	Me	Posted	supports	Option	2	Ban	on	all	Paper	fees	as	it	is	the	only	option	that	
provides	sufficient	consumer	protection,	does	not	implement	costly	and	prohibitative	
regulation	to	industry	and	requires	the	least	Government	intervention.		
	
7.1	Option	1	-	Status	Quo	with	industry	led	consumer	education	campaign	and	
Option	5	-	Promoting	exemptions	through	behavioural	approaches			
	

As	Option	1	and	Option	5	are	both	based	on	the	absence	of	changes	to	current	
regulation/legislation,	and	both	include	education	and	behavioural	approaches,	feedback	to	
both	options	will	be	provided	in	the	same	section.	
	
Keep	Me	Posted	has	explained	why	the	current	legislation	framework	fails	to	provide	
consumer	protection.	We	understand	Treasury’s	position	to	explore	options	that	require	
little	Government	intervention	however	Option	1	and	Option	5	both	include	Government	
intervention	in	the	form	of	education	campaigns	and	encouragement	to	businesses.	
	

It	is	Keep	Me	Posted’s	position	that	the	status	quo	cannot	be	an	option,	especially	after:	
	

- the	Legislative	and	Governance	Consumer	Affairs	Forum	(CAF)	directed	Treasury	
to	explore	options	to	amend	the	Australian	Consumer	Law	to	enhance	
protections	for	consumers	who	receive	paper	bills	in	the	post;	

- Minister	McCormack	stated	that	‘Better	outcomes	and	protections	are	needed	
for	those	consumers	who	do	not	have	the	option	to	transition	to	digital	bills	and	
who	can	least	afford	to	be	penalised.’;	

- the	Government	has	already	committed	to	launch	an	education	campaign	on	
exemptions.	

	

	
Option	1	Benefits	and	Costs.	Source:	Treasury’s	consultation	paper	p	20	
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Option	5	Benefits	and	Costs.	Source:	Treasury’s	consultation	paper	p	28	
	

	
It	is	Keep	Me	Posted’s	position	that	the	benefits	from	Option	1	and	Option	5	would	be	
marginal	with	only	a	portion	of	consumers	being	able	to	access	exemptions	they	didn’t	
access	before.	Provisions	from	Option	1	and	Option	5	would	not	address:	
	

- the	inequity	of	the	current	situation;		
- assistance	required	for	the	most	vulnerable	members	of	the	community.	

		
More,	consumers	would	still	have	the	responsibility	of	requesting	exemptions	and	arguing	
their	case	to	the	private	sectors.		
	
Further	Keep	Me	Posted	argues,	it	is	not	up	to	the	private	sector	to	assess	the	vulnerabilities	
of	consumers	and	who	deserves	an	exemption	and	who	does	not.	No	other	area	of	
consumer	engagement	endorses	consumers	to	‘prove’	their	vulnerability	in	such	a	way.			
	
Costs	
	

- Option	1	and	5	wouldn’t	provide	any	relief	to	people	in	Age	Care	facilities	that	report	
that	they	are	not	able	to	choose	their	providers;	

- The	Electronic	Transactions	Act	would	have	to	be	seriously	enforced	(specifically	
recipients	consent	which	is	totally	overlooked	by	businesses	at	the	moment);	

- Codes	of	conducts	are	rarely	binding	nor	enforced	and	are	not	reliable	as	seen	with	
the	Code	of	Banking	Practices	–	more	the	example	of	Direct	Debit	showed	that	banks	
completely	ignored	the	provisions	of	their	own	code12;	

- Status	quo	sets	a	precedent.	Soon	there	might	be	a	new	form	of	technology	to	
deliver	‘free’	bills	and	emails	and	apps	could	potentially	attract	a	fee.	

	
Keep	Me	Posted	has	been	contacting	companies	who	charge	paper	fees	for	the	last	twenty	
(20)	months	to	alert	them	of	the	consequences	on	their	most	vulnerable	consumers.	We	
haven’t	seen	so	far	any	improvement	in	the	development	and	publicity	of	exemption	
programs	nor	any	assistance	given	to	their	customers	who	request	exemptions.		
	

																																																													
12	Read	Banks	are	failing	in	their	obligations	to	cancel	direct	debit.	Sydney	Morning	Herald,	12	November	2017.		
Retrieved	from	http://www.smh.com.au/money/saving/banks-are-failing-in-their-obligations-to-cancel-direct-
debits-20171110-gzj6jg.html	
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7.2	Option	2	-	Ban	on	all	fees		
	
Keep	Me	Posted	believes	this	is	the	only	option	that	properly	fulfills	the	policy	objectives	
and	provides	the	adequate	consumer	protection.	
		
This	option	does	not	require	costly	or	burdensome	regulation	on	industry,	rather	a	
straightforward	amendment	to	current	legislation	providing	consumer	protection,	industry	
clarity	and	one-off	Government	intervention	with	no	on-going	enforcement	cost	to	
Government	agencies.		
	
Option	2	is	the	only	option	that	not	only	removes	cost	to	Government	but	also	incurs	no	
cost	of	management	or	regulatory	compliance	to	Businesses.		
	

	
Option	2	Benefits	and	Costs.	Source:	Treasury’s	consultation	paper	p	20	
	
Benefits	
Keep	Me	Posted	agrees	that	benefits	from	option	2	include:		
	

- Consumers	including	disadvantaged	consumers	no	longer	have	to	pay	to	receive	
paper	bills,	

- Businesses	are	incentivised	to	invest	in	alternative	means	of	transitioning	customers	
to	digital	bills	–	such	as	user	friendly	interfaces.	
	

About	the	impact	on	businesses	involved	in	the	manufacturing	and	distribution	of	paper	
bills,	Keep	Me	Posted	believes	that	Option	2	would	ensure	an	organic	and	consumer	driven	
transition	to	digital	communications	instead	of	a	coerced	one.	This	could	potentially	release	
some	of	the	pressure	on	an	industry	which	is	facing	a	decrease	of	activity.	Refer	to	4.3	
Impact	on	industry	–	paper,	print	and	distribution	and	ensure	a	stabilised	economical	
transition.	
		
Further	benefits	include:	
	

- Equity	of	all	Australians	before	Consumer	Law,	
- Prompt	and	easy	implementation	–	it’s	the	only	option	that	can	provide	prompt	

protection,	
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- No	red	tape	for	Government	and	Businesses,	
- Clarity	and	transparency	for	the	consumer	at	the	point	of	purchase	(i.e.	absence	of	

component	pricing	or	drip	pricing),	
- Clarity	and	easy	implementation	for	Businesses	–	on	the	opposite,	the	

implementation	of	the	recent	prohibition	of	‘no	excessive	credit	card	charges’	was	
very	technical	and	difficult	to	implement	for	small	businesses	and	hardly	
understandable	for	consumers,	

- Small	businesses	are	afforded	equality	in	trade.		
	
Businesses	can	help	their	customers	who	are	digitally	included	to	switch	to	digital	
communications	by	offering	efficient,	safe	and	consumer	friendly	alternatives.	For	example,	
Rich	Daly,	in	an	article	published	on	forbes.com,	suggests	that	companies	need	to	adopt	a	
consumer	centric	approach	to	help	their	customers	switch	to	digital	communications13.			
	
Costs	
Keep	Me	Posted	disagrees	with	the	costs	identified	by	Treasury.			
	

- Businesses	are	not	able	to	pass	costs	to	consumers	leading	to	an	increase	in	overall	
prices	for	all	consumers.		

Keep	Me	Posted	argues	that	print	and	postage	costs	are	a	cost	of	running	business	that	
impact	overall	prices	of	the	delivery	of	goods	and	services	in	the	same	way	as	wage	
increases,	rent	increases,	energy	increases	or	raw	material	increases.	Businesses	being	
unable	to	pass	costs	to	consumers	is	not	considered	a	‘cost’.	
	
Further,	the	identified	cost	increase	of	some	$0.347	is	disproportionate	to	that	being	
argued.		
	

- Some	businesses	lose	a	basis	on	which	they	can	attract	customers.		
Keep	Me	Posted	has	found	from	consumer	feedback,	that	businesses	will	attract	customers	
on	the	basis	of	the	quality	of	their	products,	their	prices	or	their	level	of	service.	The	
delivery	of	bills	and	statements	is	not	an	extra	service,	it	is	part	of	the	purchasing	process.	
		

- Increased	paper	waste.	
90%	of	Keep	Me	Posted	supporters	and	69%	of	Australians	surveyed	in	the	Toluna	survey	
declare	they	want	to	keep	paper	records	of	their	bills	and	statements.	Paper	that	is	filed	is	
not	wasted.	More,	Keep	Me	Posted	has	addressed	the	environmental	credentials	of	paper,	
particularly	in	terms	of	recycling	rate.	Refer	to	section	4.4	Environmental	impact	of	paper	
communications	vs	digital	communications.				
	
Also,	Keep	Me	Posted	outlines	that	most	of	the	companies	that	charge	a	fee	on	paper	
communications	are	highly	profitable	companies,	therefore	the	impact	on	their	finances	
would	be	insignificant	to	the	small	portion	of	their	customers	calling	for	paper	bills.		
	

																																																													
13	Retrieved	from	https://www.forbes.com/sites/richdaly/2016/12/01/the-barrier-to-america-going-paperless-
the-hassle-of-giving-up-paper/#5cc70b3eab99,	accessed	21st	December	2017	
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As	a	reminder,	some	examples	of	profits	posted	in	FY16:	
	

Company	 Paper	
Billing	
Fee	

Profit	FY16	

Commonwealth	
Bank	

$2.50	 $9.227	b	
(net	profit	after	tax)	

AGL	 $1.75	 $408	m	
(net	profit	after	tax)	

Foxtel	 $2.00	 $434	m	
(earnings	before	interest,	tax,	depreciation	and	amortisation)	

Telstra	 $2.20	 $5.8	b	
(net	profit	after	tax)	

Origin	Energy	 $1.75	 $365	m	
(underlying	profit)	

Fig.	11.	Profits	posted	in	FY16.	Source:	Keep	Me	Posted,	2017.	
	
	

7.3	Option	3	-	Ban	on	essential	service	providers	charging	for	paper	bills	
	
This	option	offers	limited	consumer	protection,	is	restrictive	and	even	with	the	current	
definitions	provided	will	be	outdated	quickly.	Further,	this	option	would	require	the	
Government	to	provide	a	definition	of	essential	services	and	enforcement	which	would	be	
costly.	
	

	
Option	3	Benefits	and	Costs.	Source:	Treasury’s	consultation	paper	p	24	
	
Definition	of	essential	services	
There	is	no	unequivocal	definition	of	what	essential	services	are.	None	of	the	definitions	
drafted	by	Treasury	includes	financial	services,	insurances	or	mobile	phone.	However,	
financial	services	to	receive	your	salary	payment	would	be	deemed	essential	to	ensure	wage	
payment	to	both	the	employee	and	employer.	Vehicle	insurance	is	mandatory	across	States	
and	in	the	case	of	emergency	Governments	rely	on	mobile	phone	SMS	to	alert	Australians	
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as	to	bush-fire,	flooding,	terror	and	other	emergency	alerts.	Several	years	ago	mobile	and	
internet	services	would	not	have	been	considered	essential	services.	Yet,	in	2017	Telstra’s	
Digital	Inclusions	Index	states	that	“Being	connected	is	fast	becoming	a	necessity	rather	
than	a	luxury.”		
	
More,	in	a	fast-changing	technology	driven	environment,	any	definition	of	essential	services	
today	is	restrictive	and	risks	being	outdated	tomorrow.	
	
Keep	Me	Posted	argues	that	at	least	all	of	the	following	services	should	be	included	in	the	
ban:	
	

- Utilities:	Water;	Energy:	Gaz	/	Electricity	/	any	other	
- Telecommunications:	phone,	internet,	mobile	
- Financial	organisations:	banks,	insurances,	credit	unions	
- Super	funds	
- Boards	and	shareholders	documents		
- Government	benefits	and	schemes	(including	but	not	limited	to	Medicare	and	

Centrelink)	
- Body	Corporates	
- Public	services	delivered	or	delegated	by	Governments	(Local,	State,	Federal):	

including	but	not	limited	to	ATO,	Garbage	collection,	Toll	Roads,	Car	parks.	
	
Benefits		
Keep	Me	Posted	believes	that	benefits	identified	by	Treasury	fall	short	of	providing	an	
appropriate	level	of	consumer	protection.	Keep	Me	Posted	disagrees	that	Businesses	that	
provide	non-essential	services	will	be	able	to	continue	operating	per	the	status	quo	can	be	
counted	as	a	benefit.		
	
Costs	
Keep	Me	Posted	believes	there	is	a	very	high	risk	that	some	services	used	by	disadvantaged	
consumers	will	not	meet	the	definition	of	essential	service.	
	
Keep	Me	Posted	has	addressed	the	issue	of	paper	waste	in	section	7.2.	Option	2	Ban	on	all	
fees.	
	
Further	costs	include:	
	

- Government	would	have	to	provide	a	definition	of	essential	services	and	provide	for	
the	assessment	or	arbitrage	of	the	classification;	

- Any	definition	would	have	to	be	regularly	updated	to	reflect	the	evolution	of	society,	
which	would	require	additional	cost	and	regulatory	interference	that	Government	
would	be	required	to	facilitate.		
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7.4	Option	4	-	Limiting	charges	to	cost	recovery		
	
Keep	Me	Posed	believes	this	option	is	extremely	costly	to	Government	and	to	industry.	The	
complexity	of	paper,	print	and	distribution	procurement	would	require	an	extensive	review	
and	if	developed	with	any	accuracy	could	lead	to	collusion	and	contravention	of	other	
existing	legislation.		
	

	
Option	4	Benefits	and	Costs.	Source:	Treasury’s	consultation	paper	p	26	
	
Benefits	
Disadvantaged	consumers	will	only	pay	an	amount	commensurate	with	the	actual	cost	to	
Business	does	not	address	the	disadvantaged	consumer	nor	the	concerns	as	to	Australia’s	
widening	digital	divide	across	affordability,	accessibility	and	ability.	A	situation	in	which	
consumers	still	have	to	pay	a	fee	doesn’t	provide	any	further	protection	to	consumers	and	
maintains	the	disadvantages	for	the	most	vulnerable	members	of	the	community.	
		
On	Consumers	who	do	not	receive	paper	bills	will	not	be	required	to	pay	a	higher	overall	
Price,	Keep	Me	Posted	argues	that	there	is	no	evidence	that	consumers	who	do	not	receive	
paper	bills	ever	benefited	from	overall	lower	prices	when	companies	started	to	charge	
paper	fees	to	some	of	the	customers	and	calls	on	industry	to	support	such	claims	with	
verified	data	over	the	period	of	the	implementation	of	paper	billing	fees.		
	
The	reality	of	cost	recovery	
	

- Paper	prices	are	subject	to	AUD$	fluctuations	and	any	shifts	would	require	ongoing	
cost	review	and	inputs;	

- Printing	prices	are	subject	to	volume	discounting	and	organisations	who	may	
operate	under	one	pricing	module	in	the	beginning	of	a	year	may	change	to	another	
pricing	module	due	to	growth	or	volume	increase	or	decrease,	again	ongoing	review	
and	inputs	shifting	the	overall	‘cost’;	

- To	ensure	equality,	the	measure	should	include	cost	recovery	for	electronic	
communications	as	well;	

- Given	the	costs	would	fluctuate,	an	independent	review,	most	likely	within	the	ACCC	
would	need	to	be	established	and	funded;	
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- Given	there	is	an	ever-consolidating	paper	and	print	sector,	the	pricing	transparency	
across,	at	times	two	providers,	could	lead	to	collusion	and	contravention	of	existing	
legislation	when	pricing	grids	are	tabled	for	public	scrutiny;	

- There	are	comparative	additional	end	to	end	costs	to	companies	that	implement	
electronic	billing	that	would	need	to	be	indentified	–	where	does	billing	costs	start	
and	finish?	The	Danish	company	Natur-Energi	found	that	59%	of	customers	receiving	
the	invoice	via	e-mail	had	to	be	sent	a	reminder,	while	only	29%	of	customers	
receiving	the	invoice	via	mail	required	a	follow-up	message.	Consequently,	it	cost	
the	company	on	average	$3.51	per	customer	to	get	paid	by	paper	invoice	and	$6.21	
per	customer	billed	by	e-mail.	In	the	end,	Natur-Energi	experienced	a	savings	of	
42.8%	of	the	associated	costs	by	using	paper	invoices.	Similarly,	in	2012,	Thomson	
Reuters	interviewed	four	law	firms	that	had	implemented	e-billing	systems.	Each	of	
the	four	firms	reported	substantial	increase	of	time	spent	by	staff	to	manage	
electronic	billing.	The	additional	time	ranges	from	one	half	of	a	full-time	equivalent	
(FTE)	employee	per	month	to	six	additional	FTEs	per	month,	depending	on	the	size	
and	the	complexity	of	the	electronic	billing	operation.	

	
Costs	
Keep	Me	Posted	agrees	with	costs	identified	by	Treasury:		
	

- Disadvantaged	consumers	still	pay	a	fee	to	receive	important	documents;		
- Fees	for	paper	bills	may	increase	over	time	as	more	people	switch	to	digital	bills	and	

the	average	costs	of	billing	are	spread	over	a	small	group	of	consumers.	
	

