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Your consumer rights: 
Mobile phone premium services 

What are mobile 
premium services?  

Other things to think about 
before you request a How do I cancel the 

service? Reply ‘STOP’ 

You can cancel any service 
you’ve subscribed to by 
replying ‘STOP’ to the 
number that sends you the 
premium service. It can 
take up to 24 hours for you 
to be unsubscribed from 
the service but you can’t be 
charged for any messages 
sent to you after you 
SMS ‘STOP’. 

There’s a lot more you can do on your 
mobile phone these days—download 
ringtones and music, chat, vote, check 
your horoscope, enter competitions, 
or find out sports scores. These extras 
usually attract a premium fee. 

Often referred to as mobile premium 
services, they are offered from numbers 
starting with 191, 193-197 & 199. These 
services tend to cost more than a 
standard SMS or phone call. 

Is it a single download 
or a subscription? 
Before you download that ringtone or cast 
your vote, check the fine print to make 
sure you know exactly what you’re 
getting and how much it will cost. 

Some offers are for a single download 
with a fixed one-off cost. Others are 
ongoing subscriptions, so you could be 
charged each time you send or receive 
a message. 

For example, you might think you’re 
downloading a single game, picture or 
ringtone or sending an answer to a quiz 
but you could be signing up to receive 
regular SMSs that you have to pay for. 
An advertisement for a free ringtone might 
mean the first or second one is free, but 
once you sign up you’re charged for a 
new ringtone every week. 

premium service 
Does my phone work with this service? 
Some premium services don’t work with 
certain handsets, but you may still be 
charged for it. 

Can I contact the provider? This 
information could be important if there is 
a problem. Check if they include contact 
details in their advertising. If they are not 
based in Australia, they may be harder 
(and more expensive) to contact. 

With some prepaid phones, you can 
continue to be charged for ongoing 
premium services even after your credit 
runs out. Without a bill, you might only 
find out when your recharged ‘credit’ 
disappears quickly. Check with your 
mobile phone provider about whether 
this could affect you. 

The fine print— terms 
and conditions 
By law, advertisements for premium 
services must be clear, up front, accurate, 
and can’t be contradicted by disclaimers 
or fine print. The terms and conditions 
that apply to the premium services should 
be clearly stated. 

Think twice about requesting the service 
if you can’t check all the terms and 
conditions. 

Can your contact details be 
passed on to other people? 
You could receive messages from 
unknown numbers even after you’ve 
cancelled your premium service. This 
could be because when you first signed 
up, the contract allowed for your phone 
number to be passed on to other 
companies. Reply ‘STOP’ if you don’t 
want to receive these messages.  

Before you request a premium service, 
check the terms and conditions to find out 
if your details can be passed on to other 
companies. The provider should have a 
privacy policy that tells you how they will 
use and protect your personal information. 

Check for these things when you see an advertisement for mobile extras: 

•	 Check if you’re getting a one-off download or signing up to an ongoing subscription 

•	 Check how many SMS or downloads you will have to pay for and how often you’ll be sent them 

•	 Check how much each SMS sent to, or from your mobile will cost you 

•	 Check if there is a joining fee 

•	 Check how long the subscription lasts – is it one day, one week, one month, or until you reply ‘STOP’ 

•	 Check the terms and conditions first 

Remember: 

•	 Don’t sign up for the service if you don’t know the full cost! 

•	 If you want to cancel a premium service, SMS ‘STOP’ to the number that sends the service 



 

 

 

 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Your consumer rights: Mobile phone premium services 

Could it be spam? 
If you receive an unsolicited SMS (either 
standard or premium) that advertises 
a business or service, or invites you to 
subscribe to a service, you may have been 
spammed. The Spam Act 2003 generally 
prohibits the sending of commercial 
electronic messages that you haven’t 
asked for. If you think you’ve received 
mobile spam, don’t delete it—report it to 
the Australian Communications Media 
Authority (ACMA). 

Problems and complaints 
If you have problems with a premium 
service, you should first talk to your 
phone carrier or the company providing 
the premium service to try and sort out 
the issue. 

If they can’t resolve the issue 
within 30 days, you can contact the 
Telecommunications Industry Ombudsman 
(TIO). The TIO is a free and independent 
service for residential consumers and 
small business in Australia which can 
help you resolve complaints with your 
phone company. 

Complaints to the TIO may be made 
by the person with the problem, or for 
persons under 18 years of age, a parent 
or guardian. 

Mobile premium services are currently 
covered by the Mobile Premium Services 
Industry Scheme (MPSIS). This Scheme 
provides a complaints handling process. 

More details on MPSIS are available on 
the Communications Alliance website. 

If you don’t want any premium services, 
ask your mobile phone company about 
call barring options. Some mobile phone 
providers can arrange for certain numbers, 
such as premium 19 numbers, to be 
blocked from your phone. 

Further information 
For more information on mobile premium 
services and other mobile issues, or 
to report spam, visit the Australian 
Communications Media Authority 
(ACMA) website. 

The Australian Competition and Consumer 
Commission (ACCC) administers the 
Trade Practices Act 1974, which prohibits 
misleading or deceptive conduct. If you 
think an advertisement for a premium 
service is misleading, contact the ACCC. 

You can also contact the office of 
consumer affairs or fair trading in your 
state or territory if you are unsure of 
your options. 

ACCC contacts 
ACCC Infocentre 
1300 302 502 

ACCC website 
www.accc.gov.au 

Callers who are deaf or have a hearing or 
speech impairment can contact the ACCC 
through the National Relay Service 
www.relayservice.com.au. 

TTY or modem users—phone 133 677 
and ask for 1300 302 502. 

Voice-only (speak and listen) users—phone 
1300 555 727 and ask for 1300 302 502. 

ACMA 
www.acma.gov.au 

To report spam: 
www.spam.acma.gov.au 
Follow the prompts to lodge 
an SMS complaint. 

Communications Alliance 
www.commsalliance.com.au   

Telecommunications 
Industry Ombudsman 
Telephone 
1800 062 058 

Website 
www.tio.com.au 

You can make a complaint to the TIO 
in writing or in person. 

ACCC publications about 
your consumer rights 
The ACCC has a range of publications 
available to help consumers understand 
their rights and obligations: 

Consumer protection and 
The Trade Practices Act 

Your consumer rights: 
Mobile phone handsets 

Know how to complain: 
Stand up for your consumer rights 

Important notice 

The information in this fact sheet is for general 
guidance only. It reflects the ACCC’s views on what 
is required to comply with certain provisions of the 
Trade Practices Act 1974. It does not constitute legal 
advice and should not be relied on as a statement of 
the law relating to the Act. You should obtain legal 
advice if there is doubt about whether any conduct 
may breach the Act. 

Other federal or state-based laws may impose 
additional requirements or responsibilities on your 
businesses when dealing with other businesses or 
consumers, beyond the requirements of the Act. 
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Information you will need when making a complaint: 

•	 The name of the trader, the phone number and any website 
associated with the service 

•	 Copies of phone bills showing the charges. If you have a pre-paid 
account check, with your phone carrier as they may still be able to 
provide you with a list of calls 

•	 Keep the offending message(s). Do not delete until you have 
reported the problem to your phone carrier or complaint handling 
body. They may need it to investigate your complaint. 

•	 Details of how and where the service was advertised. 


