
Correspondence between ACCAN, 

ACMA, ATA and Department of 

Infrastructure, Transport, Regional 

Development, Communications, Sport 

and the Arts 

a) ACCAN Consumer Sentiment Tracker Wave 3 ............................................. 2 

b) ACCAN email to Senator Hanson-Young – 11 March 2026 ......................... 6 

c) ACCAN email to Luke Coleman – Australian Telecommunications

Alliance – between 12 March to 13 March 2026 ................................................... ..8 

d) Telstra letter to ACCAN – 16 March 2026..................................................... 13 

e) Department of Infrastructure, Transport, Regional Development,

Communications, Sport and the Arts – Triple Zero Custodian Division

letter to ACCAN – 16 March 2026 ....................................................................... 16 

f) ACCAN letter to Lyndall Stoyles - Telstra – 16 March 2026 ..................... 18 

g) Telstra letter to ACCAN - 17 March 2026 ..................................................... 21 

h) ACMA Letter to ACCAN – 19 March 2026 ................................................... 26 

i) Screen shot - ACCAN response to ACMA – 19 March 2026 .................... 28 



a) ACCAN Consumer Sentiment Tracker Wave 3 



      
             

           

           

            

          

          

            

        

             

         

               

        

                    

                 
                

                 
     

                 
            

               
 

           

              

          

              

              

         

                

         

      

           

       



     

        

             

        

               

           
      

               

           
   

              

               
                 

              

    

               
           

                
            

            
     

      

            
            

              
           

    

        

         

      

       

         

               
 



            

           

 

             

        

              

           

        

          

               
  

     

          
     

        
             

 
     
          
           

    

        

            
              

                

        

                
            

              
          

        

 



b) ACCAN email to Senator Hanson-Young – 11 March 2026 



 
From: 

To: 

Cc: 

Subject: FW: ACCAN Consumer Sentiment Tracker Wave 3 

Date: Tuesday, 24 March 2026 9:45:01 AM 
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Consumer Sentiment Tracker Wave 3.pdf 

 

Research from ACCAN, a copy of which I understand was sent to each committee member ahead 

of the hearing on 12 March. 

 

From: CEO 

Sent: Wednesday, 11 March 2026 8:44 AM 

To: Hanson-Young, Sarah (Senator) 

Subject: ACCAN Consumer Sentiment Tracker Wave 3 

 

Dear Senator 
 
The attached summarises key findings from Wave 3 of ACCAN’s Consumer Sentiment 
Tracker relating to consumer views on mobile network reliability and access to Triple 
Zero services. The data indicates significant consumer concern about the reliability of 
emergency access via mobile networks, alongside strong support for minimum 
reliability standards. 
 
I would welcome the opportunity to discuss this further with you, either in Canberra or 
via online meeting. Ayden Castro in my office can assist with arranging a suitable time 
on 
 
Warm regards Carol 

 

 

 
Our team acknowledges the Gadigal people of the Eora Nation on which ACCAN’s office stands, as 

well as the many other traditional lands where our staff, board and members operate. We pay our 

respects to Aboriginal and Torres Strait Islander cultures, and to Elders past and present. 

 

A: PO Box A1158 Sydney South, NSW 1235 | P: 02 9288 4000 

  
   

 

 
    

  



c) ACCAN email to Luke Coleman – Australian Telecommunications 
Alliance – between 12 March to 13 March 2026 



From: Carol Bennett 
Sent: Friday, 13 March 2026 10:30 AM 
To: 'Luke Coleman' 
Cc: Gareth Downing Christiane Gillespie-Jones 

Subject: RE: 000 Research 

Dear Luke 

Thanks for responding. 
 

Unfortunately, you again seem to think that questioning the research - claiming the message is 
wrong - or the survey is wrong - is the big issue. It isn't. 

 
You say the Telcos have acknowledged the problems with triple zero and are undertaking measures 
to address the problems - again not sure I see that in your response. 

Building public trust and confidence doesn't happen when you're primarily seeking to defend the 
industry, deny there is a problem, or dispute survey results about the extent of the problem. 

 
Do you seriously think there is not a significant problem here? Do you question that the public have 
lost confidence in triple zero? Do you think that the trust problem is because ACCAN published a 
survey showing consumer sentiment and giving voice to their experience? Why make denial your 
story? 