Keep	Me	Posted	has	addressed	the	issue	of	paper	waste	in	section	7.2.	Option	2	Ban	on	all	
fees.	
	
Further	costs	include:					
	

- The	complexity	and	the	cost	for	Government	and	businesses	to	define,	implement	
and	enforce	this	option;		

- The	ACCC	would	require	additional	funding	from	Government	should	this	occur;	
- This	would	incur	regulatory	compliance	costs	to	industry;	
- This	option	doesn’t	provide	a	solution	to	component	or	drip	pricing;	
- This	solution	would	not	address	disadvantage	to	consumers	who	do	not	have	access	

or	cannot	afford	internet	connectivity.	
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8.0	CONCLUSION	
	
In	conclusion,	Keep	Me	Posted	is	seeking	a	complete	ban	of	all	paper	billing	fees	for	
consumers.	Arguing	this	is	the	best	outcome	addressing	consumer	protection	across	all	
demographics,	including	our	most	disadvantaged	citizens,	the	simplest	and	least	regulatory	
option	for	industry	and	Government.		
	
Throughout	the	review	of	the	consultation	paper,	and	within	our	submission,	Keep	Me	
Posted	is	respectfully	seeking	Treasury’s	consideration	on	the	following:		
	

a) Keep	Me	Posted	asks	Treasury	to	extend	the	scope	of	the	consultation	to	the	fees	
charged	for	the	provision	of	paper	communications	that	are	integral	to	the	purchase	
of	a	good	or	service	and	not	limit	only	to	bills.		

	
b) As	the	States	are	moving	towards	the	implementation	of	total	or	partial	bans	on	

paper	fees,	Keep	Me	Posted	raises	concerns	of	the	risk	of	seeing	legal	inequality	
growing	for	consumers	across	States	and	across	industry	sectors	if	a	total	Federal	
ban	is	not	implemented	promptly.		

	
c) Keep	Me	Posted	urges	Treasury	to	implement	the	necessary	safety	nets	to	prevent	

service	providers	and	organisations	for	circumventing	any	future	partial	or	total	ban	
on	paper	fees.	

	
d) Keep	Me	Posted	notes	that	fees	charged	on	paper	bills	fit	in	the	category	of	poverty	

premiums	as:	
	

- they	affect	those	who	can’t	afford	to	buy	electronic	devices	and	pay	for	an	
internet	connection	or	mobile	data;	

- they	disproportionally	impact	people	on	low-income	such	as	pensioners.	
	

e) Keep	Me	Posted	encourages	Treasury	to	review	the	interpretation	of	data	related	to	
mobile	devices	adoption	as	the	assumption	to	smartphone	technology	usage	is	not	
evidenced.			
	

f) Keep	Me	Posted	argues	that	electronic	communications	are	not	free	to	the	
consumer,	therefore	companies	fail	to	their	obligation	of	offering	at	least	one	cost	
free	option	for	the	reception	of	bills.		

	
g) Keep	Me	Posted	argues	that	as	Australian	consumers	are	consistently	and	

relentlessly	targeted	by	online	scammers,	legislative	reform	is	necessary	to	ensure	
consumers	can	receive	paper	correspondence,	free	of	charge,	to	protect	against	
online	scams.	
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h) Australian	consumers	deserve	equity,	clarity	and	prompt	action	to	see	their	
protection	restored.	Only	a	total	ban	on	paper	fees	will	deliver	this	outcome	without	
creating	red	tape	and	accrued	cost	for	Government	and	businesses.	

	
i) Keep	Me	Posted	raises	strong	concerns	about	the	fact	of	reducing	the	issue	of	paper	

bills	to	a	lack	of	consumer	awareness	that	could	be	remedied	through	consumer	
education	(especially	if	led	by	industry).	It	is	an	understatement	of	the	issue	and	
shows	misunderstanding	of	the	reality	of	the	Australian	consumers	experience.	
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9.0	SUPPORTING	EVIDENCE	
	

9.1	KMP	Key	data	
	
9.1.1	More	companies	are	charging	fees	for	paper	bills	
Following	a	trend	that	started	around	2014-2015,	every	month	more	companies	announce	
they	are	going	to	start	charging	a	fee	to	their	customers	who	wish	to	receive	their	bills	and	
statements	on	paper.	To	our	knowledge,	the	latest	companies	that	have	announced	they	
will	implement	a	fee	are	Bank	of	Queensland,	Diners	Club	International	and	iPrimus.		
	
To	date,	Keep	Me	Posted	has	identified	the	companies	below:	
1st	Energy	 $2.00		
AGL	 $1.75		
Bank	of	Queensland	–	from	1st	February	
2018	

$2.00	

Bankwest	 $1.25	

Blue	Care	 $2.20	

Buxton	Hampton	East	 $1.50		
City	Bank	 $2.00		
Coles	Mastercard	 $2.00	
Commonwealth	Bank	 $2.50		
Diamond	Energy	 $1.93		

Diners	Club	International	 $2.00	

Dodo	 $2.20		
Energy	Australia	 $1.69		
Enova	Energy	Pty	LTd	 $1.50		
Foxtel	 $2.00		
GloBird	Energy	 $2.00		
Iinet	 $1.49		
iPrimus	 $2.27	
Macquarie	Bank	 $2.50	
NSW	Roads	end	Maritime	Services	 $2.20		
Optus		 $2.20		
Origin	 $1.75		
People	Energy	 $2.00		
Q	Energy	 $2.75		
Rentokil	Initial	 $2.20	
Telstra		 $2.20		
Vodafone	 $2.20		

Fig.	12.	Companies	charging	fees	for	paper	bills.	Source:	Keep	Me	Posted’s	internal	research.	
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To	our	knowledge,	they	represent	~33%	of	the	main	energy	providers	and	~70%	of	the	main	
telcos.	
	
An	Australian	household	receives	an	average	of	7	to	8	invoices	per	month	with	an	average	
cost	of	$2.20	per	bill,	this	equates	to	an	additional	cost	of	$180.00	per	annum.	Further,	fees	
often	apply	to	non-electronic	payment	methods	and	other	non-direct	debit	methods:	
cheques,	Debit	or	Credit	Card,	at	the	Post	Office	counter,	over	the	biller’s	counter	etc.	With	
a	fee	that	is	usually	$1.00	per	transaction,	the	total	additional	cost	of	“pay-to-pay”	is	
$270.00	per	household	and	per	year.	
Some	companies,	such	as	iPrimus	(Fig.	13)	charge	up	to	$7.22	in	fees	to	receive	and	pay	the	
bill.	
	
	

	
Fig.	13.	iPrimus	bill.	Source:	Extract	from	an	iPrimus	bill	
	
The	impact	year	after	year	on	the	most	vulnerable	Australians’	finances	is	significant	in	an	
increasing	digital	divide	and	seeing	real	impact	on	the	average	Australian	family.	
	
9.1.2	Digital	divide	in	Australia	
Currently	3	million	Australians	do	not	have	internet	access	at	home,	more	often	these	
people	are	disadvantaged,	elderly,	or	low	income	families	(ADII,	2017).		

	
In	Australia	if	you	are	disabled,	in	a	low-income	household	or	dependent	on	a	parenting	
payment,	an	age	pension,	disability	support	pension	or	a	Newstart	allowance,	then	the	
likelihood	of	having	no	Internet	at	home	is	twice	to	almost	five	times	higher	than	the	
national	average	(ABS,	2012).	
	
Access	to	the	internet	falls	to	just	57%	for	households	with	an	income	less	than	$40,000.	
Affordability	is	an	issue	across	Australia	and	rises	in	internet	cost,	even	slight,	are	likely	to	
further	exacerbate	the	digital	divide	(Australian	Communications	Consumer	Action	Network,	
2015).	
	
38%	of	Australians	feel	that	they	are	being	left	behind	with	modern	technology,	rising	to	
44%	who	are	concerned	about	the	future	(Australian	Institute	of	Family	Studies.	Australian	
Family	Trends	No.	7	-	March	2015).	
	
The	Affordability	Index	number	shows	Australia	going	backwards	with	households	now	
spending	1.19%	of	their	income	on	internet	services	(up	from	1%	in	2014)	(ADII,	2017).	
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9.1.3	Many	Australians	are	missing	out	
The	most	vulnerable	groups	are	the	most	impacted	by	the	digital	divide.	
	
Regional	Australia	
		

- In	its	2015-2016	Annual	Report,	the	Telecommunications	Industry	Ombudsman	
outlined	a	significant	increase	in	complaints	related	to	the	internet,	more	than	a	
quarter	of	new	complaints	came	from	regional	and	rural	Australia.	

- Telstra’s	2017	Digital	Inclusion	Index	Digital	inclusion	is	7.9	points	higher	in	capital	
cities	than	in	country	areas.	Since	2016,	the	gap	has	widened	in	Victoria,	New	South	
Wales	and	Tasmania.	

	
Sources:	
2015-2016	Annual	Report.	Telecommunications	Industry	Ombudsman,	2016	
Australian	Digital	Inclusion	Index,	2017	
	
Indigenous	communities	
	

- The	2017	Australian	Digital	Inclusion	Index	(ADII),	powered	by	Roy	Morgan	Research	
and	released	by	Telstra	in	August,	outlined	that	some	Australian	communities	are	
digitally	excluded,	particularly	Indigenous	Australians;			

- Indigenous	Australians	have	low	digital	inclusion	with	a	score	of	49.5	(7	points	below	
the	national	average);		

- The	ABS’	National	Aboriginal	and	Torres	Strait	Islander	Social	Survey	(NATSISS)	shows	
that	while	85.7%	of	Aboriginal	people	living	in	urban	and	regional	areas	have	
accessed	the	internet	in	the	last	12	months,	only	53.1%	of	those	living	in	remote	and	
very	remote	areas	have	done	so.	For	daily	use,	this	drops	to	64.1%	and	25.2%	
respectively.	

	
Source:	
Australian	Digital	Inclusion	Index,	2017	

	
Low	income	Australians		
	
The	Australian	Communications	Consumer	Action	Network	(ACCAN)	and	the	South	
Australian	Council	of	Social	Service	(SACOSS)	report,	Connectivity	Costs:	Telecommunications	
Affordability	for	Low-Income	Australians,	that	shows	the	lack	of	affordability	of	
telecommunications	for	low-income	Australians.	Findings	from	a	survey	by	Centrelink	
recipients	and	Low	Income	Health	Care	Card	holders	show	that:	
	

- 66%	of	low	income	consumers	rated	telecommunication	costs	in	the	top	five	most	
important	factors	in	their	day	to	day	household	budgets;		

- 62%	reported	experiencing	either	difficulty	paying,	having	to	cut	back,	or	having	to	
stop	using	one	or	more	telecommunications	services	for	financial	reasons	in	the	last	
12	months;		
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- Those	on	Newstart,	Youth	Allowance	and	Parenting	Payment	are	most	likely	to	have	
difficulty	paying,	cutting	back	or	stopping	their	telecommunications	services,	while	
those	on	the	Age	Pension	have	the	fewest	problems.	

	
Source:		
Connectivity	Costs:	Telecommunications	Affordability	for	Low-Income	Australians.	ACCAN	and	SACOSS,	2016	
	
Older	Australians	
	
The	age	discrimination	remains	high.	
	

- 21%	of	Australians	aged	65	and	over	have	never	accessed	the	internet,	compared	
with	only	6%	of	the	total	of	adults	aged	18	and	over;	

- older	Australians	make	for	71%	of	those	who	have	never	accessed	the	internet;	
- 	in	terms	of	online	activities	(email,	banking,	trading),	the	level	of	take-up	is	10%	

lower	in	comparison	with	all	adult	internet	users.	
	
Source:	
Digital	lives	of	older	Australians.	ACMA,	2016	
	
9.1.4	Managing	finances	online	
Findings	of	a	behavioural	study	by	London	Economics	for	Keep	Me	Posted	UK	(2015)	show	
that	those	who	receive	their	bank	statements	on	paper	are	more	likely	to	understand	and	
retain	the	information,	to	take	appropriate	action	and	to	make	better	financial	decisions	as	
a	result.		

- People	are	more	than	twice	as	likely	to	recall	their	current	balance	when	they	
receive	their	bank	statement	on	paper	(82%	compared	to	32%	who	receive	online	
statements).	
		

- People	who	receive	paper	statements	are	better	at	correctly	assessing	the	financial	
health	of	their	account	(75%	compared	to	48%).		
		

- 90%	of	those	who	receive	paper	statements	are	better	able	to	spot	ways	in	which	to	
improve	their	finances	(compared	to	77%).	

This	has	to	be	seen	in	a	context	where	not	only	Australia’s	average	household	debt	is	four	
(4)	times	what	it	was	twenty-seven	(27)	years	ago,	but	also	that	the	ratio	of	household	debt	
to	disposable	income	has	almost	tripled	in	the	same	time,	from	64%	to	185%.	This	trend	has	
led	the	International	Monetary	Fund	(IMF)	to	single	out	Australia,	along	with	Canada	and	
Singapore,	for	the	notable	fast	pace	of	private	debt	growth.	
	
Sources:		
London	Economics,	Managing	money	online,	2015	
University	of	Canberra	-	NATSEM,	Buy	now	pay	later.	Household	debt	in	Australia,	2015	
International	Monetary	Fund,	Debt.	Use	it	wisely.,	2016	
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9.2	Two	Sides	Australia	Contribution	–	Environmental	Impact		
	
Two	Sides	Australia	(Two	Sides)	is	a	campaign	to	help	people	gain	a	better	understanding	of	
why	paper	and	print	remains	a	versatile	and	sustainable	communications	medium.	
	
The	campaign	was	created	in	the	United	Kingdom	in	2008	with	members	from	the	Graphic	
Communications	Supply	Chain	(including	forestry,	pulp,	paper,	inks	and	chemicals,	pre	
press,	press,	finishing,	publishing,	printing,	envelopes	and	postal	operators),	creating	a	
forum	for	the	industry	to	work	together	and	share	experiences;	improving	standards	and	
practices;	maximising	customer	confidence	in	our	products.	
	
In	2011	members	of	the	Australian	Graphic	Communications	industry	committed	to	the	Two	
Sides	Principles.		

Our	Mission	

Our	common	goal	is	to	promote	the	responsible	production	and	use	of	print	and	paper,	and	
dispel	common	environmental	misconceptions	by	providing	users	with	verifiable	
information	on	why	print	and	paper	is	an	attractive,	practical	and	sustainable	
communications	medium.	

Our	Vision	

By	uniting	with	the	common	purpose	behind	'Two	Sides	Australia',	the	Graphic	
Communications	Supply	Chain,	led	by	sustainable	and	responsible	forestry,	paper	
production	and	printing,	aspires	to	ensure	that,	in	a	world	of	scare	resources,	Print	and	
Paper's	unique	recyclable	and	renewable	qualities	can	be	enjoyed	for	generations	to	come.	

'Two	Sides	Australia'	is	further	committed	to	ensuring	that	Print	and	Paper	also	remains	a	
versatile,	effective	and	powerful	means	of	marketing	and	communication,	stretching	the	
imagination	and	imparting	knowledge.	

	
9.2.1	Facts	About	the	Paper	Production	Industry	in	Australia	
	
Two	Sides	works	to	dispel	the	common	misconceptions	that	using	less	paper	results	in	fewer	
trees	being	cut	down.	The	following	points	provide	information	and	statistics	on	paper	
production	in	Australia:	
	

- In	Australia,	2.0	million	hectares	of	industrial	planted	forests	were	available	for	
commercial	wood	production	in	2010–11,	an	increase	from	1.8	million	hectares	in	
2005–06.	14	

- When	people	use	less	paper	and	other	forest	products,	forest	owners	may	plant	less	
trees	and	invest	less	time	and	money	on	sustainable	forest	management.		

- Paper	production	and	consumption	helps	prevent	these	private	forests	from	being	
sold	and	lost	to	non-forest	use	eg.	agriculture	or	infrastructure	development.	

																																																													
14	Department	of	Agriculture	and	Water	Resources,	2013	
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- ‘The	single	biggest	direct	cause	of	tropical	deforestation	is	conversion	to	crop	land	
and	pasture,	mainly	for	subsistence.’	15		

- Planted	forests	are	essential	for	the	transition	to	the	green	economy.	Well-managed	
planted	forests	are	a	vital	element	in	the	global	forestry	mix.	16	

- Planted	forests	accounted	for	171	million	tonnes	of	the	forest	carbon	stock	in	20106.		
- The	benefits	of	preserving	and	generating	forest	land	over	using	land	for	

infrastructure	or	agriculture	include:		
o Prevention	of	soil	erosion		
o Improved	water	quality	–	fighting	salinity		
o Providing	habitat	for	native	birds	and	wildlife		
o Reducing	the	use	of	fertiliser	and	chemicals	

- Using	less	paper	has	no	impact	on	how	many	trees	are	harvested.	Despite	the	past	
five	(5)	years	showing	decline	in	paper	use,	key	forest	regions	in	Australia	are	
harvesting	more	trees	to	produce	many	different	products.		

