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Dept. of Infrastructure, Transport,

Regional Development, Communications and the Arts
GPO Box 594

CANBERRA ACT 2601

Dear Sir/Madam

RE: PROPOSED AVIATION CUSTOMER RIGHTS CHARTER & AVIATION
INDUSTRY OMBUDS SCHEME CONSULTATION PAPER

The Government is to be applauded for the proposed Aviation Customer Rights
Charter and associated Aviation Industry Ombuds Scheme — it is sorely heeded and
long overdue. It is important that final scheme, whatever form it takes, is practical,
achievable and enforceable.

One major consideration not covered in the draft Aviation Customer Rights Charter
(ACRC) is the difference between treatment/rights for domestic and international
travellers. Domestic travel is largely point-to-point within Australia whereas
international travel usually involves overseas transfer points and connecting flights
with other carrier involvement which complicate matters.

While not mentioned in the Consultation Paper, it is assumed that the proposed
Aviation Industry Ombuds Scheme (AIOS) would be funded by the Australian
Government — unless some form of funding participation from all carriers operating
to/from Australia is intended. This does not appear to be explained in the Aviation
White Paper.

Additionally, the ACRC may need to consider other services that impact on the
travelling passenger aviation satisfaction - things over which the airline and airport
authorities have no control — Federal Inspection Services (FIS) e.g. Customs,
Immigration and Quarantine (CIQ) services. The CIQ need to be included in the
charter to be truly inclusive in considering (international) aviation customer rights.

In the attached | have made various comments on the suggested broad outlines of
Proposed Rights 1 through 6 as they are listed, from a practitioner’s point of view
and | ask they be considered in your overall deliberations.

| have also included at Proposed Rights 7, some additional items you may wish to
consider for inclusion in the ACRC.
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Finally, while it may not form part of the ACRC, passengers must be encouraged to
secure appropriate travel insurance which often assists in bridging the gap between
airline Montreal Convention legal limits and passenger expectations.

Thank you for the opportunity to comment. | look forward to seeing the updated
ACRC version when it is available together with hopefully, answers to questions |
have raised.

Sincerely
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