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Chief Minister Andre� Nobbs has released the text of a detailed response he has given to a 
Norfolk Island based tourism operator concerning air services. On 11th January, the Chief 
Minister wrote as follows: 
 
“Thank you for your letter of 8 January and for your ongoing enthusiasm for providing excellence in 
service within our vital tourism industry. I share your belief that it is essential that we do everything 
possible to provide the very best of information and service to all of our visitors. You raised some 
issues about the services available for Qantas ticket holders and about the management structure of 
Norfolk Air, and I am happy to provide my responses.  
 
I preface my remarks by restating that the Norfolk Island Government and Norfolk Air are committed to 
ensuring that all passengers carried on Norfolk Air receive excellence in service and equal access to 
accurate information, especially when there are disruptions such as the recent weather delays.  
 
However, there are some commercial, regulatory and legal issues which affect the manner in which 
Norfolk Air is able to deal with passengers holding Qantas tickets on codeshare flights. These issues 
mean that we have much less information about those passengers and in some critical ways cannot 
provide services to them in the same way as we do for those holding Norfolk Air tickets. 
 
Firstly, due to Australian privacy and competition legislation, Qantas is not permitted to share with 
Norfolk Air the names and contact details of its passengers, or any details of its fares. This means that 
Norfolk Air staff cannot directly contact Qantas passengers nor can they make any changes to the 
Qantas ticketing, without the express consent of the passenger and Qantas. Qantas has advised that it 
is not prepared to seek a blanket agreement from all its booking passengers to allow their names and 
contact details to be shared with Norfolk Air. 
 
The most effective measure Norfolk Air can take – and in my view this is also the best service delivery 
option – is to refer the passengers to Qantas direct or to the Qantas agent in Norfolk Island. While both 
Norfolk Air and the passengers may find this frustrating, it is a matter of Australian legislation. Norfolk 
Island Government discussions with the Commonwealth have indicated that there is little likelihood of 
the Australian Government changing this position. 
 
Secondly, Qantas has advised Norfolk Air in writing that for contractual reasons it is not prepared to 
allow any of its passengers to be carried on the “Our Airline” aircraft which Norfolk Air was able to 
secure to assist in recent recovery operations. This created complications and a great deal of work for 
the Norfolk Air staff in having to move all Qantas passengers to other flights. I believe that they did an 
outstanding job in doing this and that all delayed Qantas passengers were able to be flown in and out 
of Norfolk Island at the earliest possible time. 
 
Thirdly, the Norfolk Island Government recognises the attraction of the Qantas brand and its 
unparalleled reputation, and is anxious to continue the productive working partnership which has seen 
continuing growth in visitor arrivals. However, in discussions at Qantas Head Office in the first half of 
2007, Qantas informed the Norfolk Island Government that it wished to reduce the proportion of seats 
allocated to it under the codeshare. Qantas now has responsibility for 30 seats on services to and from 
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Brisbane and Sydney and for 20 seats on services to and from Newcastle. It has no codeshare seats 
on Melbourne services.  
 
The Minister for Finance and the Norfolk Air General Manager will be travelling to Sydney with me 
within the next two weeks for further discussions with Qantas about the long-term future of the 
codeshare and the overall business relationship between Norfolk Air and Qantas. One issue of concern 
to us is to seek the agreement of Qantas to provide a hotline phone service for its passengers in 
Norfolk Island as is now available for Norfolk Air passengers. I am confident that our relationship with 
Qantas is sound, but we will continue to strive to ensure excellence in service delivery for all 
passengers on our codeshare services.   
 
Of course, the Norfolk Air call centre and administrative staff are able to provide details of flight 
schedules for disruption recovery services to all passengers who contact them, regardless of whether 
they are Norfolk Air or Qantas ticketholders, (but cannot confirm that a particular Qantas passenger is 
on a recovery flight). Norfolk Air staff will continue to provide this service, as they have done with 
distinction over the past few difficult weeks.  
 
You also raised some questions about the role of an “airline committee” in setting overall policy 
frameworks for Norfolk Air. For the past few months, the Executive (that is, the five Ministers) has 
performed this role, and will continue to do so until Norfolk Air is established as a company under the 
recently amended Companies Act 1985.  The Memorandum and Articles of Association are now in 
preparation and I expect the new company to be formed in the near future. Once that happens, the 
Management Board as already approved by the Legislative Assembly will take up its role in policy 
formulation as previously announced.  
 
Under the current arrangements, Norfolk Air has made great strides toward achieving its goals, 
especially through growing the numbers of visitors to Norfolk Island with new destinations and more 
services. The airline has already announced further innovations with special charter flights to New 
Zealand in May 2008 and is investigating the possibility of adding up to three new RPT destinations in 
coming months. I expect that when the new corporate arrangements come into effect, Norfolk Air will 
have more flexibility in pursuing these exciting business directions. 
 
The Government has previously made public that its contract with the current operator Ozjet requires 
the replacement of the existing planes with newer and larger aircraft capable of more effective 
operation and with larger capacities for passengers and freight during calendar year 2008. Negotiations 
have already been held with Ozjet and will be progressed during our forthcoming visit to Australia later 
this month. 
 
If you require any further information on any of the issues you have raised, please feel free to contact 
me at any time. 
 
Yours sincerely, 
 
 
André Nobbs 
Chief Minister” 
 
 
11th January 2008 
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