
In practice

NBN retails service providers are required to provide 
specific information in two separate documents:

1.Key Facts Sheet: NBN Services (KFS) as required in
the Telecommunications (NBN Consumer
Information) Industry Standard 2018 (which
commences on 21 September 2018), and

2.Critical Information Summary (CIS) as currently
required in Communications Alliance Industry
Code C628:2015 Telecommunications Consumer
Protections Code.

Many retail service providers are working hard to 
ensure that their plans are displayed in ways that 
both follow regulation and are helpful to consumers.

This guide offers some examples of better practice 
for retail service providers. This will make it easier 
for consumers to understand their service needs and 
choose a plan that reflects these needs. Consumers 
are more likely to be satisfied with their service 
when they understand the different NBN tiers and 
choose plans in line with their use and budget.

The principles outlined in this guide can be applied 
generally to most modes of communication, such as 
websites, emails, and letters. 

The following example of a “Key Facts Sheet: NBN 
Services” does not comprise every area that providers 
may be required to cover under the regulations. 
Rather, it serves as a sample for providers to observe 
better practice principles in action.

What to Aim for

9 Show plans side‑by‑side. Consistency in the
way that plans are displayed helps standardise 
presentation and makes it easier to compare them.

9 Highlight the NBN speed as a key factor. This can 
help make differences more noticeable.

9 Use tangible examples. This helps consumers
better understand what different speeds mean
even in the presence of technical language.

9 Use images to highlight key information. This can 
increase the likelihood that consumers consider
speed as well as price.

What to Avoid

8 Do not list choices vertically.
This makes them difficult to compare.

8 Do not emphasise or highlight certain plans over 
others. This may lead consumers to stick with 
the status quo rather than engage fully in a 
comparison across plans.

8 Avoid using jargon where at all possible.
Where the use of jargon is unavoidable, 
provide a plain language explanation.
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NBN11
6 Mbps download

NBN22
15 Mbps download

NBN45
30 Mbps download

NBN90
60 Mbps download

If your line cannot provide the speed tier of your 
plan and this cannot be fixed, you can move to a 
lower speed plan or exit your contract without 
charge (for FTTN, FTTC and FTTB connections only).

Technical Limitations Medical Alarms / Security

HOW FAST?

HOW MUCH?

WHAT CAN I DO WITH IT?

SPEED

PRICE

USE

NOTES

$69.95/month 

UNLIMITED Data Quota

$79.95/month $89.95/month $99.95/month 

1 - 2 people 
at the same time

2 - 3 people 
at the same time

3 - 4 people 
at the same time

5 people
at the same time

 HD Video streaming

1 1 1 1

2222

 Emails + browsing

 Online gaming

 HD Video streaming

 Emails + browsing

 Online gaming

 Emails + browsing

 Online gaming

 HD Video streaming

 Emails + browsing

 Online gaming

 Ultra HD/4K videos

2This is the typical download speed you can 
expect during busy periods (7pm-11pm). 

1This indicates the maximum possible speed 
(Mbps) you can receive off-peak (11pm-7pm).

UNLIMITED Data Quota UNLIMITED Data Quota UNLIMITED Data Quota

Basic Standard Standard + Premium

NBN service will not work during power failures 
unless connected using FTTP and an NBN battery 
backup power supply unit is installed and 
working. Your speed or performance may be 
reduced by other factors such as your in-home 
setup and wiring. Talk to us about what you can 
do to improve performance. For example, 
elevating your router above the ground may 
improve your speed as electrical objects such as a
 fridge may be acting as a damper.

Before entering into a contract, you should find
 out if any medical or security alarm services 
you want to use are compatible with an NBN 
service. If your medical or security alarm 
services are not compatible with an NBN 
service, you should identify what alternatives 
are available. You can do this by contacting the 
provider of your medical or security alarm 
service. 
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