- The	volume	of	logs	harvested	from	planted	forests	increased	by	8.6%	from	18.6	
million	cubic	metres	in	2006–07	to	20.2	million	metres	in	2010–11.	Even	if	there	is	
less	virgin	fibre	consumption	for	paper	–	trees	are	still	being	harvested	for	use	within	
the	timber	industry.	17	

- Whilst	it	seems	logical	to	assume	going	paperless	equals	less	trees,	this	is	not	
supported.	In	fact,	studies	show	that	in	general	“the	global	regions	with	the	highest	
levels	of	industrial	timber	harvest	and	forest	products	output	are	also	the	regions	
with	the	lowest	rates	of	deforestation.”	18	

- Harvesting	trees	from	native	forests	in	Australia	is	NOT	for	the	pulp	and	paper	
industry	but	for	the	timber	industry	to	build	homes,	commercial	buildings	and	
general	consumption	products.	19	

- Some	of	the	residue	and	waste	wood	from	harvesting	native	forests	is	used	to	make	
paper,	if	it	were	not	supplied	to	paper	producers	it	would	likely	be	left	on	site	as	
waste	or	exported.	20	

- Currently	there	are	around	10.6	million	hectares	of	native	and	planted	forests	
certified	in	Australia.	This	consists	of	10.1	million	hectares	certified	under	the	
Australian	Forest	Certification	Scheme	(AFCS)	and	900,000	hectares	under	the	Forest	
Stewardship	Council	(FSC).	This	totals	to	includes	about	400,000	hectares	of	forests	
certified	under	both	schemes.21	

	
9.2.2	Lifecycle	Analysis	of	Paper	vs.	Electronic	Communications	
	
It	is	commonly	assumed	that	replacing	print	with	digital	communications	will	lead	to	a	
decrease	in	environmental	impact.			
	

																																																													
15	Replantingtherainforests.org,	2013		
16	Healey	J.	Forest	Conservation,	Volume	345,	Issues	in	Society,	2012		
	
17	Australia’s	State	of	Forests	Report,	2013		
18	Ince,	P.	J.	Global	Sustainable	Timber	Supply	and	Demand	2010		
19	VicForests	2015		
20	VicForests	2015		
21	Department	of	Agriculture	and	Water	Resources	2015		
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To	educate	organisations	on	the	environmental	impacts	of	both	paper	and	digital,	a	3-part	
Life	Cycle	(1	Raw	Material	Sourcing,	2	Manufacturing,	3	End	of	Life)	of	paper	and	electronics	
was	put	together.			
	
9.2.2.1	Raw	Material	Sourcing	
	
Paper	
	
Paper	is	made	from	wood;	a	renewable	resource.	
	

- Most	of	Australia’s	wood	(83.4%)	is	harvested	from	planted	forests.22	
- A	majority	(76%)	of	these	planted	forests	are	privately	owned.	23	
- More	than	95%	of	the	wood	fibre	used	in	the	manufacture	of	pulp	and	paper	and	

paperboard	in	Australia	is	independently	certified.	This	equates	to	Australia	being	
the	third	largest	area	of	certified	forests	and	plantations	in	the	world.	24	

- More	than	half	of	all	fibre	used	in	Australia	to	make	paper	now	comes	from	recycled	
material.	Australia	is	one	of	the	leading	countries	in	the	use	of	recovered	paper	for	
paper	production.	25	

	
Electronics	
	
Rare	earth	elements	are	found	in	many	electronics	and	smart	devices	yet,	sourcing	the	rare-
earth	elements	required	to	make	these	digital	devices	has	major	social	and	environmental	
implications	which	are	often	overlooked.		
	
With	the	average	life	span	of	a	smartphone	being	just	two	(2)	years,	and	three	(3)	years	for	
a	laptop,	there	is	a	significant	demand	for	mining,	refining	and	processing	of	these	rare-
earth	elements.	One	of	the	fundamental	problems	with	rare	earth	mining	is	that	once	the	
final	elements	are	sourced,	it	is	difficult	to	trace	their	origin	and	the	numerous	associated	
environmental	and	social	impacts.	
	

- Metals,	silicon	and	petroleum	are	among	the	main	raw	materials	that	undergo	
several	transformations	to	create	electronics	

- A	computer	chip	alone	can	be	made	up	of	more	than	60	different	elements.	26	
- It	is	estimated	that	one	tonne	of	rare	earth	elements	produces	2,000	tonnes	of	

toxic	waste.	
- Over	90%	of	the	mining,	refining	and	processing	of	rare	earths	takes	place	in	

China.	It	is	largely	unregulated,	with	little	concern	for	environmental	damage.	
- Levels	of	radioactive	Thorium	are	36	times	higher	than	normal	levels	in	areas	of	

China	such	as	Baotou	where	Rare	Earths	are	mined	and	processed.	27	

																																																													
22	Department	of	Agriculture	and	Water	Resources.	Australia’s	forests	at	a	glance	2015	
23	Department	of	Agriculture	and	Water	Resources,	2011	
24	Industry	Edge,	2016	
25	Department	of	Agriculture	and	Water	Resources	2015		
	
26	Mother	Nature	Network	
27	British	Broadcasting	Corporation	
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- In	2014-15,	Non-ferrous	metals	(33.3%),	chemicals	(19.3%)	and	ferrous	metals	
(10.3%)	consumed	62.9%	of	the	total	manufacturing	energy	consumption	in	
Australia.	28	

	
9.2.2.2	Manufacturing	
	
Paper	
	
The	paper	and	print	industry	has	transformed	over	two	decades	of	cooperation,	
environmental	transparency	and	industry	innovation	to	significantly	reduce	their	
environmental	impacts.	
	

- In	the	last	20	years,	the	print	industry	has:	
- reduced	the	use	of	mineral	inks	by	using	vegetable	inks	
- developed	Computer	to	Plate	(CTP)	technology	which	in	most	cases	removes	the	

need	for	film	thus	eliminating	chemicals	used	as	developers	
o reduced	the	usage	of	solvents	by	using	water	based	systems	
o reduced	waste	by	allowing	remote	digital	proofing	
o reduced	the	usage	of	chlorine	bleaching	by	using	non-dioxin	bleaching	

- In	2014-15,	wood,	paper	and	printing	consumed	just	5.3%	of	the	total	manufacturing	
energy	consumption	in	Australia.	29	

- Australian	Paper	uses	its	pulp	and	paper	waste	stream	to	generate	70%	of	the	
electricity	used	by	their	Maryvale	mill.30	

- Producing	paper	from	recovered	fibre	consumes	50%	less	energy	than	
manufacturing	paper	from	virgin	pulp,	and	the	process	also	consumes	90%	less	
water.	31	

- From	2013-2014	to	2015-2016,	the	print	industry	has:	
o Reduced	direct	emissions	by	6.8%	32	
o Reduced	energy	intensity	by	5.4%		
o Supplied	11%	of	Australia’s	renewable	electricity	via	bioenergy33	

- Water	used	per	tonne	of	production	has	reduced	by	approximately	63%	since	1990,	
with	water	being	used	on	average	up	to	5	times	in	the	process.34	

- In	Australia	31%	of	energy	used	by	the	pulp	&	paper	sector	comes	from	renewable	
sources	(Biomass	&	hydro).	35	

	
	
	
	

																																																													
28	Office	of	the	Chief	Economist	https://www.industry.gov.au/Office-of-the-Chief-Economist/Publications/Documents/aes/2016-
australian-energy-statistics.pdf	
29	Office	of	the	Chief	Economist	https://www.industry.gov.au/Office-of-the-Chief-Economist/Publications/Documents/aes/2016-
australian-energy-statistics.pdf	
30	http://www.aussierenewables.com/	
31	http://www.si.cm.uwa.edu.au/programs/recycling/paper/facts	
32	NGER,	‘Corporate	emissions	and	energy	data	2013-14	and	2015-16’	
33	Clean	Energy	Finance	Corporation		
34	APIA	–	http://twosides.org.au/download/Do-you-know-which-resources-are-sustainable-and-which-ones-aren-t.pdf	
35	APIA	–	http://twosides.org.au/download/Do-you-know-which-resources-are-sustainable-and-which-ones-aren-t.pdf	
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Electronics	
	
Digital	devices	require	large	volumes	of	chemicals,	rare	earth	minerals,	water	and	energy	to	
manufacture.	
	

- 70%	of	the	energy	a	laptop	uses	in	its	lifetime	is	consumed	during	manufacturing,	
not	during	use	by	consumers	

- Between	500	to	1,000	different	chemicals	are	used	to	produce	the	layers	of	circuitry	
so	vital	to	your	computer's	operation.	36	

- Manufacturing	a	one	kilogram	plastic	or	metal	part	requires	as	much	electricity	as	
operating	a	flat	screen	television	for	1	to	10	hours.	37	

- Making	1	desktop	computer	requires:	38	
o 1363	litres	of	water		
o 22.67	kilograms	of	chemicals	
o 226.79	kilograms	of	fossil	fuels	

	
	
9.2.2.3	End	of	Life	
	
Paper	
	
Paper	and	printed	documents	are	easily	recyclable	and	come	from	renewable	and	
sustainable	resources.	Paper	recycling	programs,	for	both	Australian	households,	local	
communities	and	businesses	have	become	a	standard	expectation	in	recent	years,	leading	
to	paper	product	recycling	
rates	of	73.7%.39	This	is	higher	than	Europe	–	71.5%40	and	the	USA’s	77.8%41	
	

- Paper	is	one	of	the	most	recycled	products	in	the	world		
- Paper	is	made	from	wood,	a	fully	renewable	and	sustainable	resource	
- 77%	of	catalogues	are	recycled	and	99%	are	recyclable	42			
- Reading	a	newspaper	can	consume	20%	less	carbon	than	viewing	news	online	

		
Electronics	
	
Technology	is	one	of	the	fastest	growing	waste	streams	on	the	planet	and	Australians	are	
among	the	highest	users	of	computer	equipment,	mobile	devices	and	consumer	electronics	
in	the	world	today.	As	mass	consumption	of	electronic	products	continues,	the	
environmental	and	social	issues	surrounding	electronic	waste	(e-waste)	will	also	proliferate.			
	

																																																													
36	Natural	Resources	defence	council	http://www.nrdc.org/living/stuff/your-computers-lifetime-journey.asp	
37	http://www.lowtechmagazine.com/2009/06/embodied-energy-of-digital-technology.html		
38	Natural	Resources	defence	council	http://www.nrdc.org/living/stuff/your-computers-lifetime-journey.asp	
39	Industry	Edge,	‘Pulp	&	Paper	Strategic	Review,	2016’	
40	CEPI,	‘Key	Statistics	2015’	
41	Paper	Recycles,	‘Paper	&	Paperboard	Recovery’	
42	ACA	2014	
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Globally,	44.7	million	metric	tonnes	(Mt)	of	e-waste	was	generated	and	only	20%	was	
recycled	through	appropriate	channels.		
	
The	fate	of	76%	(34.1	Mt)	of	e-waste	is	unknown.	In	countries	where	there	is	no	national	e-
waste	legislation	in	place,	e-waste	is	likely	treated	as	other	or	general	waste.	This	is	either	
land-filled	or	recycled,	along	with	other	metal	or	plastic	wastes.	There	is	the	high	risk	that	
the	pollutants	are	not	taken	care	of	properly,	or	they	are	taken	care	of	by	an	informal	sector	
and	recycled	without	properly	protecting	the	workers,	while	emitting	the	toxins	contained	
in	e-waste.	43	
	

- The	average	Australian	generates	nearly	20kgs	of	e-waste	every	year.	44	
- Electronic	waste	 is	 growing	 at	 over	 three	 times	 the	 rate	 of	 other	municipal	waste	

streams.	45	
- Electronic	 products	 contain	 rare	 earth	metals	 that	 are	 non-renewable	 and	 energy	

intensive	to	extract.	
- 95%	of	the	plastics,	metals	and	glass	found	in	electronics	can	be	recycled	for	future	

use.	46				
- In	2014,	just	52,736	tonnes	of	televisions	and	computers	were	recycled	in	Australia	–	

that’s	only	11.3%	of	the	total	e-waste	generated.	47				
- In	2014,	40%	of	televisions	and	computers	that	reached	their	end	of	life	were	recycled.	

48			
	
	
9.2.3	Anti-	Greenwash	Campaign	
	
Based	on	the	environmental	credentials	of	paper	and	print,	Two	Sides	delivers	an	anti-
greenwash	campaign	that	targets	businesses	making	unsubstantiated	campaigns	against	the	
environmental	impacts	of	paper	bills	and	statements.		
	
It	is	not	uncommon	for	organisations	to	make	environmental	claims	that	reducing	the	use	of	
paper	and	using	electronic	services	(eg.	e-billing	or	e-statements)	is	‘green’,	‘better	for	the	
environment’	or	'saves	trees'.			

Not	only	are	these	claims	unsubstantiated	and	misleading,	they	also	not	in	line	with	the	
Australian	Competition	and	Consumer	Commission,	Green	Marketing	and	the	Australian	
Consumer	Law	legislation.	The	first	main	provision	of	‘Misleading	and	deceptive	conduct’	
states:	
	

																																																													
43	ITU - The Global E-waste Monitor 2017 
44	Australian	Bureau	of	Statistics:	Electronic	and	Electrical	Waste.	4602.0.55.005	-	Waste	Account,	Australia,	Experimental	Estimates,	2013	
45	Economist	Intelligence	Unit	(EIU)	Report	(need	proper	reference)	
Australian	Bureau	of	Statistics:	Electronic	and	Electrical	Waste.	4602.0.55.005	-	Waste	Account,	Australia,	Experimental	Estimates,	2013	
46	Planet	Arc	PDF	file	
47	NTCRS	Recycling	Outcomes.	https://www.environment.gov.au/protection/national-waste-policy/publications/national-television-and-
computer-recycling-scheme-outcomes-2013-14-0	
48	NTCRS	Recycling	Outcomes.	https://www.environment.gov.au/protection/national-waste-policy/publications/national-television-and-
computer-recycling-scheme-outcomes-2013-14-0	
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“Businesses	have	an	obligation	not	to	engage	in	any	conduct	that	is	likely	to	
mislead	or	deceive	consumers.	Note	that	the	conduct	only	needs	to	be	likely	
to	mislead	or	deceive;	it	does	not	matter	whether	the	conduct	actually	misled	
anyone,	or	whether	 the	business	 intended	 to	mislead	–	 if	 the	conduct	was	
likely	to	mislead	or	deceive,	the	ACL	is	contravened.	

	
“...companies	should	not	claim	that	a	particular	good	or	service	has	certain	
environmental	benefits	if	these	claims	cannot	be	substantiated.”	
	
‘However,	vague,	unsubstantiated,	misleading,	confusing,	false	or	deceptive	
claims	serve	the	opposite	purpose.	They	reduce	consumers’	confidence	in	
environmental	claims,	disadvantaging	ethical	traders.	Therefore,	the	ACCC	
will	vigorously	pursue	businesses	which	breach	the	law.’	

	

Further,	most	of	the	companies	using	these	claims	have	paid	little	or	no	attention	to	the	
growing	environmental	footprint	of	their	digital	infrastructure	which	is	far	from	negligible	
(see	impacts	in	section	9.2.2)	

Two	Sides	has	contacted	these	companies	with	the	real	facts	including:	

- Most	print	on	paper	originates	from	a	renewable	resource,	trees	grown	in	
responsibly	managed	Australian	forests.	

- Paper	is	the	most	recycled	commodity	with	a	recovery	rate	of	73.7%	in	Australia.	
- Australian	forest	volume	has	increased	by	308,000	hectares	over	the	past	5	years	

(2010-2015),	which	is	the	second	highest	gain	of	any	country	in	the	world.	
- Unsubstantiated	environmental	marketing	claims	like	“go	paperless,	go	green”	are	

damaging	to	the	Australian	economy	and	threaten	thousands	of	jobs.			
- A	regular	e-mail	emits	4	grams	of	CO2e.	An	electronic	attachment	

(invoice/letter/statement)	sent	via	the	internet	releases	50	grams	of	CO2e.	49	
- A	year	of	incoming	e-mail	for	a	typical	business	user	adds	up	to	135	kg	of	CO2e	per	

year.	This	is	equivalent	to	driving	about	520	kilometres	in	an	average	car.	50	
- Producing	and	sending	a	paper	statement	creates	on	average	28.37g	of	CO2.	An	

email	with	a	1mb	attachment	takes	19g	of	CO2	to	send	alone.	However,	if	the	email	
is	saved,	forwarded,	downloaded	or	printed	this	amount	becomes	considerably	
more.	51	

- 78%	of	all	incoming	emails	are	spam.	Around	62	trillion	spam	messages	are	sent	
every	year,	requiring	the	use	of	33bn	kilowatt	hours	(KWh)	of	electricity	and	causing	
around	20	million	tonnes	of	CO2e	per	year.	This	is	equivalent	to	the	greenhouse	gas	
emissions	from	over	4	million	cars	driving	on	the	road	for	one	year.	52	

																																																													
49	Mike	Berners-Lee,	2010	
50	Mike	Berners-Lee,	2010	
51	Mike	Berners-Lee,	2010	
52	McAfee	and	ICF	International,	2010	
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As	a	result	of	Two	Sides	ongoing	educational	campaign,	73%	of	Australian	companies	
contacted	have	removed	or	corrected	environmental	claims	being	used	to	promote	
electronic	billing	and	other	e-services	as	a	more	environmentally-friendly	solution	than	
paper	(Fig.	14).		Many	of	these	companies	are	in	the	banking,	utilities,	telecommunications	
and	insurance	sectors.	