 
I look forward to you being part of the solution rather than further exacerbating the issue of public 
confidence in Telcos and triple zero. 

 
ACCAN will continue to represent consumer voices and work towards Telcos to better provide what 
is an essential lifesaving service. It is consumer voices that inform our advocacy for regulations and 
practices that will improve consumer safety and confidence. 

 
Regards Carol 

 

 

 
Our team acknowledges the Gadigal people of the Eora Nation on which ACCAN’s office stands, as 

well as the many other traditional lands where our staff, board and members operate. We pay our 

respects to Aboriginal and Torres Strait Islander cultures, and to Elders past and present. 

 

A: PO Box A1158 Sydney South, NSW 1235 | P: 02 9288 4000 | M: 

 

From: Luke Coleman 
Sent: Friday, 13 March 2026 10:00 AM 

  
   

     

 
    

  



   

    

 

   

                
               

                
                

                 
                 

      
              

             
                

      
 

 
 

  
 

 
 

         
 

  
   

   
       

   
   

    

  

              
          

           
           

                
              



that the industry acknowledges the problem and is working to address it. We will be 

releasing the full survey findings publicly shortly. Carol 

 

 

 

 

 

 

 

 

 

Our team acknowledges the Gadigal people of the Eora Nation on which ACCAN’s office stands, as 

well as the many other traditional lands where our staff, board and members operate. We pay our 

respects to Aboriginal and Torres Strait Islander cultures, and to Elders past and present. 

 

 

 

A: PO Box A1158 Sydney South, NSW 1235 | P: 02 9288 4000 | 

 

 

 

From: Luke Coleman 
Sent: Thursday, 12 March 2026 11:31 AM 
To: Carol Bennett 
Cc: Gareth Downing ; Christiane Gillespie-Jones 

 
Subject: 000 Research 

 
 

 
Hi Carol, 

 
I have seen your media release regarding ACCAN's consumer sentiment research in relation to 
000. 

 
Given the high degree of public interest Triple Zero, can ACCAN please share the research in 
full? We would be very interested to see the details of the polling, such as the sample size and 
the questions that were posed to respondents so we we can better understand the results in 
context. 

 
Best regards, 

Luke 

  
   

       

 
    

  



 
Luke Coleman 

CEO 

A  Level 25/100 Mount S , , 

E 

M 

W www.austelco.org.au 

t, North Sydney  NSW  2060 

 

 

 

 
 

 
 



d) Telstra letter to ACCAN – 16 March 2026 



 
16 March 2026 
 
 
 

 
Ms Carol Bennett 

Chief Executive Officer 

Australian Communications Consumer Action Network (ACCAN) 

 
By email: 
 
 

 
Dear Ms Bennett, 

 
Misleading statements concerning access to Triple Zero (000) 

 
ACCAN is a trusted and important consumer advocacy group and plays a critical role representing and 

informing Australians about telecommunications. 

 
It is for this reason I read with alarm ACCAN’s recent public statements about Australians’ ability to connect 

to Triple Zero (000) from mobile phones during network outages published on your website, and reported in 

Communications Day last Friday. 

 
In the media release “Triple Zero failures affect one in ten – system reform is now urgent”, published 

11 March 2025, you state: “one in ten [Australians] report they or a family member have been unable to 

connect to Triple Zero in the last twelve months according to new polling”. 

The release later states the 10 percent of Australians figure is drawn from a “nationally representative 

survey” and the failures occurred due to a mobile phone outage. There is no detail of the survey sample 

size or supporting methodology and the above statements are not disclaimed or qualified. 

By publishing these statements, ACCAN has represented that: 

1. 2.7 million Australians (10 percent of the population) were affected by Triple Zero failures in 2025; 

2. 2.7 million Australians (10 percent of the population) attempted and were unable to connect to 

Triple Zero in 2025; and/or 

3. 10 percent of Triple Zero calls fail; and 

4. 10 percent of Triple Zero call fail due to a mobile outage. 

 
While Telstra has not seen the underlying survey data, as the designated Emergency Call Person and the 

largest telecommunications provider in Australia, we are confident that the above statements are 

unsupportable and demonstrably incorrect. 

