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WHAT IS THIS DOCUMENT ABOUT? 

The Telecommunications Consumer Protections (TCP) Code 2012 contains a set of rules 
designed to protect the rights of consumers and to promote good customer service and 
fair consumer outcomes. It clearly outlines the obligations of retail Carriage Service 
Providers (providers) that provide services to residential customers and to certain small 
businesses.  

Typical carriage services include (but are not limited to) ADSL, mobile services, fixed/land 
line services, pre-paid phone cards, wifi and dial-up services, VoIP, long distance calling,  
1 300 and 1 800 services etc. This includes the resale of those services where providers 
may not own the infrastructure that is used to deliver these services. Web hosting 
services are typically not considered carriage services. 

A provider’s website is one of the key sources of information for consumers on the 
provider itself, the services that the provider offers and any additional or related 
telecommunications information that may assist consumers in their decision making 
when they are thinking about buying a telecommunications service.  

Therefore, the TCP Code requires all providers that are bound by the Code (note that not 
all providers are bound by the Code) to provide certain information on their website.  

Some of this information is mandatory information and must always be provided while 
other information must only be provided if a certain aspect of a service or a certain 
feature is actually available from that provider, e.g. the Code does not prescribe that 
providers must offer security tools but if they do, then they must also provide 
information about these tools on their website. 

The information must be made available in an easily accessible location on a provider’s 
website and should be easy to find. For example, the section under which the respective 
information can be found should be appropriately named and/or the information should 
be easy to find using the search function on a provider’s website. Some of the 
information could be collated in a single document of the kind “Useful Information” or 
“What you need to know” etc. 

This document contains some of the consumer information required under the TCP Code 
which is available on the NOBLEHEART TELECOMMUNICATIONS website and the specific 
hyperlinks where the information can be found. 

The Code references this document as “Customer Information Compliance Statement” 
(Clause 9.3.1) and providers must lodge it with Communications Compliance Ltd 
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(www.commcom.com.au), the independent compliance monitoring body established 
under the Code. CommCom may publish this document on their website. 

As this document avoids legal language where possible, it may contain some 
generalisations about the application and interpretation of the TCP Code. The TCP Code 
or other law referenced may contain important exceptions or qualifications that may not 
have been fully included in these generalisations. Users of this document are required to 
assess their own particular circumstances and the original legal documents. 
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1 CONTACT INFORMATION 

Email: connected@nobleheart.com.au 

Telephone: 1300 006 416 

Fax: 1300 007 487 

Postal Address: PO Box 44, Lindfield NSW 2070 

Hours of Operations: Monday – Friday (excluding Public Holidays) 9am-5pm 

 

2 CRITICAL INFORMATION SUMMARIES 

Code Clause 4.1.2 

Providers must have a Critical Information Summary on their website for each of their 
current post-paid and pre-paid services that are advertised with pricing. If providers 
simply describe their services but do not include pricing in their advertising, they are not 
required to provide a Critical Information Summary for that service on their website. 

A Critical Information Summary must contain a certain set of information that must be 
listed under three sub-headings (“Information About The Service”, Information About 
Pricing” and “Other Information”). Usually a Critical Information Summary will not be 
longer than two A4 pages and you can find a link to the Critical Information Summary 
where you find the advertising for the service on our website.  

Critical Information Summaries can be found here: 

Critical Information Summaries 

 

3 CUSTOMERS WITH DISABILITIES 

Code Clause 4.4.2 

Some consumers with disabilities have special needs. If providers are offering services 
which specifically suit those needs, then they must make information about such a 
service available on their website or they must indicate on their website an email address 
or contact number where customers can obtain this information. 

Information on services that may address special needs can be found here: 

NOBLEHEART TELECOMMUNICATIONS is not providing services that are targeted to 
address special needs. 
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4 CONTRACTS –STANDARD FORM OF AGREEMENT 

Code Clause 4.5.1 

Providers can contract with their customers on an individual basis or they can use a 
Standard Form of Agreement (SFOA) for certain telecommunications goods and services. 
When providers use an SFOA, then the terms and conditions contained in this SFOA apply 
to all customers who are buying the respective service, i.e. customers do not sign an 
SFOA but agree to it by the act of buying the service.  

If providers are using an SFOA, they must make it available on their website where 
consumers can easily find it. 

SFOA must also be lodged with the Australian Communications and Media Authority 
(ACMA).  

SFOA can be found here: 

Nobleheart SFOA Link 

 

5 SPEND MANAGEMENT TOOLS 

Code Clauses 6.5.2 – 6.5.3 

USAGE NOTIFICATIONS: 

All providers that offer post-paid Included Value Plans (e.g. of the kind “Pay $49 get $700 
worth of calls/sms and 1.5GB of data”) with an included data allowance and/or post-paid 
broadband internet plans with an included data allowance (e.g. of the kind “Pay $39 for 
150GB of data) must offer usage notifications within 48 hours of a customer reaching 
50%, 85% and 100% of the included data allowance. 