	 UK	 North	
America	 AUS	

Total	
Establishe
d	Country	
Campaign

s	

France	 Brazil	

Total	
Emerging	
Country	

Campaigns	

Global	
Total	

Identified	
potential	

greenwasher	
114	 155	 148	 417	 124	 60	 184	 601	

Found	to	be	
offending	 88	 155	 120	 363	 37	 60	 97	 460	

Success	in	
changing	
messages	

73	 88	 88	 249	 14	 16	 30	 279	

Success	rate	 83
%	 57%	 73%	 69%	 38%	 27%	 31%	 61%	

Fig.	14.	Greenwash	–	Global	Targets	Breakdown	as	at	July	2017.	Source:	Two	Sides	2017	
	
	
9.2.4	Consumer	Survey	2016	–	Australian	Public’s	perspective	
	
In	July	2016	Two	Sides	commissioned	Toluna	to	survey	532	Australians	on	consumer	
preferences	and	insight	into	their	perception	of	the	environmental	impacts	of	paper	and	
print.		

Key	Findings:	

Environmental	Claims	
Research	found	consumer	cynicism	when	presented	with	environmental	claims	being	linked	
to	an	encouragement	to	stop	receiving	paper	bills	and	statements:	

- 83%	receiving	environmental	claims	like;	“Go	Paperless	–	Go	Green”,	or	“Go	
Paperless	–	Save	trees”,	or	“Get	your	bills	on	line	-	it’s	better	for	the	environment”	
believe	companies	are	seeking	to	save	costs	

- 56%	question	the	validity	of	these	claims	
- 42%	feel	misled	by	these	claims	

	
Environmental	characteristics	
Despite	confusion	when	understanding	the	environmental	characteristics	of	electronic	and	
paper	based	communications,	consumers	understand	the	natural	and	recyclable	
characteristics	of	paper	and	print	and	believe	it	is	a	sustainable	way	to	communicate:	
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- 94%	feel	recyclability	is	an	important	characteristic	for	environmentally	responsible	
products	

- 88%	agreed	that,	when	responsibly	produced,	used	and	recycled,	paper	and	print	
can	be	a	sustainable	way	to	communicate	

- 66%	recognise	that	paper	is	based	on	a	renewable	resource	
	
These	findings	conclude	that	Australians	are	well	aware	of	the	environmental	credentials	of	
paper	and	print	and	feel	mislead	by	companies	who	try	to	tell	them	otherwise.	
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9.3	Toluna	Survey	2017		
	
An	international	survey	of	10,700	consumers	was	commissioned	by	Two	Sides	and	carried	
out	by	independent	research	company	Toluna	in	June	2017.	The	survey	was	undertaken	in	
ten	countries:	Australia,	Brazil,	France,	Germany,	Italy,	New	Zealand,	South	Africa,	Spain,	the	
United	Kingdom	and	the	United	States.	
	
Key	findings	from	over	1,000	Australian	respondents	

Attitudes	towards	the	drive	to	digital	
	

- 86%	agreed	that	consumers	should	have	the	right	to	choose	how	they	receive	
communications	(printed	or	electronically),	at	no	extra	charge,	from	financial	
organisations	and	service	providers.	

- 75%	agreed	consumers	should	not	be	charged	more	for	choosing	a	paper	bill	or	
statement.	

- 80%	agreed	that	if	they	choose	to	receive	bills	and	statements	electronically,	they	
expect	to	have	the	option	to	go	back	to	paper	communications	if	they	want	to.	

- 43%	agreed	that	if	a	financial	organisation	or	service	provider	forced	them	to	go	
paperless,	they	would	consider	switching	to	an	alternative	financial	organisation	or	
service	provider.	

- 68%	agreed	that	sometimes	when	they	are	told	that	the	switch	to	digital	is	‘better	
for	the	environment’,	they	think	it	is	a	because	the	sender	wants	to	save	money.	

- 69%	agreed	Government,	banks	and	other	organisations	want	to	persuade	me	to	‘Go	
Paperless’,	but	it’s	not	paperless	because	I	regularly	have	to	print	out	documents	at	
home	if	I	want	a	hard	copy.		

	
Security	and	privacy	
	

- 66%	agreed	that	they	are	increasingly	concerned	about	their	personal	information	
held	electronically	is	at	risk	of	being	hacked,	stolen,	lost	or	damaged.	

- 69%	agreed	that	keeping	hard	copies	at	home	is	the	safest	and	more	secure	way	of	
storing	information.		

	
Managing	finances	
	

- 59%	agreed	that	they	find	it	easier	to	track	their	expenses	and	manage	their	finances	
when	it	is	printed	on	paper.	

- 58%	agreed	they	prefer	to	receive	bills	and	financial	statements	through	a	
combination	of	both	online	and	on	paper.	

	
Source:		
Print	and	Paper	in	a	Digital	World,	An	Australian	survey	of	consumer	preferences,	attitudes	and	
trust.	Toluna	/	Two	Sides,	2017	
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9.4	International	legislations	
	
Europe	
	
Austria		
Telecommunications	Act	-	https://www.rtr.at/en/tk/TKG2003#a100	Article	100.	Provisions	
in	force	until	20	February	2012:	"(1)	The	subscriber	fees	shall	be	presented	in	the	form	of	an	
itemised	bill	unless	the	subscriber	objects.	On	request,	the	subscriber	shall	have	the	option	
of	receiving	the	itemised	bill	on	paper	free	of	charge.	The	bill	shall	make	reference	to	the	
possibility	of	reviewing	the	charges	as	well	as	how	to	contact	the	operator	sending	the	bill."		
	
Provisions	in	force	from	21	February	2012	onward:	"(1)	Subscriber	charges	are	to	be	
presented	in	the	form	of	an	itemised	bill.	Subscribers	shall	also	have	the	right	to	receive	
non-itemised	bills.	Upon	concluding	the	contract,	the	subscriber	must	have	the	option	of	
receiving	invoices	in	electronic	or	printed	form.	The	subscriber’s	option	to	receive	a	printed	
invoice	free	of	charge	must	not	be	precluded	by	the	contract.	In	cases	where	the	bill	is	made	
available	in	electronic	form,	the	subscriber	must	be	able	to	receive	a	printed	itemised	bill	
free	of	charge	at	the	subscriber’s	specific	request.	The	bill	shall	make	reference	to	the	
possibility	of	reviewing	the	charges	as	well	as	how	to	contact	the	operator	sending	the	bill."	
Translation	(KMP	Europe)	
	
Decision	of	the	Austrian	Supreme	Court	of	Justice	(OGH)	–	Ob	117/14f	(July	17	2014)		
The	automatic	switch	from	paper	to	e-billing	(without	the	explicit	consent	of	the	consumer)	
by	a	telecommunications	service	provider	is	unlawful,	even	if	the	consumer	has	had	the	
chance	to	object	prior	to	the	switch	(and	did	not	do	so).	It	violates	the	consumer’s	freedom	
of	choice	between	paper	and	e-billing	contained	in	Art.	100	I	of	the	Telecommunications	
Act.		
Translation	(KMP	Europe)	
	
Belgium	
Circular	for	the	application	of	the	European	Union	Directive	regarding	the	GST	legal	
framework	-	http://ccff02.minfin.fgov.be/		

	
B.	Co-contracting	party’s	consent		
10.	Article	53,	§	2,	alinea	4,	of	the	Code,	states	that	the	use	of	electronic	bills	is	subjected	
to	the	co-contracting	party’s	consent.	This	specific	requirement	is	justified	by	the	
existence	of	necessary	technical	means	to	be	able	to	receive	electronic	bills	(…).	

	
In	any	case,	the	decision	of	using	electronic	bills	is	subjected	to	mutual	agreement	between	
the	parties	involved.	
Translation	(KMP	Australia)	
	
The	Belgian	Code	of	Economic	Law	-	http://www.ejustice.just.fgov.be/	Art.	VI.	83.	33°		
In	contracts	between	a	company	and	a	consumer,	the	following	clauses	and	conditions,	or	
combination	of	the	following	clauses	and	conditions,	will	be	considered	as	abusive	in	every	
case	(…)	
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32nd:	increasing	the	price	of	a	good	when	the	consumer	refuses	to	pay	via	direct	debit;	
33rd:	increasing	the	price	of	a	good	when	the	consumer	refuses	to	receive	their	bills	by	
electronic	means.	
	
Art.	VI.84.	§	1er.	Any	abusive	clause	is	prohibited	and	null.	
Translation	(KMP	Australia)	
	
The	code	of	conduct	on	e-invoicing	-	http://www.efacture.belgium.be/		
Note:	This	code	is	not	a	piece	of	legislation,	companies	can	choose	to	sign	up	to	the	Code	or	
not.	Nonetheless,	the	code	of	conduct	explicitly	indicates:	
	

Respect	of	the	consumer’s	choice	
The	provider	respects	the	wish	of	the	consumer	who	is	free	to	choose	their	preferred	
billing	format	(electronic	/	paper),	whatever	the	service	or	the	good	and	regardless	of	the	
way	of	payment.		
	
At	any	time,	without	notice	and	without	charge,	the	consumer	can	revert	their	choice	
(electronic	/	paper)	by	any	usual	communications	channel	with	their	providers	(paper,	
phone,	email,	website,	etc.).	
	

Finland	
Decision	of	The	Finnish	Market	Court	declared	that	opting	for	paper-based	invoices	and	bills	
is	a	basic	right	and	consumers	who	opt	for	it	are	not	allowed	to	be	charged	extra.	
	
France	
Article	3	of	the	decree	of	31	December	2013	relative	to	communication	services	bills	and	
to	the	information	to	the	customer	about	their	consumption	-	
https://www.legifrance.gouv.fr/		
The	decree	establishes	that	for	providers	of	electronic	communications	(calls,	SMS	and	
internet)	to	comply	with	the	Consumer	Code	(legislative	text),	they	have	to:	
	

II.	At	the	time	of	the	subscription,	the	consumer	has	to	be	informed	of	the	way	bills	are	
going	to	be	issued,	on	paper	or	by	electronic	means,	and,	if	several	options	are	available,	
of	the	opportunity	of	requesting	another	way	that	the	one	offered	by	default	by	the	
operator.	
III.	Upon	request	from	the	subscriber,	by	any	means	and	at	any	time,	including	at	the	
time	of	the	subscription,	bills	are	sent	free	of	charge	on	paper,	rather	than	by	electronic	
means	by	the	operator.	If	the	request	is	made	while	the	contract	is	ongoing,	it	has	to	be	
taken	into	consideration	within	ten	working	days	after	the	date	of	the	request.	
Translation	KMP	Australia	

	
Ireland		
Decision	of	the	Commission	for	Communications	Regulations	-	June,	2013	
Consumer	Bills	and	Billing	Mediums	–	consumer	protection	amendments	to	the	general	
authorization	Response	to	Consultation	and	Decision	-	
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https://www.comreg.ie/csv/downloads/ComReg1352.pdf		
	
Contains	an	assessment	of	the	regulatory	impact	on	competition	and	businesses	
competitiveness.		
	

Condition	18.7.1	
Every	Authorised	Person	who	provides	Authorised	Services	to	Consumers	on	a	post-paid	
basis,	shall	issue	to	each	Consumer,	free	of	charge	and	within	a	reasonable	period	in	
advance	of	each	payment	due	date	either	
a.	a	non-itemised	bill		
b.	a	standard	itemised,	or		
c.	a	fully	itemised	bill.	
	
Condition	18.7.4	
An	Authorised	Person,	who	provides	Authorised	Services	to	Consumers	on	a	pre-paid	
basis	shall,	following	a	request,	from	a	Consumer,	provide	the	Consumer	with	their	
transaction	details	from	within	a	reasonable	period	of	time,	free	of	charge,	and	in	a	
medium	that	is	accessible	by	that	Consumer.	
	
Condition	18.7.7	
An	Authorised	Person	may	provide	a	bill	to	individual	Consumers	in	an	alternative	billing	
medium	provided	the	Authorised	Person	has	verified,	in	advance,	that	the	individual	
Consumer	can	access	and	use	the	alternative	billing	medium,	otherwise	the	Authorised	
Person	should	issue	bills	to	that	Consumer	in	paper	format.	
	
Condition	18.7.8	
For	the	purpose	of	Condition	18.7.7,	the	Authorised	Person	has	verified	that	a	Consumer	
can	access	and	use	an	alternative	billing	medium		
I.	if	the	Consumer	has	consented	to	receive	their	bill	via	an	alternative	billing	medium	
and	the	Authorised	Person	has	recorded	that	consent,	either	by	audio,	written	or,	
electronic	means;	or	
II.	in	the	case	of	an	online	bill,	where	the	Authorised	Person	is	providing	broadband	to	a	
Consumer,	and	the	Authorised	Person	has	provided	adequate	information	to	allow	the	
Consumer	to	access		
the	online	bill:	or		
III.	in	the	case	of	an	e-bill,	where	the	Consumer	has	provided	an	email	address	to	the	
Authorised	Person	and	where	the	Consumer	has	specified	that	the	email	address	is	to	be	
used	for	this	purpose	
	
Condition	18.7.9		
Where	a	Consumer	has,	since	the	receipt	of	their	last	bill,	informed	their	Authorised	
Provider	that	they	cannot	reasonably	access	their	bill	or	use	the	alternative	billing	
medium,	the	Authorised	Person	shall	provide	that	Consumer’s	bills	in	paper,	free	of	
charge.		

	
Netherlands	
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Dutch	national	Ombudsman	Reinier	van	Zutphen	has	concluded	that	tax	authorities	have	
committed	major	mistakes	transitioning	from	paper	to	digital	forms.	According	to	the	
Ombudsman’s	report	published	in	2016,	the	government	should	not	force	citizens	into	
making	their	tax	declarations	online,	as	this	could	result	in	the	most	vulnerable	members	of	
the	community	losing	out.	The	option	of	going	digital	should	remain	an	option.	
	
Spain		
Law	3/2014	Reform	of	the	General	Act	for	Consumer	and	User	Protection	-	
https://www.boe.es/	

	
In	contracts	with	consumers	and	users,	they	will	have	the	right	to	receive	paper	bills.	The	
issue	of	electronic	invoices	is	conditional	to	the	company	having	previously	obtained	the	
express	consent	of	the	consumer.	The	consent	request	will	have	to	specify	the	way	the	
electronic	invoice	will	be	received,	as	well	as	specifying	that	a	recipient	who	would	have	
previously	given	their	consent	will	be	allowed	to	revoke	that	consent	and	the	way	of	
requesting	that	revocation.		
	
The	right	of	consumers	and	users	to	receive	paper	bills	cannot	be	conditioned	upon	
payment	of	any	economic	amount.	
Translation	(KMP	Australia).	

	
North	America	
	
Canada		
In	2014,	the	Canadian	Federal	Government	blocked	telecommunication	and	cable	
companies	from	charging	fees	for	paper	bills.	
	
Pennsylvania	
Rules	and	regulations	Title	52—public	utilities	-	http://www.pabulletin.com/		
The	Pennsylvania	Public	Utility	Commission	(Commission),	on	October	22,	2015,	adopted	a	
final	rulemaking	order	to	amend	existing	regulations	to	prohibit	tariff	provisions	that	charge	
customers	a	fee	to	receive	a	paper	bill.	

	
Executive	Summary	
Section	1509	of	the	Public	Utility	Code	imposes	the	obligation	on	all	energy,	water,	
wastewater	and	telecommunications	utilities,	including	all	varieties	of	
telecommunications	utilities	certificated	by	the	Public	Utility	Commission,	to	send	
customers	a	monthly	bill	and	it	establishes	the	right	of	the	customer	to	receive	that	bill.	
66	Pa.C.S.	§	 1509.	In	addition,	recovering	costs	regarding	monthly	bills	allows	for	an	
excessive	recovery	of	these	costs	and	failing	to	provide	customers	with	an	itemized	
monthly	bill	free	of	charge	constitutes	unreasonable	and	inadequate	service,	actionable	
under	Section	1501	of	the	Public	Utility	Code.	66	Pa.C.S.	§	 1501.	Chapter	30	contains	
several	other	important	declarations	of	policy	that	support	the	prohibition	on	allowing	
jurisdictional	public	utilities,	and	particularly	telephone	utilities,	to	impose	such	a	charge	
or	fee.	66	Pa.C.S.	§	 3011.	Pursuant	to	the	authority	of	Sections	501,	1301,	1501,	1509,	
and	3011	of	the	Public	Utility	Code,	the	Commission	is	amending	its	existing	regulations	
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in	Chapter	53	(Tariffs	for	Noncommon	Carriers)	of	the	Pennsylvania	Code	to	add	Section	
53.85	as	a	new	section.	
	 	
On	March	20,	2014,	the	Commission	concluded	an	investigation	into	the	practice	of	
charging	a	paper	billing	invoice	fee	(PBIF),	and	issued	an	Order	finding	that	imposing	a	
separate	line	item	charge	to	recover	the	costs	for	the	provision	of	monthly	paper	bills	is	
not	consistent	with	the	Public	Utility	Code,	Commission	regulations,	long	standing	
precedent,	and	well-established	practices	of	Pennsylvania	public	utilities.	