 
The available data shows that as the Emergency Call Person, Telstra answers around 32,000 calls to Triple 

Zero each day. In FY25, 97 percent of calls to Triple Zero were answered within five seconds, and 

98 percent were answered within 10 seconds. 

If your data relates to faults that occur before reaching the Emergency Call Person, the implication of 

ACCAN’s statements about Triple Zero call failures is that 10 percent of all mobile calls in Australia fail due 

to outages. Approximately 65 million successful voice calls are made daily on Telstra’s network alone. 

 

 

Confidential 



 
ACCAN is representing that, at a minimum, 6 million calls fail per day due to outages. On its face, that is 

absurd. 

Given ACCAN’s role and standing, we are disappointed you would mislead consumers in this manner. Your 

actions are likely to cause unjustified community alarm and erode public confidence in a critical national 

service. Given one of ACCAN’s core values is transparency, it is difficult to comprehend how such alarmist 

statements can be made without supporting evidence. 

 
As you know, telecommunications providers are subject to the Australian Consumer Law and would be 

liable to significant penalties for making misleading statements of this nature. As the leading consumer 

advocate, we expect you to meet at least a similar standard of conduct. 

 
We recognise and share ACCAN’s objective of strengthening resilience and trust in emergency 

communications. We also accept that discussions about reliability standards for carriers are legitimate 

policy questions. However, advocacy in this area must avoid misinformation and be grounded in accurate 

statements and transparent methodology, particularly in the current environment of heightened public, 

parliamentary and regulatory attention. 

 
Accordingly, we request that ACCAN immediately: 

1. remove the 11 March 2026 media release and associated statement from your website; 

2. cease repeating the ‘10% unable to connect’ statements above; 

3. publish a corrective statement with appropriate qualifications regarding the survey sample which 

avoids conveying an impression of widespread systemic failure of Triple Zero access. 

 
We would welcome the opportunity to discuss these issues directly with you and your team, including how 

consumer communications can be framed accurately while supporting constructive policy development. 

 
If you have any questions or would like to discuss any aspect of this response, please do not hesitate to 

contact  

 
Yours sincerely 
 

 

Lyndall Stoyles 

Group General Counsel 

Group Executive Corporate Affairs, Risk & Legal 
 
 
 
 
 
 
 
 
 
 
 
 

 

Confidential 



e) Department of Infrastructure, Transport, Regional Development, 
Communications, Sport and the Arts – Triple Zero Custodian Division 
letter to ACCAN – 16 March 2026 
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OFFICIAL 

 
 

 

Australian Government 
 

Department of Infrastructure, 

Transport, Regional Development, 

Communications, Sport and the Arts 

 

 

Ms Carol Bennett 

Chief Executive Officer 

Australian Communications Consumer Action Network 

Level 3/15 Castlereagh Street 

SYON EV NSW 2000 

via: 
 

 
 
 

 
 

 
I am writing on behalf of the Triple Zero Custodian (the Custodian) to request access to the Australian 

Communications Consumer Action Network's (ACCAN) public research on Triple Zero access and the 

reliability of the emergency calling system. This research underpins the ACCAN media release of 

11 March -Triple Zero failures affect one in ten -system reform is now urgent. I understand the 

findings of this research are from the third wave of ACCAN's Consumer Sentiment Tracker. 

 

The research results reported in ACCAN's media release are serious and concerning, with clear 

implications for public confidence in this critical service. As the Custodian, we have an ongoing 

responsibility to build a strong evidence base to support our stewardship of the Triple Zero system, 

including a clear understanding of consumer experiences and issues. Access to this research would 

contribute to this evidence base. 

 
I would appreciate if the results and methodology could be shared with the Custodian before the end 

of this week, Friday 20 March 2026. We would be happy to discuss any conditions attached to the 

use of the research including appropriate attribution, confidentiality, or usage arrangements as 

required. Please contact Dr Jennie Hood, Assistant Secretary, Custodian Implementation Branch, on 

if you would like to discuss this request. 
 