Larger providers must also provide these notifications for the included voice/sms 
allowance as of 1 September 2013. Smaller providers must provide notifications for the 
included voice/sms allowance as of 1 September 2014. 

Please note that these usage notifications are only required for residential customers and 
only where a service is not unlimited, where no hard cap applies or where data usage is 
not shaped. 

Usage notifications must be free of charge. Providers can give customers the option to 
opt out of receiving those notifications. 

 

Code Clauses 6.5.1 
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DESCRIPTION OF SPEND MANAGEMENT TOOLS AND UNBILLED USAGE 

Providers must provide an extensive description of their spend management tools on 
their website. 

In the above description, providers must also set out the approximate delay of 
information on usage that has not been billed yet (including the delay for usage 
notifications) and the usage types (e.g. mobile roaming, premium services etc.) that may 
not be included in any information on unbilled usage. 

 

Code Clauses 6.1.1 and 6.5.4 

OTHER INFORMATION ON SPEND MANAGEMENT TOOLS: 

Providers must offer at least one further spend management tool in addition to usage 
notifications. This could be shaping of internet speeds, hard caps, pre-paid services, call 
barring of certain numbers, access to usage information etc. 

Providers must also provide information of the cost (if any) of spend management tools 
and how customers can receive assistance on how to use those tools. 

Information on spend management tool(s) can be found here: 

Nobleheart Customer Portal 

 

6 FINANCIAL HARDSHIP 

Code Clause 6.11.1 

Unless providers only offer pre-paid services, they are required to place a financial 
hardship policy on their website. 

Providers must also give contact details of staff with whom customers can discuss 
financial hardship, and they must provide a source where consumers can find contact 
details of community financial counsellors or consumer advocates. Providers could do 
this by providing a link to the website of Financial Counselling Australia. Please note that 
these details could be contained within the financial hardship policy. 

The financial hardship policy and other related information can be found here: 

Nobleheart Financial Hardship Policy Link 
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7 COMPLAINTS 

Code Clause 8.1.1 

Providers must follow certain rules and processes when dealing with customer complaints 
and they must make a summary of their complaint handling process available on their 
website. 

A summary of the complaint handling process can be found here: 

Nobleheart Customer Complaints Policy Link 

 

8 OTHER USEFUL INFORMATION 

Code Clause 4.1.3 (b) 

HARDWARE: 

Providers that supply third party hardware (that is not branded by the provider) as part of 
their offer (e.g. mobile phones, modems, routers etc.) must tell consumers the name of 
the manufacturer of that hardware on their website. 

Providers must also set out the main features of any hardware that is part of their offer or 
they must indicate where consumers can find this information (e.g. through a specific link 
to a hardware manufacturer’s website) on their website. 

Information on third party hardware can be found here: 

NOBLEHEART TELECOMMUNICATIONS will provide information about hardware that may 
be offered from time to time on a case by case basis. 

 

Code Clauses 4.1.3 (d) and 5.1.1 

BILLING AND PAYMENT INFORMATION: 

Providers must supply information on the format of their bills, payment and billing 
options, the billing periods and frequency, the means by which a bill is delivered and any 
terms and conditions that may apply to a provider’s billing on their website. 

Billing and payment information can be found here: 

We bill monthly, and always provide the option to pay us by direct debit without an 
additional payment fee. Our bills have a standard format. An example of one of our bills 
is at Sample Monthly Bill. 
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Code Clause 4.1.3 (e) 

ESTIMATING USAGE: 

Providers must provide information that assists consumers in estimating their usage, e.g. 
by providing information around how much data different activities consume on average 
or which bandwidth/speed is likely to be required (e.g. You Tube, Skype, downloading a 
movie, surfing the internet, playing games etc.). 

Usage estimates can be found here: 

Mobile Data Usage Estimate Link 

and in the Table below. 

In the example below, if you send/receive about 15 emails, visit 33 web pages, upload 3 posts (with 
photo) in Facebook, watch 1 hour of standard streaming video and download 3 songs every day, you 
would use approximately 5GB of data per month.                                                                                                                                                                     

TYPE OF SERVICE Example Daily Usage   
      

EMAILS SENT/RECEIVE with 
ATTACHMENTS 

15 Emails Every month you would 
consume 

131.84 MB 

WEB PAGES VISITED 33 Pages  990 MB 
SOCIAL MEDIA POSTS WITH PHOTOS 3 Posts  43.945 MB 
HOURS OF STANDARD STREAMING 
VIDEO 

1 Hours  3600 MB 

SONGS DOWNLOADED 3 Songs  360 MB 
YOUR ESTIMATED MONTHLY USAGE WOULD BE ABOUT: 5.0 GB 

Below are general guidelines for the amount of data used per service, to help you estimate your usage: 
• 1 email (no attachment) 35 KB • 1 min. of streaming video 

(standard) 
2 MB 

• 1 email (with standard attachment) 300 KB • 1 min. of streaming video 
(HD) 

5.1 MB 

• 1 web page 1 MB • 1 song downloaded 4 MB 
• 1 social media post with photo 500 KB    

      
Note: Data usage varies by device. The above examples are based on averages and are estimates only. 
The actual amount of data used for the described activity can vary. 