	
Social	Security	USA	administration		
The	Social	Security	Statement:	Background,	Implementation,	and	Recent	Developments	-	
https://www.ssa.gov/policy/docs/ssb/v74n2/v74n2p1.html		

	
The	status	of	the	printed	Statement	also	changed	several	times	during	2012.	SSA	
resumed	targeted	mailings	on	February	15,	2012,	sending	printed	Statements	to	
approximately	11.4	million	eligible	workers	aged	60	or	older	(SSA	2012b).	Then,	on	
July	23,	SSA	resumed	first-time	mailings	to	eligible	workers	aged	25,	sending	about	
1	million	Statements	to	such	recipients.	However,	on	October	1,	2012,	in	response	to	an	
increasingly	difficult	budget	situation,	the	agency	suspended	all	Statement	mailings,	
including	on-request	mailings.	
		
A	Joint	Explanatory	Statement	to	the	Consolidated	Appropriations	Act	of	2014	directed	
SSA	to	“develop	a	plan	to	significantly	increase	the	number	of	individuals	receiving	Social	
Security	Statements	annually,	either	electronically	or	by	mail”	(U.S.	Congress	2014).	The	
agency	responded	by	establishing	a	workgroup	to	determine	which	workers	would	
receive	printed	Statements,	how	often	they	would	be	sent,	and	the	most	effective	
printing	and	mailing	procedures.	In	April	2014,	SSA	announced	that	it	would	begin	
mailing	printed	Statements	in	September	to	workers	aged	25,	30,	35,	40,	45,	50,	55,	and	
60	or	older	who	have	not	by	then	created	a	My	Social	Security	account	to	access	the	
Statement	online.	This	partial	restoration	of	mailed	Statements	was	made	possible	by	an	
improved	budget	situation.	
	
Omnibus	Law	2014	
Social	Security	Statements.	-The	Commissioner	is	directed	to	develop	a	plan	to	
significantly	increase	the	number	of	individuals	receiving	Social	Security	Statements	
annually,	either	electronically	or	by	mail.	This	should	include	a	significant	restoration	of	
the	mailing	of	statements	to	ensure	that	individuals	are	informed	of	their	contributions	
and	benefits	under	Social	Security	programs	and	have	an	opportunity	to	review	their	
earnings	records	and	correct	any	errors	in	a	timely	manner.	The	Commissioner	or	her	
designee	is	directed	to	brief	the	House	and	Senate	Appropriations	Committees	within	60	
days	of	enactment	of	this	act	on	this	plan,	including	the	intended	plan	for	mailing	
statements	in	fiscal	year	2014.	 	
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Gladys Berejiklian 
Premier of NSW 

MEDIA RELEASE 

Sunday, 3 September 2017 

ENERGY BILL RELIEF PACKAGE FOR HOUSEHOLDS AND 
SMALL BUSINESS 

NSW households struggling with increasing power prices could save hundreds of dollars a 
year off their energy bills through discounts on energy efficient appliances, rebates will 
increase by 20 per cent, and small businesses could save up to $1,900 a year under the 
nation’s most comprehensive energy relief package announced today by NSW Premier 
Gladys Berejiklian.  

In addition, energy rebates for concession cardholders will increase by $50 per year to 
$285 and rebates for other eligible households will increase by $30 per year to $180, 
helping about 900,000 households doing it tough.  

Around 10,000 small businesses will also be able to access discounts to upgrade 
inefficient equipment, which could lead to bill savings of up to $1,900 per year.  

“We understand rising energy costs are putting pressure on people. This is a national 
issue but the NSW Government is strongly committed to doing what it can to help,” Ms 
Berejiklian said.  

The energy affordability package includes: 
• The Low Income Household rebate increased from $235 to $285 and the Family

Energy Rebate increased from $150 to $180 to help around 900,000 customers
struggling to pay their bill.

• Discounts on equipment upgrades for small business to save each business up to
$1900 on their yearly bill.

• Discounts for energy efficient lighting and air conditioning upgrades for all
households that could lead to bill savings of up to $500 per household per year.

• Discounts for up to 23,000 concession cardholders to save up to 50 per cent on the
cost of upgrading old fridges and TVs to energy saving models, saving each
household an average of around $200 a year.

• An end to unnecessary charges from retailers such as fees for paper bills
• Penalties for retailers who don’t move rebate recipients to a better deal
• Energy saving upgrades for up to 16,500 public housing clients to assist the state’s

most vulnerable, with participating households to save an average of around $360
per year on their bills.

As an example, a household could receive a discount of about $200 for an energy efficient 
air conditioner to replace an older heater to save them about $225 a year on their bill.  
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A café owner could receive a $400 discount on replacing an old refrigeration system with 
a new energy efficient cool room which, combined with other measures, could lead to bill 
savings of up to $1900 per year.  

Energy and Utilities Minister Don Harwin said all energy rebates will increase by 20 per 
cent and energy retailers will be forced to scrap early termination fees, paper bill fees and 
fees for paying over the counter at Australia Post.  

“These changes will protect and empower energy consumers who deserve a fair go, and 
it’ll make the retailers step up too,” Mr Harwin said. 

“Our existing vulnerable household appliance program has already helped 17,600 
households slash their bills by up to $200 a year, meaning we are helping the 
environment while helping consumers,” Environment Minister Gabrielle Upton said.  

The discount figures will be finalised after the program goes through the tender process 
and the amount each household and business will save will depend on the number of 
upgrades they choose to install and their power usage. 



New South Wales

National Energy Retail Law (Adoption) 
Amendment (Charges) Regulation 2017
under the

National Energy Retail Law (Adoption) Act 2012

Published LW 15 December 2017 (2017 No 731)

His Excellency the Governor, with the advice of the Executive Council, has made the following
Regulation under the National Energy Retail Law (Adoption) Act 2012.

DONALD HARWIN, MLC
Minister for Energy and Utilities

Explanatory note
The object of this Regulation is to modify the application of the National Energy Retail Rules in New South
Wales as follows:
(a) to prohibit energy retailers from charging a customer who requests a paper bill or who pays the

customer’s bill in person at an Australia Post outlet,
(b) to prohibit a market retail contract from providing for a payment of an early termination charge or a

charge payable where a customer terminates a fixed benefit period early and to apply the prohibition
to existing unpaid charges,

(c) to exclude from that prohibition the energy retailer’s reasonable costs of installing certain energy
devices and associated equipment,

(d) to exclude from the prohibition on charges for early termination of a fixed benefit period charges
where the benefit includes a fixed tariff or a fixed charge, the contract sets out how the charge is to
be calculated and the charge is a reasonable estimate of the retailer’s costs.

This Regulation is made under the National Energy Retail Law (Adoption) Act 2012, including section 12
(the general regulation-making power).
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National Energy Retail Law (Adoption) Amendment (Charges) 
Regulation 2017
under the

National Energy Retail Law (Adoption) Act 2012

National Energy Retail Law (Adoption) Amendment (Charges) Regulation 2017 [NSW]
   
1 Name of Regulation
This Regulation is the National Energy Retail Law (Adoption) Amendment (Charges)
Regulation 2017.

2 Commencement
This Regulation commences on 1 January 2018 and is required to be published on the
NSW legislation website.
Page 2 Published LW 15 December 2017 (2017 No 731)



National Energy Retail Law (Adoption) Amendment (Charges) Regulation 2017 [NSW]
Schedule 1   Amendment of National Energy Retail Law (Adoption) Regulation 2013
Schedule 1 Amendment of National Energy Retail Law 
(Adoption) Regulation 2013

[1] Clauses 9B and 9C
Omit the clauses. Insert instead:

9B Charges for paper bills or paying bills at Australia Post prohibited
The National Energy Retail Rules are modified by inserting after rule 35 the
following rule:

35A Charges for issue of paper bills or paying bills at Australia Post 
prohibited
A retailer must not impose a charge under a customer retail contract in
respect of:
(a) the retailer issuing a small customer with a paper bill (instead of,

or in addition to, issuing the customer with a bill electronically),
or

(b) a small customer paying a bill in person at an Australia Post
outlet.

9C Early termination charges
The National Energy Retail Rules are modified by omitting rule 49A and
inserting instead:

49A Early termination charges prohibited
(1) A term or condition of a market retail contract has no effect to the

extent that it provides for payment of an early termination charge
(however described) or a charge that is payable where a customer
terminates a fixed benefit period early, except as provided by this
rule.

(2) Subrule (1) does not prevent a retailer from recovering from a
customer who terminates a fixed term retail contract or fixed
benefit period early the reasonable costs incurred by the retailer
for the installation of any of the following at the customer’s
premises:
(a) a solar photovoltaic system,
(b) a battery storage system,
(c) a digital meter,
(d) any associated equipment.

(3) Subrule (1) does not prevent a retailer from recovering a charge
payable where a customer terminates a fixed benefit period early
(even if this coincides with the termination of the market retail
contract) if:
(a) the benefit to the customer during the period includes a

fixed tariff or a fixed charge for energy provided under the
contract, and

(b) the contract includes details of the amount or manner of
calculation of the charge, and

(c) the charge is a reasonable estimate of the costs to the
retailer resulting from the early termination.
Page 3 Published LW 15 December 2017 (2017 No 731)
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National Energy Retail Law (Adoption) Amendment (Charges) Regulation 2017 [NSW]
Schedule 1   Amendment of National Energy Retail Law (Adoption) Regulation 2013
(4) For the purposes of subrule (3) (c), the costs to the retailer are the
reasonable costs incurred or to be incurred by the retailer, and do
not include costs based on lost supply or lost profits.

(5) This rule is a minimum requirement that is to apply in relation to
small customers who purchase energy under a market retail
contract.

[2] Part 6 Savings and transitional provisions
Omit Division 6.

[3] Part 6, Division 8
Insert after Division 7 of Part 6:

Division 8 Provisions consequent on National Energy Retail Law 
(Adoption) Amendment (Charges) Regulation 2017

53 Application of amendments
(1) Clause 9B, as substituted by the amending Regulation, does not apply in

respect of a charge imposed on a customer under a customer retail contract
before the commencement of the amending Regulation.

(2) Clause 9C, as substituted by the amending Regulation, extends to a charge that
was incurred by a customer under a market retail contract, and not paid, before
the commencement of the amending Regulation.

(3) In this clause, amending Regulation means the National Energy Retail Law
(Adoption) Amendment (Charges) Regulation 2017.
Page 4 Published LW 15 December 2017 (2017 No 731)



News releases ‑ Jay Weatherill

Lower income earners to save up to
$531 off their power bills

Jay Weatherill December 7, 2017

About 168,000 South Australian households will save up to $531 off their annual
electricity bills after Origin Energy was selected to provide the State Government
Concessions Energy Discount Offer.

The Origin Energy offer includes:

A guaranteed 18 per cent discount on usage and supply charges
Flexible payment options
No late payment fees
No processing fees
No paper bill fees
No credit card fees
No exit fees

The offer will be available to South Australians eligible for the existing State Government
energy concession.

A significant number of the 168,000 eligible households are currently on a standing
energy contract and Communities and Social Inclusion Minister Zoe Bettison will now write
to them to encourage them to sign up to the Origin Energy offer. Customers will simply
need to sign the letter and return it to take up the offer.

The offer adds up to a saving of between $253 and $531 per annum for households on
the standing energy contract.

The existing energy concession is worth up to $217 a year. As part of Origin Energy’s
successful bid, the energy provider had to show how it could implement the new offer
while maintaining customers’ existing State Government energy concession.

Background

The State Government provides $170 million worth of concessions to more than 180,000
households for expenses including energy, water, sewerage, the Emergency Services Levy
and the Cost of Living Concession.

Following an industry consultation process, an ‘Invitation to Supply’ was issued to the
open market through the SA Tenders and Contracts website on 30 October 2017, seeking
suppliers to design, implement and maintain a discounted offer and additional benefits
for eligible concessions customers.
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All households should visit the energy made easy website: www.energymadeeasy.gov.au
to find the best energy deal for their household. The site provides comparison
information, including standard and market offers for energy retailers.

Quotes attributable to Premier Jay Weatherill

We’re providing real cost of living relief to those who need it most.

For the 168,000 South Australian households on lower incomes, a saving of up to $531 is
a significant boost to their budget. It’s a saving that will make their lives that little bit
easier.

When ETSA was privatised in the late 1990s, all customers were put on the standing
contract. Many, who trusted the Electricity Trust of South Australia, haven’t changed.

We’ve negotiated this on their behalf to get a better deal, and make it as easy as possible
for people take up the offer.

This offer is in addition to our energy plan, which will put downward pressure on prices
with projects such as the world’s largest lithium ion battery and the Port Augusta solar
thermal plant.

I congratulate Origin Energy for taking up this opportunity and working with the South
Australian Government to get a better deal for energy customers.

Quotes attributable to Communities and Social Inclusion Minister Zoe Bettison

The State Government is committed to putting downward pressure on energy prices and
getting a better deal for South Australia’s most vulnerable households.

We know the majority of people receiving energy concessions are on standing contracts
and the Origin Energy offer provides a much better deal for them.

This offer strengthens the State Government’s support for fixed and low income South
Australians and I urge people to consider switching to the new offer so they can pay less
on their energy costs.

https://www.energymadeeasy.gov.au/
https://twitter.com/intent/tweet?original_referer=https%3A%2F%2Fwww.premier.sa.gov.au%2Findex.php%2Fjay-weatherill-news-releases%2F8413-lower-income-earners-to-save-up-to-531-off-their-power-bills%3Ftmpl%3Dcomponent%26print%3D1%26layout%3Ddefault&ref_src=twsrc%5Etfw&text=Lower%20income%20earners%20to%20save%20up%20to%20%24531%20off%20their%20power%20bills&tw_p=tweetbutton&url=https%3A%2F%2Fwww.premier.sa.gov.au%2Findex.php%2Fjay-weatherill-news-releases%2F8413-lower-income-earners-to-save-up-to-531-off-their-power-bills
javascript:void(0);
https://www.facebook.com/sharer/sharer.php?u=https%3A%2F%2Fwww.premier.sa.gov.au%2Findex.php%2Fjay-weatherill-news-releases%2F8413-lower-income-earners-to-save-up-to-531-off-their-power-bills&display=popup&ref=plugin&src=like&kid_directed_site=0
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Political	support	
	
	
In	this	section	please	find	some	of	the	letters,	media	releases,	speeches,	parliamentary	
businesses	transcripts	and	local	council	motions	that	show	bipartisan	political	support	to	the	
Keep	Me	Posted	campaign.	
	
	

1. Letters	of	support	from	the	City	Councils	of	Devonport	(Tasmania),	Hume,	

Marybirnong,	Monash	(Victoria),	motions	of	support	from	the	City	of	Melton	

(Victoria)	and	from	the	Local	Government	Association	of	Tasmania.		

2. Letters	of	support	from	Clare	O’Neil	MP	and	Andrew	Wilkie	MP.	

3. Media	Relesase	from	Minister	Darren	Chester.	

4. Graham	Perrett	MP’s	communication	in	the	Federation	Chamber	–	28	November	

2016	

5. Andrew	Leigh	MP’s	communication	in	the	Federation	Chamber	–	30	March	2017	

6. Tim	Hammond	MP’s	motion	and	the	debate	–	29	May	2017	

7. Senator	Urquhart’s	motion	–	14	June	2017	

8. Andrew	Wilkie	MP’s	Private	Members	Bill	–	19	June	2017	

9. Letter	from	The	Hon	John	Rau,	Deputy	Premier	of	South	Australia	–	17	August	2017	
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22 Sepfember 2016

Ms Kellie Northwood

Executive Director

Keep Me Posted
151 80rkly Avenue
BURNLEY VIC 3121

Deor Ms Northwood
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DEVONPORT CITY COUNCIL

SUPPORTFOR KEEP ME POSTED CAMPAIGN

Devonport Council wishes to odd its support to the Keep Me Posted
coinpoign which promotes the rights of every AUSfrolion to hove the
choice to receive informofion in poper formof, free of chorge, from
service coinponies.

In reply pledse quote:
File 28267

.

This coinpoign roises public oworeness offhe move by 10rge coinponies
to chorge people for choosing to receive hordcopy bills insteod of
electronic ones.

Our communities should riot be finonciolly penolised or disodvonfoged
ifthey choose to receive hord copies offheir bills. Councilis PIeosed
to pledge its supportfo this coinpoign.

Yours sincerely

,,.

A1d Sieve Moriin

MAYOR

PO Bot 604 Devonport IAS 73 0 44 48 Best Street Deconj>o11 DX7C312
Teleplione 03 642, 05 11 Facsiiiile 03 6424 9649

Einei collncile, (Ievonpoit. as gov. all \V, b ,.. Iwvr devonport. Ias gov. au
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LGAT General Meeting Minutes – 4 November 2016 Page 11 

2.2 MOTION - KEEP ME POSTED CAMPAIGN* 
 
Devonport City Council/Meander Valley Council 
 
That LGAT, on behalf of its membership: 
(a) endorse the activities of the Keep Me Posted Campaign, which is raising 

awareness about the tendency of large corporates charging people who still 
wish to receive a paper version of information or bills: and 

(b) support the campaign via the supporters page of Keep Me Posted website and 
through media opportunities which may arise. 

 
 Carried 

 
Background 
Council where possible is moving towards the provision of electronic distribution of 
information including accessing processes like BPay View and Post Bill Pay.  This has been 
in part due to increased costs associated with postage.  Understanding though that a number 
of people still prefer to receive information in “hard copy” the policy is for residents to opt in to 
receive electronic communications.   
 
Unfortunately, this appears not to be the case particularly with large corporates like Telstra 
and the Banks where to continue to receive ‘hard copy’ information, comes at an additional 
charge (surcharge). 
 
