
 

 
Frequently Asked Questions: 30 day ID exemption for customers impacted by family violence 
 
Customers needing to access the Safe Connections program, but do not have ID, may be eligible to 
receive a 30 day ID exemption.  Please note: the exemption is not an alternative option to providing 
ID. 
 
What is the 30 day ID exemption for customers impacted by family violence? 
Customers are required to provide valid ID when connecting a pre-paid service in Australia.  
Australian telcos must comply with this under the Telecommunications (Service Provider — Identity 
Checks for Prepaid Mobile Carriage Services) Determination 2017 (the Determination). Examples of 
valid ID include a driver’s licence, a passport, or a birth certificate. 
 
In April 2017 the Australian Communications and Media Authority determined that in situations where 
a victim of family violence requires access to a new pre-paid mobile service and does not have 
access to ID information, the telco is exempt from the ID check requirements set out in the 
Determination.  The Determination also sets out certain conditions which must be met.  If valid ID is 
not provided to the telco within 30 days, the phone must be deactivated.   
 
What are the conditions of the 30 day ID exemption? 

• The family violence-affected individual does not have access to ID.   

• The family violence assistance organisation must record the name and residential address of the 
family violence-affected individual unless it is not reasonably practical to do so. 

• The telco records the name and business address of the family violence assistance organisation 
and, if available, the name and residential address of the family violence-affected individual. 

• The telco deactivates the pre-paid service after 30 days if no ID has been provided. 
 
Can this exemption be applied when connecting a Telstra Safe Connections phone?   
Yes, provided the above conditions are met.   
 
How do I activate a Safe Connections phone without ID? 
Although ID is not required, Telstra does require some information to be able to set up the account.  
Telstra requires: 

• Name;  

• Date of birth;  

• Residential address (if available); and 

• Name and business address of the family violence assistance organisation. 
 
Activating a Safe Connections phone without ID can only be done via the new Telstra 1800 number 
(1800 531 903).   
 
What can customers expect if they activate a Safe Connections phone using the 30 day ID 
exemption?   
If a customer uses the 30 day ID exemption, they have 30 days to provide ID to Telstra.  They can call 
back to the 1800 service to do this any time prior to the end of the 30 day period.  Two SMS 
messages will be received prior to deactivation – a reminder to provide ID at 20 days and a 
notification of deactivation at 30 days.   
 
Can the exemption be used when customers do not want to provide ID?   
Privacy and safety are major concerns for customers impacted by family violence.  However the 
exemption is not intended as an alternative to providing ID to protect personal information. The 
account is carefully set up using accurate customer information with utmost care and attention to 
detail via Telstra’s single point of contact team. 
 
Providing an incorrect name and date of birth to Telstra (aside from failing to meet the conditions of 
the exemption) will cause future issues.  When providing ID to continue the service post the 30 day 
exemption period, the name and date of birth on the ID will need to match that of the account.  If ID 
matching the account information is not provided within 30 days, Telstra is required by law to 
deactivate the service.  Once deactivated, the phone number will no longer be able to be used.  This 
could be problematic if this number has been provided to services or family members and friends. 