 

Code Clause 4.1.3 (f) 

WARRANTIES: 

Providers must give details of the warranties that apply to any hardware they supply (e.g. 
mobile phones, modems, routers etc.) and this includes a reference to a consumer’s 
entitlement to this warranty under the Competition and Consumer Act, i.e. providers 
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must make it clear that the warranty that applies is a statutory right rather than a bonus 
the providers grants (unless this is actually the case). 

Warranty information can be found here: 

NOBLEHEART TELECOMMUNICATIONS will provide warranty information about hardware 
that may be offered from time to time on a case by case basis. 

 

Code Clause 4.1.3 (g) 

POST-SALES SUPPORT: 

Providers must make available on their website the fees and charges that they apply (if 
any) for their post-sales support and any other relevant information on post-sales 
support. 

Information on post-sales support can be found here: 

NOBLEHEART TELECOMMUNICATIONS does not charge for post-sales support. Customers 
can contact NOBLEHEART TELECOMMUNICATIONS for post-sales support using one of the 
methods of contact outlined in item 1. 

 

Code Clause 4.1.3 (h) 

MOBILE NETWORK COVERAGE: 

Providers must make available information on mobile network coverage in Australia for 
the mobile voice and/or data services that they sell. This could be a coverage map or a 
diagram or, if reselling those services, a link to the information provided on the mobile 
network operator’s website. 

Mobile network coverage information can be found here: 

http://www.mobilemaps.net.au/mobile/maps/mcm/3G.html 

http://www.optus.com.au/aboutoptus/About+Optus/Network+Coverage/Optus+Networ
k+Coverage+Maps/ 

 

Code Clause 4.1.3 (i) 

INTERNATIONAL ROAMING: 

Providers are required to have information on their website which explains whether 
customers need to take any action to activate or deactivate international roaming for their 
services. They must also provide information about the basic charges to send SMS, make 
and receive standard calls, and for data usage from different countries. This information 
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must make clear that roaming charges may be higher than making international calls 
from within Australia and that data usage may be more expensive. It must also clearly 
indicate that making and receiving calls may be charged when overseas. 

Information on international roaming can be found here: 

International Roaming Rates Link 

International roaming on mobile phone is disabled by default on our services. You can 
enable international roaming by contacting us, but we strongly recommend that you do 
not enable international roaming. International call and data rates are generally far higher 
than the rates in Australia, and are generally not included in your mobile phone plan or 
bundle. Even short periods of international roaming can result in large phone bills, which 
you will be liable to pay. We recommend that, if you wish to make mobile calls when 
roaming, you purchase a temporary sim card in the country of your destination and use it 
in place of the sim card issued by us. 

 

Code Clause 4.1.3 (j) 

NETWORKS USED: 

When providers are reselling voice and data services (i.e. they sell services but do not 
operate the network used to deliver the services) then they must provide the name of the 
principal carrier whose network is used to provide the service. However, it must be clear 
that the provider is responsible for the service to their customers (e.g. the provider 
cannot direct customer complaints to the principal carrier) and that the provider is not 
affiliated with the principal carrier (unless it really is). 

Information on the network(s) that the offered services use can be found here: 

NOBLEHEART TELECOMMUNICATIONS offers services carried on the Telstra, Optus, Engin 
and Telcoinabox networks. 

 

Code Clauses 3.6 and 4.6.4 

APPOINTING AN AUTHORISED REPRESENTATIVE: 

Providers must ensure that consumers can appoint an Authorised Representative to act 
on their behalf. They must also let consumers know how to appoint an Authorised 
Representative and they must make available the provider’s forms required in the process 
of appointing an Authorised Representative. 

Information on how to appoint an Authorised Representative can be found here: 

Notice of Appointment - Advocate/Authorised Representative Link 
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Code Clause 6.1.1 

SECURITY TOOLS: 

If providers are offering security tools, i.e. tools that prevent the unauthorised access to a 
service, then they must also provide information about such tools on their website. This 
includes information on how to obtain assistance to use the tools and the cost (if any) of 
those tools. 

Information on security tools can be found here: 

NOBLEHEART TELECOMMUNICATIONS does not offer any security tools. 
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