The Keep Me Posted Campaign, a campaign to stop corporates charging people who still 
wish to receive a paper version of information or bills is gaining some momentum.  The 
purpose of this motion is to seek the support of Members for LGAT to endorse the campaign 
and support the activities of Keep Me Posted.   
 
A copy of the background material provided by the Keep Me Posted, consumer advocacy 
group is at Attachment to Item 2.4 
 
Current Policy  
Does not apply. 
 
Budget Impact 
Does not apply. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



MINUTES OF THE ORDINARY MEETING OF COUNCIL 6 FEBRUARY 2017 
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15.3 NOTICE OF MOTION 448 (CR ABBOUSHI) 

Councillor: Steve Abboushi - Councillor  

MOTION: 

That Melton City Council: 

1. Signs up to the Keep Me Posted Pledge for the Council‟s communications channels. 

2. Supports the campaign via the supporters‟ page of Keep Me Posted website (including the 
inclusion of the Council‟s logo).  

3. Resolves to communicate support for the Keep Me Posted Campaign through all channels 
to ensure Melton Council residents are aware of their right to choose communications 
preferences from Council without penalty.  

Crs Abboushi/Carli.  

CARRIED 

 
  







 
    Monday, September 19, 2016 

SUPPORT FOR CAMPAIGN TO KEEP GIPPSLANDERS POSTED 

 Keep Me Posted campaign raises awareness of companies charging customers 
to receive paper bills and statements 

 Households can pay up to $180 each year 
 Rural and regional residents without internet more likely to be affected 

 
People living in regional and rural areas are asking not to be penalised for receiving paper-
based bills and statements. 
 
Federal Member for Gippsland Darren Chester recently met with advocates from Keep Me 
Posted, a group seeking community and political support to end additional fees being 
charged to receive a paper bill. 
 
The campaign also highlights how people living without the internet at home are unfairly 
penalised for receiving paper-based bills, when they have no other option. 

 
“There are many people in regional and rural areas who don’t have access to the internet at 
home, and paper bills are their only option for receiving correspondence from utilities, banks 
and government organisations,” Mr Chester said. 
 
“These people incur out of pocket expenses that those with the internet do not, often 
through no fault of their own. 
 
“While I understand companies will need to recoup postage costs, it is important that cost is 
not inflated, and people have the right to choose to continue receiving paper bills.” 
 
Mr Chester said he continued to use paper-based mail for formal correspondence, supporting 
Gippsland’s largest private employer, Australian Paper. 
 
“I prefer paper-based mail as my main form of communicating with constituents, using 
envelopes and paper made at Australian Paper Maryvale,” Mr Chester said. 
 
“There are many others who prefer to receive mail as opposed to electronic statements and 
I support their right to choose to continue to do so, without being charged excessive 
amounts.” 
 
The Keep Me Posted advocacy group includes representatives of workers at Australian Paper 
Maryvale. The group is calling for changes under the Australian Consumer Law Review and 
has requested to make a late submission that will be included in the final report. 
 
CAPTION: Federal Member for Gippsland Darren Chester with members of the Keep Me Posted 
advocacy group, which included Kellie Northwood, Executive Director Keep Me Posted; Anthony 



 
 

 

Pavey, CFMEU Secretary Maryvale Sub-Branch; Colin Ormsby, Fair Go for Pensioners; and Carole 
Sarasa, Keep Me Posted Campaign Coordinator. 
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Moreton Electorate: Keep Me Posted Campaign

SPEECH
Monday, 28 November 2016

BY AUTHORITY OF THE HOUSE OF REPRESENTATIVES



Monday, 28 November 2016 HOUSE OF REPRESENTATIVES 136

CHAMBER

SPEECH

Date Monday, 28 November 2016 Source House
Page 136 Proof Yes

Questioner Responder
Speaker Perrett, Graham, MP Question No.

Mr PERRETT (Moreton—Opposition Whip) (16:22): I rise to thank Kellie Northwood, Colin Ormsby and
Carol Sarasa from the Keep Me Posted campaign for visiting my electorate recently to talk to residents and
community groups about the impact of the push for people to conduct their affairs digitally—that is, online, not
just using their fingers. More and more businesses are imposing fees and restricting access to paper bills and
statements, denying their customers an informed and appropriate choice.

Those who attended the forum in Yeronga were worried about the widespread increase of the pay-to-pay practice
of charging customers more to receive their bills by mail rather than electronically. An Australian household
receives an average of seven to eight invoices per month. With an average cost of two dollars per bill, this adds up
to nearly $180 a year. We heard from Kellie Griffiths, manager for St David's Neighbourhood Centre in Coopers
Plain, that everyday the staff and volunteers at St David's come into contact with those who struggle to meet
the pressures of day-to-day life.

Kelly talked about the concerns some of her clients expressed in this push for online billing. Many said they knew
of older people who do not have computers or, if they did have a computer, did not know how to use it properly
or were fearful about using the internet. Many mentioned the distrust in giving out their email addresses or losing
their independence in having to rely on family members to help them work this stuff out. Kelly also talked about
the length of time and the frustration experienced by centre staff trying to organise electronic billing from a local
electricity company and wondered about the difficulty that those from non-English speaking backgrounds would
experience in trying to navigate and understand difficult systems.
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Thursday, 30 March 2017 HOUSE OF REPRESENTATIVES 102

CHAMBER

SPEECH

Date Thursday, 30 March 2017 Source House
Page 102 Proof Yes

Questioner Responder
Speaker Leigh, Andrew, MP Question No.

Dr LEIGH (Fenner) (12:14): On Friday, 24 March, I held a community forum in Belconnen Library on the Keep
Me Posted campaign. I told my own story of travails with paper bills. I signed up for a credit card offered by a
major retailer, and was told that the statements would need to come electronically unless I wanted to pay a fee. I
said I would do that, and was somewhat puzzled when six weeks had gone by and I was yet to receive an email
setting out how much I should pay. I phoned up the credit card company and was told, 'Oh, yes, we emailed it
out to you.' They had sent it in a particular attachment format. It turned out that that attachment format was one
which my email provider, the Parliament House IT services, automatically consigned to the trash, where I could
not see it. I went back to the credit card provider and said they would need to send the statements in a different
format. They said that they were unable to do so. I said: 'Well, I now owe you not only the bill but also the
overdue fees. Could you tell me how much I owe and how to get it to you?' They said: 'Certainly. We'll send you
an email.' I explained to them that such an approach would not work because the email would not get through.
They said: 'Well, we can send you a letter. It'll take a few days and you'll pay interest until it gets there, and then,
after that, you'll have to pay a little extra to sign up for paper statements,' which I did.

My story is not unique. Across Australia, a large share of the population are frustrated by their inability to get
paper bills without paying more. One survey found that 76 per cent of Australian customers are unhappy if asked
to pay a premium for paper bills and statements, and that 69 per cent want the option to continue receiving printed
information, as it provides a permanent record. This is fundamentally an issue of equity. If we look across the
population, 38 per cent of Australians feel that they are being left behind by modern technology. If you have a
disability, if you are in a low-income household or if you are dependent on a government support payment, then
the likelihood of having no internet at home is two to five times higher than the national average.

Kellie Northwood, from the Keep Me Posted campaign, explained that charges from firms to receive paper
statements can be well above the cost of providing those statements. Research done by Keep Me Posted estimates
that, for a large-scale mail-out, the cost per unit is between 88c for a standard bill and $1.02 for a personalised,
marketing-style invoice. Keep Me Posted notes that a range of organisations charge considerably more than that.
They note, for example, the charges from the Commonwealth Bank of $2.50 per monthly statement to receive
hard copies; from Origin Energy, $1.75 for statements; Telstra, $2; and Optus, $2.20. Coles charge 50c, but it is
one of the rare examples of a firm which charges less than the cost of providing the statement, with many firms
charging considerably more. Indeed, the Keep Me Posted campaign has identified firms that charge as much as
$6. There is some irony in the fact that exemptions tend to exist for the high-fee cards.

Colin Ormsby, from the Fair Go for Pensioners campaign, spoke about older Australians' concern about
vulnerability to scams and their desire to get paper statements. Among the nearly 100 attendees was the wife of a
man with dementia who was late paying because the bills went only to his email address. There were people who
spoke about their concern about phishing scams, which tend to come in attachments. Attendees commented that
the desire of large firms to charge extra for paper statements reflected an unwillingness of those large firms to
engage with customers and a desire to pass off work, such as scanning your groceries and entering your data, to
customers but yet an unwillingness to provide customer support by phone. Many of those present acknowledged
that they do many of their transactions online, through direct debit and receiving statements electronically, but
that they supported the right of people to receive paper statements without paying an additional fee.

This is an issue which disproportionately hits the vulnerable—older Australians, Indigenous Australians and
Australians with a disability. I commend the Keep Me Posted campaign and thank the many attendees who came
to our Canberra forum, one of many that have been conducted across Australia. Keep Me Posted and Labor will
keep up the pressure for customers to get a fair go.
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Duniam, J Fawcett, DJ 

Fierravanti-Wells, C Fifield, MP 

Georgiou, P Gichuhi, LM 

Hanson, P Hume, J 

Macdonald, ID McGrath, J 

McKenzie, B Nash, F 

O'Sullivan, B Parry, S 

Paterson, J Payne, MA 

Reynolds, L Roberts, M 

Ruston, A Ryan, SM 

Scullion, NG Seselja, Z 

Smith, D  

 

Question agreed to.  

The PRESIDENT (15:57):  I will advise senators that there is most likely going to be a series of divisions and 

the bells will be rung in accordance with standing order (101) for one minute, if that is the case. 

MOTIONS 

Communications by Post 

Senator URQUHART (Tasmania—Opposition Whip in the Senate) (15:57):  I move: 
That the Senate— 

(a) notes: 

 (i) the rapid increase in the use of electronic communication technology in recent decades, including in commerce, 

 (ii) that access to electronic communication technology differs between Australians, and is often related to income, age, 

education level and remoteness, 

 (iii) that not all Australians have the skills and infrastructure to communicate effectively via electronic channels, 

 (iv) that many businesses, including banks, telecommunications companies and utilities, charge consumers an extra fee to 

receive communications via post, and 

 (v) that often the fee charged by companies to receive communications by post is intended as a disincentive, and does not 

represent the actual cost incurred by the company; and 

(b) calls on the Government to bring forward legislation that will give consumers the right to receive communications from 

companies by post for no extra fee. 

Senator McGRATH (Queensland—Assistant Minister to the Prime Minister) (15:57):  I seek leave to make a 

short statement. 

The PRESIDENT:  Leave is granted for one minute. 

Senator McGRATH: While the government agrees with the need to protect consumers and the sentiment of 

the motion, more work is needed before legislation can be considered. This work may include the matter being 

considered by the Legislative and Governance Forum on Consumer Affairs, which consists of all Commonwealth, 

state, territory and New Zealand ministers responsible for fair trading and consumer protection laws. This group is 

consulted and its approval must be given for changes to the Australian Consumer Law. The Minister for Small 

Business has asked Treasury to provide advice on this issue, including whether current provisions of the 

Australian Consumer Law or other relevant laws may assist or whether new legislation is required. The minister 

has met with consumer groups, including Keep Me Posted, on this matter on numerous occasions and is happy to 

discuss the process and advise senators in the near future. 
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The PRESIDENT:  The question is that the motion moved by Senator Urquhart be agreed to. 

The Senate Divided. [15:59] 

(The President—Senator Parry) 

Ayes ...................... 36 

Noes ...................... 32 

Majority ................. 4 

AYES 

Brown, CL Cameron, DN 

Collins, JMA Dastyari, S 

Di Natale, R Dodson, P 

Farrell, D Gallacher, AM 

Gallagher, KR Griff, S 

Hanson-Young, SC Hinch, D 

Kakoschke-Moore, S Ketter, CR 

Kitching, K Lambie, J 

Lines, S Ludlam, S 

Marshall, GM McAllister, J 

McCarthy, M McKim, NJ 

Moore, CM O'Neill, DM 

Polley, H Pratt, LC 

Rhiannon, L Rice, J 

Siewert, R Singh, LM 

Sterle, G Urquhart, AE (teller) 

Waters, LJ Watt, M 

Whish-Wilson, PS Xenophon, N 

 

NOES 

Abetz, E Back, CJ 

Bernardi, C Birmingham, SJ 

Burston, B Bushby, DC (teller) 

Canavan, MJ Cash, MC 

Duniam, J Fawcett, DJ 

Fierravanti-Wells, C Fifield, MP 

Georgiou, P Gichuhi, LM 

Hanson, P Hume, J 

Leyonhjelm, DE Macdonald, ID 

McGrath, J McKenzie, B 

Nash, F O'Sullivan, B 

Parry, S Paterson, J 

Payne, MA Reynolds, L 

Roberts, M Ruston, A 

Ryan, SM Scullion, NG 

Seselja, Z Smith, D 

 

Question agreed to. 

DOCUMENTS 

Live Animal Exports 

Order for the Production of Documents 

Senator RHIANNON (New South Wales) (16:02):  Before I move motion 341, I ask that the name of Senator 

Hinch be added to this motion. 

The PRESIDENT:  So added. 

Senator RHIANNON:  I, and also on behalf of Senator Hinch, move: 

That there be laid on the table, by the Minister representing the Minister for Agriculture and Water Resources, by close of 

business on 20 June 2017, a copy of the draft or any other version of the Export Control (Animals) Amendment (Equine 

Animals) Order 2017 (the Equine Amendment Order) and all documents by or held by the Department of Agriculture and 

Water Resources and/or the Minister's office, including risk assessments, advice, emails, minutes or other information relating 

to the live export of equines including, but not limited to, consideration of the trade's cruelty to animals and any reputational 

risk to all those involved. 



18 HOUSE OF REPRESENTATIVES Monday, 29 May 2017 

 

 

CHAMBER 

We hear all this talk about the need to build these ultra-efficient so-called clean coal power stations. 'Clean 

coal' is a bit like dry water—it does not exist. But they come in here and tell us they will build those. At a 

minimum, it is $134 a megawatt hour to build one of those. Meanwhile, the cost of building a new wind power 

station is $75. A new solar power station, again, is coming down to around the same price, according to AGL. So, 

there is the option of building new power stations in Australia, which we are going to need to do, and they are 

coming in here and saying, 'Let's build the most expensive one'—at least $134 a megawatt hour. Add in this 

fantasy of carbon capture and storage and the price is going to go north of that. 

So, the Liberals and Nationals must hate their constituents, if they are advocating this, because not only is it a 

death sentence for the reef but it is a recipe for higher power prices, it is a recipe for worse droughts and it is a 

recipe for cyclones that are more intense when they hit. There are only two ways we are going to see new coal-

fired power stations built in this country. One is if we do what the minister, Senator Canavan, says, and that is 

subsidise them. Recently in the Financial Review he made an extraordinary admission, and that is that coal is a 

loss maker. He said that the only way we have got coalmines and coal-fired power stations off the ground is with 

heavy government subsidies, and he is calling for more of them. What an admission, from the minister for 

resources, that coal loses you money: not only is it bad for the planet; not only do coal-fired power stations, if we 

were to build new ones, push up power process, but they lose you money. And he is saying, instead of that, 'Let's 

tip in $1 billion to build the Adani coalmine.' Well, what absolute economic lunacy, as well as environmental 

vandalism. 

But there is a second way that a new coal-fired power station might be built in this country, and that is 

associated with the Adani mine. We know they want to attach a coal-fired power station to the Adani mine. Well, 

it is no surprise at all that the LNP wants to come in here and spruik it. But what is even more concerning is that 

the Queensland Labor government is saying, 'Let's back the Adani coalmine and potentially a new coal-fired 

power station that comes with it.' There is one thing that could be done right now to kill off the Adani mine once 

and for all. It is what Premier Daniel Andrews did in Victoria when he came out and said if he won the next 

election he would rip up the East West Link contracts after the Greens pushed for that for a long time. So now 

should the Leader of the Opposition come out and say very, very clearly that there will be no coalmine. It is time 

to stop Labor's Adani mine. We need to put an end to it. There is a very simple way that that could be done—that 

is, the Leader of the Opposition coming out and saying he will not back it if he is in power. (Time expired) 

The DEPUTY SPEAKER (Mr Rob Mitchell):  The time allotted for this debate has expired. The debate is 

adjourned and the resumption of the debate will be made an order of the day for the next day of sitting. 

Communications Fees 

Mr HAMMOND (Perth) (11:25):  I move: 

That this House: 

(1) notes: 

(a) the rapid increase in the use of electronic communication technology in recent decades, including in commerce; 

(b) that access to electronic communication technology differs between Australians, and is often related to income, age, 

education level and remoteness; 

(c) that not all Australians have the skills and infrastructure to communicate effectively via electronic channels; 

(d) that many businesses, including banks, telecommunications companies and utilities, charge consumers an extra fee to 

receive communications via post; and 

(e) that often the fee charged by companies to receive communications by post are intended as a disincentive, and do not 

represent the actual cost incurred by the company; and 

(2) calls on the Government to bring forward legislation that will give consumers the right to receive communications from 

companies by post for no extra fee. 

No member of this House will be unfamiliar with the current state of affairs that exists where many companies 

now charge a fee to send an invoice, bill or statement by post in a circumstance where that customer, quite rightly, 

could have expected that invoice to arrive for free, as being all part of the service. Those on this side of the House 

are concerned that some of our nation's most vulnerable consumers—pensioners, low-income families and people 

with disabilities, who are least engaged in the digital and who have little meaningful choice about how they 

receive information—are now being asked to pay extra to receive information in a way that used to be free. 