 
 
 
 
 

 
First Assistant Secretary 

Triple Zero Custodian Division 

March 2026 
 

 
GPO Box 594, Canberra ACT 2601, Australia 

• (02) 6136 7111 • infrastructure.gov.au 
 
 

 

OFFICIAL 



f) ACCAN letter to Lyndall Stoyles - Telstra – 16 March 2026 



 
    

   

 

  

       

   

 

   

   

   
   

  
         

         

              

                 
           

           
               

             
            

              
             

        

              

            

                 
                

    

      

             
     

               
        

           

             

              
             

             
                 

             



 
    

   

 

   
   

  

         

               
               

   

           
             

           

             
              

 

           

            
              

               
    

             

          

             

              
    

  

  

 



g) Telstra letter to ACCAN - 17 March 2026 



   

   
   

      

  

   

        

                 
                   

                
 

                    
                  

               

                 
                  

              

                   
       

               
                

             

                
                

   

             
              

                 
                    

                

             
                 

                
 

 
  

               

   



                    
       

  
   
       

 
  

                  

  



3/17/26, 7:37 AM Triple Zero failures affect one in ten – system reform is now urgent | ACCAN 

 
HOME CONSUMER INFORMATION  POLICY 

 
 

 

Triple Zero failures affect one in ten – system 

reform is now urgent 

11 March 2026 
 
 

 

 

Almost half of Australians are concerned that they won’t be able to reach Triple Zero when they need it most, 

and one in ten report they or a family member have been unable to connect to Triple Zero in the last twelve 

months according to new polling from peak communications consumer body, ACCAN. 

 

The findings come from the third wave of ACCAN’s Consumer Sentiment Tracker, a nationally representative 

survey of Australians’ experiences with, and attitudes towards, communications services.  

 

The survey shows that alarmingly, 1 in 10 Australians (10%) reported that they or a member of their family 

were unable to reach Triple Zero from a mobile phone in the last 12 months due to a mobile outage – 

validating widespread community fears about emergency connectivity. 

 

Confidence in telecommunications reliability has been under strain for several years, with a succession of 

significant telco outages compounded by chronic issues with device compatibility with Triple Zero. Concerns 

about emergency connectivity came to a head following the Optus outage in September 2025, which left more 

than 600 Australians unable to reach Triple Zero and was linked to two deaths. 

 

We have a solution to this problem – it's been solved in comparable sectors, and we can apply the same 

solutions to telecommunications. 

 

ACCAN is calling on the Australian Government to establish minimum reliability standards for 

telecommunications networks to help ensure reliable access to emergency services. 

 

ACCAN’s forthcoming research wave revealed that 94% of consumers who had a firm view supported the 

introduction of reliability requirements for carriers, with only 6% of respondents expressing opposition. 

 

ACCAN CEO Carol Bennett said Australians must be able to rely on telecommunications networks when their 

safety is at stake, and the government can do more to bake in reliability. 

 

“Triple Zero is an essential service but is not regulated or legislated that way and it should be. When people 

call for help in an emergency, they must be able to trust that the network will work. 

 

“There are bills before Parliament that could be amended now to give the Minister the power to bring in 

reliability standards with the stroke of a pen.” 

 

“We hear broad support from Members of Parliament for reliability standards. In fact, many MPs are surprised 

there aren’t standards already. And now our latest research now shows overwhelming public support for 

reliability standards, with 94% of those with a firm opinion supporting their introduction.” 

 

“In years gone by, the energy sector faced similar problems with outages and declining consumer confidence. 

Governments responded by bringing in real accountability through clear service standards,” Ms Bennett said. 

 

“It’s time to get this done, amend legislation before Parliament to empower the Minister to set standards, and 

get a public consultative process underway to confirm the details.” 

 

Further findings from the latest wave of ACCAN’s Consumer Sentiment Tracker will be released in the coming 

weeks. 

 

 

https://www.accan.org.au/accan-s-media-releases/triple-zero-failures-affect-one-in-ten-–-system-reform-is-now-urgent 1/2 

 



                 

  

 
    

    

  

     

 

 

    

 

   

   

  

     

    

    

 

     

    

        

     

 

  

 



h) ACMA Letter to ACCAN – 19 March 2026 



   
  

   

   
   

 

 
 

   

     
  

    
 

  

  

            

                 
              

                   
                 

                

                 
      

            

          

              
  

                 
     

               
                  

            
              

   

       

  

        
   

 



i) Screen shot - ACCAN response to ACMA – 19 March 2026 



   

       
   

   

  
      

   

       
      
      

   

          
 

  




