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Short comment
• Australian travellers have endured years of poor airline accountability and limited
consumer protection.
• According to CHOICE, during COVID-19 fewer than one-third of passengers received
refunds for cancelled flights; most were issued difficult-to-redeem credits. Qantas alone
was estimated to hold about $1.4 billion in unused credits and was awarded a CHOICE
“Shonky” Award for its conduct. Customer service failures, excessive call-wait times and
inconsistent policies have persisted.
• The Australian Government’s draft Aviation Consumer Protections Charter (ACPC), and
accompanying Aviation Consumer Ombuds Scheme (ACOS), aim to set minimum
consumer protections are a welcome step, but without clear, enforceable standards they
risk codifying weak expectations rather than creating real, automatic and enforceable
consumer protection rights. 
• The ACPC and the ACOS must deliver what the Australian Consumer Legislation (ACL)
already promises — and align with stronger EU, USA and Canadian passenger-rights
regimes. 
• In its present form, the draft ACPC runs the risk of weakening rather than bolstering
consumer protections, due to vague and subjective wording, lack of enforceability and
gaps relative to ACL rights. 

This submission highlights the purpose and context of the submission, key problems, how
Australia lags behind other jurisdictions, the key messages, and recommendations for
strengthening the draft ACPC, proposed new ACOS, and consumer protection rights.



Upload attachments

File uploads

strengthening-australia-s-draft-aviation-consumer-protections-charter-acpc-
submission-5th-october-2025.pdf (99.85 KB)

Step 2: Contact details

First name
Stephen

Last name

State

Email address

Email notification
aviationconsumer@infrastructure.gov.au

Consultation name
Aviation Consumer Protections – subordinate legislation (including the Aviation
Consumer Protections Charter)

OFFICIAL







Strengthening Australia’s Draft Aviation Consumer Protections Charter (ACPC) Submission 
 

Date: 5th October 2025  Page 3 of 3 

9. Set minimum complaints handling, escalation and customer-service timelines and 
requirements — e.g. maximum airline and ACOS phone and email wait times, and access 
to human escalation. 

10. Make compensation a behavioural incentive — penalties must motivate airlines to reduce 
preventable delays. 
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