Information communication technology evolves very rapidly. The iPhone is only 10 years old; iPads have only 

been around for seven years. It feels like a new smart phone is released every month and its obsolescence is 

simply par for the course. Discmans, MiniDisc players, Walkmans, CDs, DVDs, good old-fashioned tapes all 

went out of fashion years ago. Now, even iTunes-style digital downloading has been displaced in favour of 

content streaming services like Spotify or Netflix. I do not know how many honourable members still keep a fax 
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machine in their electorate offices. When I entered the workforce, I still remember, the fax machine was an 

essential piece of office kit. It got a daily workout, with the thermal paper rolling off the fax machine and under 

the desk. But these days, the fax machine that still sits proudly in the electorate office is very silent and is growing 

cobwebs by the day.  

All of this technical evolution leaves people behind. Those left behind are often, very sadly, defined by age, 

income level, educational attainment and remoteness. Those who left the workforce before the widespread 

adoption of modern ICT infrastructure and those whose employment did not involve interfacing with technology 

are, typically, lower-paid, lower-skilled manual workers. They are families with low incomes that do not have the 

money to spend on ICT infrastructure for their personal use. For people with intellectual or other disabilities, it 

can be difficult for them to become accustomed to engaging meaningfully in the digital world. They are, also, 

citizens in remote communities, including Indigenous communities, who do not have ready access to digitally 

connected consumer goods or reliable internet services. For these people, this digital divide means so much more 

than simply missing out on the most recent season of House of Cards or Game of Thrones. It actually means 

having to pay extra to receive information, including statutorily mandated information, from utilities, financial 

service providers, telcos and other companies. It means paying extra to receive information that they can barely 

afford to pay for. 

The idea is that it saves money for a corporate to email a document, so they seek to incentivise consumers to 

elect to receive documents electronically. This can take several forms. Some companies charge a fee to receive 

documents through the post—invariably, a higher fee than the actual cost of posting the document. Some 

companies create incentives to electing electronic communication, such as discounts and special offers. Some 

companies have special discount pricing structures, one of the criteria of which includes only having the option of 

receiving communications electronically. The obvious problem to all of this is that it leaves those vulnerable 

consumers on the wrong side of the digital divide with, simply, higher bills to pay. The cost of those bills all adds 

up. 

We have reached a stage where those more vulnerable in our community are now having to pay precious 

dollars that they can ill afford to spend on receiving statements in the mail that, quite rightly, they should 

reasonably expect to receive as they previously did—that is, is free of charge. Quite frankly, the current state of 

affairs is misleading. At the point of sale, consumers are not informed of the entire cost of the service that is being 

provided to them, and it is also disproportionate. While companies charge an average of $2.50 to send documents 

by post, the average cost of doing so, including printing, staffing and postage, is somewhere between 94c and 

$1.11. Whilst some companies have exemption programs around the fee for paper billing, the process of applying 

for those is rarely communicated to consumers.  

What is most concerning is that this sets a very dangerous precedent. Only a legislative solution can fix this 

problem. Only by enshrining in law a citizen's right to receive communications from a company by post for no 

extra fee can we deliver justice to vulnerable consumers and ensure that no-one is left behind. I commend the 

motion. 

The DEPUTY SPEAKER (Mr Rob Mitchell):  Is the motion seconded? 

Mr Keogh:  I second this motion and reserve my right to speak. 

Mr FALINSKI (Mackellar) (11:31):  I would like to thank the member for Perth for that stroll down nostalgia 

lane and his discussions about fax machines. I can beat that: I still remember a time of telex machines and a time 

when you had to ring the operator to make an international call. Also, I would advise the member for Perth to 

update his viewing lists on Netflix from such violent films like House of Cards and Game of Thrones—maybe a 

good rom-com would help him get in touch with his feminine side!  

As the member for Perth points out, the advancements in electronic communications have fundamentally 

shifted the way in which we communicate. Eighty-four per cent of Australians own smartphones. Between 

reading the news on Facebook, uploading our food and travel snaps on Instagram, and group chatting on 

WhatsApp, that is 16 million people who have seen their ability to communicate become faster, cheaper and 

continuously available. Money can be transferred with quick swipe of one's fingerprint, and medical information 

can be saved in an app for emergency services. We can argue the merits of giving teens access to an app that 

automatically deletes the content of messages once they have been received or of our stress levels rising from an 

inability to disconnect from our work lives when we should be focusing on our families. But, overwhelmingly, I 

believe these advancements have been of great benefit to us. Never before has information been so readily 

available to so many people. Never before has consumer choice been greater. I recognise, however, that these 

advancements have not benefited all equally. Our world is changing at an increasingly rapid rate, which can leave 
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some people behind. Older Australians, who have not grown up with a computer or with the internet, let alone a 

smartphone, can be forgotten.  

When it comes to handling our affairs, paying our bills and generally interacting with businesses, competition 

in the market is what gives us as consumers the choice to decide which company we buy from, whose product is 

better, whose customer service is better and who has the best payment conditions. Companies that used to send 

paper bills to their customers now give them the option to receive them via email, a change that many of us would 

welcome. It is quicker, more convenient, saves paper and is often cheaper. This change can be frustrating for some 

Australians—those who live in remote areas and do not have ready access to the internet, or the older among us 

who do not use a computer but want to keep handling their affairs themselves. Receiving a bill that tracks our 

consumption and being able to pay that bill are part of the essential services we purchase. It is our duty as a 

community to make sure that these consumers are allowed to conduct their interactions with businesses, and 

especially essential services, without being penalised.  

The Minister for Small Business, the member for Riverina, has responsibility for consumer affairs in this place. 

As such, he met with the Keep Me Posted organisation a number of times to discuss how to address their concerns 

around the availability and cost of paper billing. While some of the issues may be covered by existing provisions 

of the Australian Consumer Law, the concerns raised must be taken seriously. The Minister for Small Business 

has informed me that he has asked the Treasury to look into these issues. As we speak, Treasury is reviewing how 

current laws, like Australian Consumer Law and the Electronic Transaction Regulations, are operating. They will 

report back to him soon on the extent of the problem, what improvements can be made and whether additional 

specific legislation is ultimately required. 

Many of the Australians we are talking about are elderly and vulnerable. Money is tight, and they may not have 

the capacity to pay additional fees for numerous paper bills, as the member for Perth pointed out. It is important 

for businesses that make a commercial decision to change processing and postage fees for paper bills to make sure 

that this change is a true reflection of the cost borne by that business and not an inflated fee or serving as a 

deterrent. I am pleased to note that many businesses, particularly those that provide essential services, already 

provide exemptions for individuals who cannot access bills digitally or who cannot afford to pay an additional fee. 

Whether or not these exemptions are readily accessible or promoted to customers is something that the Minster for 

Small Business will look into as part of his consideration of this issue. I encourage all businesses to follow this 

lead and consider the needs and rights of those consumers who have no access to the internet and who rely on 

receiving bills in paper form. Consumers and everyday Australians who feel cost of living pressures every day are 

and always will be the key focus of this Liberal government. 

Mr KEOGH (Burt) (11:36):  Today I rise in support of this very worthy motion put forward by the shadow 

minister for consumer affairs and my good friend, the member for Perth, calling for legislation to protect 

consumers from being forced to pay additional fees to receive paper statements. For many millions of Australians 

the ways in which technology has entered our lives has made us more productive at work and at play, and more 

connected than ever, and many Australian now run their lives online. However, as easy as it is to get swept up in 

discovering what technology can do, it is important to not forget those who cannot share in these great 

technological benefits. Indeed, it is because of the pervasive nature of electronic communications in our everyday 

lives that we must be vigilant to watch for areas where it may either be misused or has disadvantaged members of 

our community. 

We are becoming a nation of digital have and have-nots. There is a digital divide that we must be present to. In 

particular, where government moves access to it services online and diminishes access by more traditional 

means—not to mention the downgrading of Australia Post timeliness—it has an obligation to ensure access to 

those who cannot get online as well as to ensure online access is available to as many people as possible. This is a 

huge problem, not just in the country or remote areas but also within 20 kilometres of capital cities. Many parts of 

Burt cannot even get ADSL, now only a minimum standard, and some areas, like Thornlie, are also in wireless 

internet black spots. Worse, they are not even on the NBN rollout plan until at least 2019. Even then, they will 

still be afflicted by the government's 'fraudband' NBN. So we need to protect those without digital access. 

Alas, as with many technological advances, the efficiencies or cost savings they allow for some come as a 

disadvantage to others. More and more companies, such as banks, electricity providers and telcos, are forcing their 

customers to adopt paperless bills, pushing customers—often without notice—into only receiving these pieces of 

very important correspondence electronically and only allowing hard-copy access for a not insignificant fee. The 

real problem is that these fees disproportionally affect our most vulnerable, because they unfairly target 

Australians without the skills or infrastructure to communicate effectively by electronic channels. 

Often those without internet access are also those suffering from other forms of social disadvantage. We know 

that these groups tend to be people who are older, have lower literacy skills or might be more disadvantaged in 
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other ways. We have studies that show that internet access decreases dramatically for older Australians, 

Australians facing financial difficulty or unemployment, new migrants and people speaking English as a second 

language. For those without internet access at home, cost and a lack of competence going online are listed as key 

barriers. For example, some of the most frequent users of internet terminals at the Seville Grove public library in 

my electric of Burt are jobseekers with no internet access available to them at home. Their opportunity to search 

for work is restricted to a time that they can get online at the library. It is condescending in the least to expect 

thousands of Australian households to conduct their financial affairs at public libraries. Coupled with this, the fees 

charged by companies to receive these communications by post do not represent the actual costs incurred by the 

company—they are instead much more. 

Just last week, one of my constituents contacted me about this very issue. Mrs O'Grady wrote of her disgust at 

Bankwest charging her $1.25 to receive paper statements on her account. As she and her 83-year-old husband 

have two accounts, that is $2.50 a month just to receive a copy of their own transaction information. Mrs 

O'Grady's case is far from isolated: as her husband is not computer literate, e-statements are completely useless to 

them and to retain a service that they have received from their bank for many years they are now slugged a fee. 

Australians like Mrs O'Grady should not be unfairly penalised. It should be the right of every Australian 

consumer to determine how their bank or utility company and other service providers communicate with them. I 

applaud the work of Keep Me Posted Australia, a campaign advocating every Australian's right to choose, free of 

charge, how they receive important financial information. KMP is a partnership of interested groups, charities, 

political representatives and businesses that represent Australians who are disadvantaged by a lack of choice or 

simply do not agree with the status quo. The government should introduce legislation that will protect a 

consumer's right to choose how they communicate with government and commerce—especially essential services 

like banks and utilities—and end the financial persecution of those in our community who choose to receive 

communications from companies by post for no extra fee. 

As more and more Australians are online, the disadvantage of being offline grows. We cannot and should not 

forget those who are disadvantaged by being disconnected. 

Mrs SUDMALIS (Gilmore) (11:41):  The week between sitting dates was a busy time for me, catching up with 

people living in the electorate and learning of the issues that are causing their grief. This very problem—digital 

change—was discussed with great emotion. 

I believe that electronic technology can be a massive gain for our children—for their education and the overall 

future of our nation. However, the corporate push by electricity suppliers, telephone billers, other bodies and, 

now, the banks to charge around $2.75 for the supply of a paper account is problematic and disappointing. What 

on earth are they thinking? Who are the people most likely to be negatively impacted by this ridiculous, money-

grabbing activity? We know: it is the older sector of our community in particular. 

Let me read a letter from one of my constituents, Marlene Miller. Parts of the letter are underlined in red and 

written in capitals, with other parts written in red ink: 

Dear Ann, 

I'm writing to you with my concerns— 

and many of these are health ones at first— 

My husband, Thomas, and I are on a full aged pension. (We are grateful and thankful for this). However, as we are ageing, 

our health problems are increasing. TOM is NOW 77 years old. In the past 7 yrs, he has had "BOWEL CANCER", & recently 

"PROSTATE CANCER. I have recently been diagnosed with "severe OSTEOPOROSIS". 

She is 74, but she has the osteoporosis effect of an 89-year-old: 

I could end up in a Nursing Home … 

And then she goes on about how she may be replacing her hip. During Tom's recovery from his prostate operation 

he fell. She had to lift him and now she has additional problems. But the most important point she brings to me in 

the letter is: 

The "COST OF LIVING PRESSURES" ARE BECOMING increasingly MORE DIFFICULT. Eg. Health CARE COSTS, 

FOOD AND ESPECIALLY ELECTRICITY!! 

WE RARELY IF EVER, USE OUR HEATER USUALLY GO TO BED AT 7:30pm TO KEEP WARM & SAVE COSTS! 

I MAKE SOUPS OR CASSEROLES WITH LOTS OF VEGETABLES, & JUST A LITTLE MEAT. 

WE HAVE BODY CORPORATE FEES TO PAY, AS WELL AS RATES, INSURANCES, PHONE, WATER RATES & 

NOW THE FIRE LEVY!!! BECAUSE WE DO NOT HAVE A COMPUTER, & CANNOT AFFORD TO RUN ONE, THE 

BODY CORPORATE NOW CHARGES US EXTRA MONEY TO "PROCESS" OUR PAYMENT AT THE POST 

OFFICE!!! I DO BELIEVE THE GOVERNMENT STATED THAT "AGED PENSIONERS" WOULD BE "EXEMPTED" 

FROM PAYING SUCH A FEE! 
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Well, I am not sure that that is the case. They have always worked very hard: 

… ALMOST ALWAYS Buy SECOND HAND CLOTHES, or CARS. WE HAVE NEVER IN OUR LIVES HAD A 

"CREDIT CARD". 

She challenged the body corporate about this extra fee. I have two letters here which she sent on. One says: 

As an example a DEFT levy notice with $100.00 payable, when scanned by Australia Post, will read as $102.75 owing in 

the cashier's system. Once paid, $100.00 that will be allocated by your Strata Manager to your lot and $2.75 will be retained 

by Australia Post. 

Australia Post denies the fact that it is actually putting on the additional levy. So just who is responsible for this? 

It is time we tried to find out. She also says that she is very happy to be living in Kiama, but she is finding it 

difficult. 

I worked hard to have the pensioner concession card reinstated for those self-funded retirees who, because of 

their income level, lost their card on 1 January this year. Some of the ministers have actually said I was possibly 

too tenacious or too annoying. However, I am proud to let the more than 92,000 affected Australians, more than 

3,000 of whom live in Gilmore, know that they will be getting their pensioner concession card back in October 

this year. I will follow up on these unfair paper charges put on by banks, utility corporates and other corporations 

with exactly the same tenacity I put forward in that case. 

Ms BRODTMANN (Canberra) (11:45):  In my capacity as shadow assistant minister for cybersecurity and 

defence I am more than aware of the speed at which information and communication technology evolves. I am 

also more than aware that the rapid pace of change brings with it a risk that some people will subsequently 

unfortunately be left behind. So I thank the member for Perth for bringing forward this motion, drawing attention 

to this very important issue of the digital divide of the haves and have-nots that is occurring right across Australia 

as I speak. This digital divide is a significant issue and it is something we need to be mindful of. The previous 

member mentioned the fact that 94 per cent of us are on smart phones. That might well be true, but from my own 

experience of people in my electorate who are still manually going down to the post office to pay their bills with 

their chequebooks, clutching their bills in their hand, there is a different reality for a large proportion of 

Australians out there. That is why I commend the member for Perth for bringing this to our attention. 

Whilst many of us enjoy the ease of transacting online—purchasing groceries, paying bills or monitoring our 

utility usage in real time—we do forget that there are also just as many people who do not have access to the same 

level of digital technologies. Many of these people may have left the workforce before the widespread 

introduction of modern ICT infrastructure, particularly the portable range. They may have had the types of jobs 

that did not require the use of these sorts of technologies. Or, as we heard from the previous member, they may 

live in remote communities where access to reliable internet services is limited. Whilst the experiences of these 

people are different, there is one thing they all have in common: they are paying extra to receive information from 

their utility companies, their financial services and their telecommunications providers. Why do they pay extra? 

They pay extra because they want or need—in many cases there is a need here; let's not forget that—to receive an 

invoice, bill or statement on paper by post. 

Many service providers are required under industry codes or statutory guidelines to provide certain information 

to their customers. Now they are asking their customers to pay to receive that. Companies claim that sending 

information online saves them money, so they apply a fee to paper documents to create an incentive for people to 

change their behaviour—to move from paper to online documents. They are doing this in a number of ways. Some 

companies are charging a fee to receive a document in the post. The fee is generally more than the actual cost of 

posting a document—anywhere between $1.30 to $5, with the average being $2.50. Why it is so expensive I do 

not know. Other companies use discounts or special offers only available online to create the incentive for 

customers to move to email. There are also examples where companies use special discount pricing structures, 

where a cheaper price is offered if a customer chooses to receive all of their communications electronically. 

While companies try to justify the additional charge, what it really means is that at the end of the day there is an 

extra bill to be paid by the consumer. The consumer wears the cost. These extra bills add up, placing a financial 

burden on those who, in my view, can least afford it. I am thinking here about my mum, who is on the full 

pension. I am thinking here of those women and men I see down at the Australia Post outlet at Deakin with their 

chequebooks and bills in their hands. In many cases, these are not wealthy people. 

There is no evidence that paper communication adds a significant cost to business or that the charges applied 

are directly related to cost recovery. I know there are many consumers across Canberra who are sick of what they 

are seeing: companies double-dipping and customers being billed for information they are entitled to receive. This 

is what we forget: they are entitled to receive their bill in the post on a piece of paper. Many people in my 

community have participated in the Keep Me Posted campaign, which is advocating for no penalties to apply to 
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their preferred way of receiving transactional communication. The campaign highlights a number of areas of 

anticonsumer behaviour and, in particular, considers paper billing fees as being thin end of the wedge. I agree 

with that. This is the thin end of the wedge. Where will this stop? This should not be the burden of the citizen. It is 

the job of these companies to provide these bills, if required, on paper in the post. A simple change in legislation 

to enshrine the right to receive communication from a company by post at no extra fee or charge is really 

important to protect the rights of consumers. 

Mr TIM WILSON (Goldstein) (11:50):  It is almost impossible to rise to this notion without recognising the 

abject foolishness of what it seeks to achieve. Let's go through the different sections of the motion. Part 1 notes: 

… the rapid increase in the use of electronic communication technology in recent decades, including in commerce … 

I give that a tick. Clause 1(b) says: 

… that access to electronic communication technology differs between Australians, and is often related to income, age, 

education level and remoteness … 

That is true. That is also a tick. Then it says: 

… that not all Australians have the skills and infrastructure to communicate effectively by electronic channels … 

That is a sensible, logical, reasonable observation. Clause 1(d) says: 

… That many businesses, including banks, telecommunications companies and utilities, charge consumers an extra fee to 

receive communications via post … 

That is a tick. That is a logical statement of reason and rationality and observation of the world. Then you go on to 

matter 1(e): 

… Often the fee charged by companies to receive communications by post are intended as a disincentive, and do not represent 

the actual costs incurred by the company … 

I have to say that there is a very big question mark there. The reality is that it is definitely true that some 

institutional service providers like to send things electronically. Why? It is actually pretty bloody obvious. They 

like to send things electronically— 

The DEPUTY SPEAKER (Mr Broadbent):  I think you made a simple mistake. We will have to refer to the 

Hansard. 

Mr TIM WILSON:  Whatever it is I said, I am happy to withdraw it. 

The DEPUTY SPEAKER:  I think you should withdraw. 

Mr TIM WILSON:  I withdraw unreservedly, for the sake of clarity. It is pretty obvious— 

The DEPUTY SPEAKER:  Public ramblings are not acceptable within the parliamentary process of speaking. 

Mr TIM WILSON:  I think I understand what you are saying, Mr Deputy Speaker. I will continue. I have 

withdrawn. Is that satisfactory to you? 

The DEPUTY SPEAKER:  Yes. 

Mr TIM WILSON:  It is pretty obvious why that is the case. It is because it is cheap, with very little cost, 

quick—meaning responsive—efficient. As a consequence they do prefer that. But if you require things by 

traditional means, by post, there is a cost. There is a thing called Australia Post. If you go to the post office—I am 

not sure if any of the members opposite have done that recently—there is a cost of sending a piece of mail. You 

also have things like the paper that you print on. There is printer ink and time, energy and resources in folding and 

processing. All of that costs money. In fact, with the price of a standard letter being about $1 and the previous 

speaker talking about the cost of sending something being about $1.30 once you factor in all the other costs, 

which is roughly what agencies use—yes, there is a cost. 

Ms Keay interjecting— 

Mr TIM WILSON:  To those opposite who are interrupting—I have not finished. Then you go on to clause 2 

of the motion: 

… calls on the Government to bring forward legislation that will give consumers the right to receive communications from 

companies by post for no extra fee. 

What you are saying is that they should not be charged. I understand why you might make that argument, though 

it does not actually reflect the cost, but it just means the cost has to be reflected elsewhere. Because there is a cost. 

I just went through the very logical process by which a cost is calculated. That is not to say that I prefer that or 

disagree with that; it is just a statement of fact. It is a statement of reality about the world that we live in. Online is 

effectively free, minus the cost of staff time, which is sometimes required for the automation of the systems. But 

once you fractionalise that across thousands, if not millions, of transactions, the cost per distribution is minimal. 

Something in the post is not cost free or anywhere near the equivalent. Yes, you can negotiate for a reduction of 
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price in bulk-purchased mailing rates, but there will be a cost, which will be fractionalised across various bits of 

mail to include staff and labour time and everything else. 

So we need to recognise that there is a reality that does not accord with the motion that has been put before 

us—and that is (1)(e) and (2) of the motion. The reality is that we know there is already a method of regulation on 

bank fees and charges and the costs in telecommunications companies. Members opposite may not like to 

acknowledge that, but it exists. It is called the marketplace. People choose to go between different banks. To put 

my own perspective, I have multiple accounts with different banks. Before anybody gets hysterical about it, they 

are all disclosed on the register. As a consequence, you make decisions based on messaging and signals. Only a 

few moments ago, I got this annoying phone call from an energy company that wants me to shift over. One of 

their key messagings is that there are reductions in the penalty and rates associated with switching over. The 

market regulates. This motion is a waste of time.  

Ms SHARKIE (Mayo) (11:55):  I rise to support this motion moved by the member for Perth. The Nick 

Xenophon Team have been strong supporters of the Keep Me Posted campaign right from its inception. Senator 

Xenophon sought to introduce legislation into the Senate in April last year to protect consumers against unfair 

fees for paper bills and statements. This move would have brought Australia in line with many European 

countries, Canada and some of the American states, particularly Pennsylvania and New York. Unlike Australia, 

those other countries and those American states have been quick to tackle this issue.  

Being charged for paper bills and statements is a particular challenge for older Australians and for rural and 

regional Australians. I can understand if you are in the middle of somewhere affluent or you are a young person 

and good with computers that you would not think that this is an issue, but if you are an older Australian this is a 

big issue and it has been raised with me by many constituents. I think we are forgetting the digital divide, as many 

of us move to phones where we have a computer in our hand. There are many Australians—in fact, 3.5 million 

Australians—who do not have internet access, who do not have computer skills; not all of us are digital natives. 

For many people it is incredibly frightening to think that they would be receiving their bills online. The fact that 

we have some of our wealthiest companies in Australia demanding that older Australians, Indigenous Australians 

and people with a disability—those who are most likely to be susceptible to being charged for paper bills—pay to 

receive their bills is just astounding. Let me just reel off some of them: Citibank charges $2 per statement; 

Macquarie Bank, $2.50; and Suncorp Bank, $3 per statement. It does not cost that much to put a postage stamp on 

a bill. Telstra charges $2.20; Energy Australia, $1.69; and AGL, $1.75. I think many of these companies should be 

doing the right thing. They should realise that not everybody is online, not everybody has a computer and not 

everybody is able to determine what is a scam email and what is a real email and that some people still like to 

receive their bills in the mail. The average Australian household receives between seven and eight invoices per 

month, with an average cost of $2.20 per bill. This equates to $180 extra per annum for the privilege of getting 

your bill in the mail for services that you are paying for. That is $180. If you are on a pension, if you are on a very 

limited income, you need to make every dollar count. I think it is extraordinary that this parliament is not doing 

more to protect our most vulnerable Australians—as I said, people who are disabled or living in a low income 

household. We have to remember that just 57 per cent of households with an income of less than $40,000 have 

access to the internet. So what we are doing and what companies in Australia are doing is penalising those who 

can least afford it.  

The DEPUTY SPEAKER (Mr Broadbent):  The time allotted for this debate has expired. The debate is 

adjourned and the resumption of debate will be made an order of the day for the next sitting.  

COMMITTEES 

Public Works Committee 

Report 

Mr BUCHHOLZ (Wright) (11:59):  On behalf of the Parliamentary Standing Committee on Public Works, I 

present the committee's report entitled, Report No. 5 2017: Referrals made December 2016, February and March 

2017. 

Report made a parliamentary paper in accordance with standing order 39(e). 

Mr BUCHHOLZ:  by leave—On behalf of the Parliamentary Standing Committee on Public Works I present 

the committee's fifth report for 2017 of which five proposals referred between December 2016 and March 2017 

are now tabled. The first proposal is stage 1 of the Garden Island Critical Infrastructure Recovery Program. The 

project will demolish the existing cruiser and oil wharves at the naval base at Garden Island in Sydney and replace 

them with new wharves which will cater for the Royal Australian Navy's current and future needs. The future 

project cost is $213 million. 
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Speaker McGowan, Cathy, MP Question No.

Ms McGOWAN (Indi) (10:35): I second this motion, as this bill supports the people who live in regional and
rural areas who have access to very poor internet and mobile phone coverage. This is a huge concern in my
electorate. I totally support the words of the member for Denison. I thank him for bringing this to the attention
of the parliament and I look forward to working with the government to progress this issue. It is causing huge
concern, particularly for older people who not only do not have internet access but find it extraordinarily hard to
manage online services. I thank the member for Denison. I am very happy to second the motion.

The DEPUTY SPEAKER: The time allotted for this debate has expired. The debate is adjourned and the
resumption of the debate will be made an order of the day for the next day of sitting.
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Mr WILKIE (Denison) (10:25): I move:

That this bill be now read a second time.

It goes without saying that technology is a wonderful thing. Technology gives businesses the opportunity to
operate with much greater efficiency; hopefully be more profitable and hopefully employ more people. Of course,
technology gives consumers the opportunity to have much greater access to goods and services, and hopefully
at a better price. So it is a good thing, but technology is no good for consumers in some situations. For example,
it is no good if it limits choices. I am sure I can speak for many members when I say that it is not unusual for
constituents to approach us and say they are dismayed by the lack of counter services, say, with government
agencies—Centrelink, Medicare and so on. I know a particular problem in Tasmania in Hobart was getting rid
of the counter service for seniors at the Centrelink office. The government and, indeed, many businesses are
increasingly going online and getting rid of the face-to-face contact, which we have had in the past and which
many people have grown accustomed to and rely on.

Of course, it is no good for consumers when technology allows them to hide misconduct. I am very pleased that
this parliament has now taken some action to clamp down on the airlines in particular gouging on credit card
fees. You see a cheap airfare and you go to book it and, all of a sudden, you are up for another $7 or $14 or $21
to use your credit card, even though you know full well that the cost to the airline is a tiny fraction of that. We
still have the problem with hire car companies. You see an ad for $49 a day to hire a car and by the time you
have finished your online booking, you seem to be spending near on $100 a day to hire a car.

Another problem with technology is the increasing practice of some companies, seemingly many companies
these days, where they are only offering electronic statements or they are offering paper statements, but they
are charging customers to get those paper statements. I have received many complaints about this increasingly
commonplace practice and that is why I stand here today, and I think I speak for many of my colleagues in this
place, saying that there are many of our constituents who are increasingly concerned with this practice—this
practice of companies only offering electronic statements and not asking the consumer if they are happy with
that and, if they do offer paper statements, charging those customers to get a copy of that paper statement.

This is a problem for all sorts of reasons not just that people do not like change, although that is relevant. For
a start, some people do simply do not have the internet or email, or if they do have the internet it may not be
reliable enough to ensure that they will always get a copy of that invoice, whether it be an electricity bill, a
phone bill or a water bill or whatever. Regrettably, some people just cannot afford to have the internet or access
to email. That might seem a remarkable proposition to us in here on the very big wages that we are on, but of
course many of our constituents, many of my constituents, do not have a spare several dollars and have to go
without things. One of the obvious things for them to go without is internet access. The point here is that this
move towards electronic statements, this move towards charging for paper statements, is one of those things that
has a disproportionate impact on low-income members of our community and on disadvantaged members of our
community. Of course, there are other people who simply do not trust the transmission of personal information
and financial information over the internet. They do not do it. They do not want to bank online and they do not
want to get their invoices or their statements online, and that is fair enough. I can understand why some people
would be very cautious about the internet and not wanting this information being transmitted over the internet.

An issue is that the cost of issuing a statement to a customer is a part of doing business. It should not be seen as an
extra or a bit of a bonus that someone should have to pay for; it is the cost of doing business. Like other baseline
costs of doing business, it should be socialised among all of the customers of the business. If some customers,
quite rightly, still want to receive a paper statement, then they should get a paper statement and they should not
have to pay a premium for that; it should be socialised across all of the customers of the business. As I say, it is
part of the baseline cost of doing business. When a company gets in electricity bill, it does not divvy up the cost
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of the electricity bill to some of its customers, or it should not; it socialises that electricity bill across its entire
customer base. It is the same with its water bill, its rates and the inputs into its production. A motor car company
does not charge only some people for spark plugs; it is a cost of doing business.

That brings me to the purpose of this bill. It is a pretty straightforward bill and it is one of those bills that I hope
would have the support of everyone in this House. In essence, the bill that I am tabling today would ensure that,
when a supplier gives a bill, statement or proof of transaction to a customer, it is provided in paper form unless the
customer consents to receive it electronically. Furthermore, the bill would prevent customers being charged a fee
for receiving a paper bill, statement or proof of transaction in paper. It is pretty straightforward and it builds on
the existing requirement in Consumer Law for customers to be given bill statements and proofs of transactions.
This does not change that; it simply says that, if a company wants to move to electronic statements, it can only do
so with the consent of the customer and, if the customer does not consent, that customer will continue to receive
paper bills and that customer will not be charged any premium for receiving those paper bills.

The bill before the House allows for penalties to be imposed when suppliers do not comply with the law. As with
other Consumer Law, the ACCC would be the body that would enforce compliance. It would only apply to goods
and services sold after this bill comes into effect. I should say that I have developed this very much in response to
the concerns of my constituents and the concerns of the member for Indi, who is very kindly seconding this bill.
She is as concerned as me. I see my crossbench colleagues nodding, including the member for Kennedy and the
member for Mayo. We have all received these sorts of complaints from our constituents, including the member
for Dawson. It is all very straightforward. I would like to acknowledge the Keep Me Posted campaign, which
has been very exercised about this matter. They have been lobbying many, if not all, members of this House.

This is one of the issues about which the government really needs to be responsive to the community. Just because
this bill did not come from the government does not mean it should not be supported. We have a duty in here to be
responsive to our community by hearing what their concerns are and trying to address those concerns to solve the
problems. We have a duty to come in here and be collegiate. Is it is very unusual for the government to embrace
and support a bill from the opposition and from the crossbench. It happens all too rarely. I think we are letting the
community down with that because the community does expect us to be collegiate. When we see a problem we
should fix it. When the solution comes from anyone in this House, if it is a good solution we should get behind it.

I call on the government in this case to be less beholden to the interests of business. Sure this move towards
electronic statements and charging for paper bills does improve a business's bottom line, but it is not just about
business. It is about getting the balance between the rights and needs of business and the rights and needs of
consumers and members of the community. This is a good opportunity for the government to show that it is
prepared to identify a problem, to work collegially, to not be beholden to business interests and to understand
just as well that it needs to be responsive to members of the community. Again I would like to single out the
member for Indi for seconding this bill and for her interest in this matter.

The DEPUTY SPEAKER  ( Mr Rob Mitchell ): Is the motion seconded?
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Appendix	5	

	

Australian	supporters	survey	-	Keep	Me	Posted	Reply	Paid	Flyer	
	
Keep	Me	Posted	distributed	reply-paid	postcard	flyers	in	4,000	Post	Offices	across	the	country.	The	
distribution	started	in	July	2017,	to	date	the	campaign	office	keeps	receiving	an	average	of	20	
postcards	a	day.	
	
Between	10th	July	2017	and	19	December	2017,	Keep	Me	Posted	collected	responses	from	6,153	
Australians.	
	
State	by	State	distribution	of	responses:		

	
	
Supporters	were	asked	to	tick	boxes	to	explain	why	it	is	important	to	them	to	support	the	
consumer’s	right	to	choose.	
	
Response	1	–	I	don’t	have	a	computer	
R2	–	I	live	in	an	area	where	broadband	connectivity	is	poor	and	I	have	unreliable	internet	access	
R3	–	I	don’t	feel	confident	or	I	don’t	like	using	the	internet	
R4	–	I	am	concerned	about	internet	fraud	
R5	–	I	like	to	keep	paper	records	in	case	I	have	a	dispute	or	problem	that	will	need	resolving	
R6	–	I	am	supporting	people’s	right	to	choose	on	a	social	justice	level	
	
Responses:		
	 R1	 R2	 R3	 R4	 R5	 R6	
Number	of	
respondents	

2666	 2025	 3483	 4611	 5574	 5558	

%	of	
respondents	

43.33	 32.91	 56.61	 74.94	 90.60	 90.33	

	
	
	

State	
(%	of	Australian	Population)	

Number	of	Postcards	 %	of	Postcards	with	a	
known	location	

Australian	Capital	Territory	(1.27)	 24	 0.44	
New	South	Wales	(31.98)	 1831	 33.34	
Northern	Territory	(1.00)	 4	 0.07	
Queensland	(20.02)	 738	 13.44	
South	Australia	(7.02)	 729	 13.27	
Tasmania	(2.12)	 165	 3.00	
Victoria	(25.66)	 1557	 28.35	
Western	Australia	(10.51)	 444	 8.08	
N/A	 661	 	
Australian	Total	 6153	 100	
Total	of	recipients	with	a	known	location	 5492	 	
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