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[bookmark: _Toc513638684]Executive summary.
[bookmark: _Toc513638685]Introduction
The 2016/17 Telecommunications Industry Ombudsman (TIO) Annual Report detailed that in that year a total of 158,016 complaints were received, with 76,932 (48.7%) of these being customer service complaints. 
The above finding suggests that consumers are generally not receiving adequate customer service from their telecommunications providers – however what is not known is:
1. How the customer service of telecommunications companies compares between providers.
2. How telecommunications providers perform across a range of key customer service metrics, as identified in the Telecommunications Consumer Protections (TCP) Code. 
3. The extent to which telecommunications consumers have experienced poor customer service from their current provider.
In order to close these gaps in knowledge, the Australian Communications Consumer Action Network (ACCAN) commissioned primary research to be undertaken with communications consumers across Australia. 
The research comprised an online/CATI survey of n=1,347 communications consumers across Australia. 
Participants were verified to be a customer of one of the ten service providers of interest in this study and had contacted their service provider in the last 12 months. 
Service providers were selected on the basis of estimated market share (taking into account total services in operation) and the sample weighted to reflect the proportion of market share.
Fieldwork was conducted 26th February – 14th March 2018.
The survey does not attempt to examine the reasons behind any of the differences measured, but simply compares a range of specific metrics across the one thing all providers have in common: customer service.
[bookmark: _Toc513638686][bookmark: _Toc509953303][bookmark: _Toc509521853]Key insights
The results of this study have provided insight into the three areas of interest mentioned above.
1. How the customer service of telecommunications companies compares between providers.
Customer service varies amongst the ten providers in this survey. There are a few providers that sit on either end of the performance spectrum, as outlined below.
Vodafone and Virgin rate amongst the higher performing providers. Vodafone customers spend less time trying to find a resolution to their question or problem, require fewer contacts with their provider during this process, and are more likely to have their question or problem resolved during the first contact, when compared to customers of all other providers. 
Virgin customers spend less time on the phone being connected to the right person or department, require fewer total contacts with their provider, and are more likely to have their question or problem resolved during the first contact, when compared to customers of all other providers. 
Both Vodafone and Virgin customers rate their respective providers highly on a number of specific customer service elements - being treated with courtesy and in a fair manner, professionalism of staff, and providing relevant and accurate information.
Telstra rates as a low performing provider - customers require more contacts with their provider to find a resolution and are less likely to have their question or problem resolved during the first contact when compared to customers of all other providers. Telstra customers also rate their provider poorly with regards to the knowledge of customer service staff.
2. How telecommunications providers perform across a range of key customer service metrics, as identified in the TCP Code. 
The survey addresses a number of customer service areas identified in the TCP code. Below is a summary.
Communication between the provider and customer is an area of concern. Customers contacted their provider 2.6 times on average over 21 days. Wait time / response time information and call back options were also not provided to a number of customers, leaving many to suggest that their provider should become more proactive in keeping them informed of the status of their question or problem. Customers also felt the knowledge of customer service staff could be improved.
Further to this, over half the customers were required to re-provide their case information each time they contacted their provider, and they typically spoke with 3.7 different customer service staff during the process.
There is a high proportion of customers whose case remains unresolved after the first contact with their provider. In addition, a third of all customers felt dissatisfied with how their query or problem was being handled and as a result escalated their query. Many customers faced barriers when trying to lodge a formal complaint. They either found it difficult to find information on the complaint process or felt discouraged by their provider to raise the matter with the TIO.
3. The extent to which telecommunications consumers have experienced poor customer service from their current provider.
Customers are most critical of their provider keeping them proactively informed, addressing their problem in a timely manner, adhering to timeframes, and having knowledgeable staff. These sentiments have contributed to over half of respondents claiming their overall customer service experience with their provider was not positive.
[bookmark: _Toc513638687]Key findings 
Provided below is a table that summarises the key findings across a range of customer service metrics. 
Please note: 
The results for each provider have been tested for significance at the 95% confidence level versus the comparative result for all other providers (combined). Arrows and colour coding have been used to highlight the providers with significantly different results.

	Key Findings

	Overall experience of customer service. 
Overall rating of customer service 
Just over half the customers (54%) are not positive about their overall customer service experience with their telecommunications provider. This is comprised of 18% who are negative, and 36% who are neutral about the service they experienced.
Amongst those who feel negative about their overall experience (18%), they:
· spend longer trying to find a resolution to their question or problem (49.8 days versus 21 days for total), 
· require more contact with their provider (5.2 times versus 2.6 for total), 
· are transferred 3.5 times on the phone (versus 2.9 for total), 
· are required to repeat their information 4.3 times (versus 3.7 for total), and 
· are less likely to have their question or problem resolved during the first contact (8% versus 58% for total).

	Specific elements of customer service.
Customers are most critical of the following customer service elements (average scores out of 10): 

	· their provider keeping them proactively informed (6.3),
	Vodafone (7.3) ↑
	
	
	

	· their problem being addressed in a timely manner (6.5), 
	 Virgin (7.6) ↑
	
	
	

	· their provider adhering to timeframes (6.6), 
	Vodafone (7.6) ↑
	
	
	

	· the knowledge of staff (6.6).
	Vodafone (7.7) ↑
	 Telstra (6.3) ↓
	
	

	Overall time spent to resolve a question or problem (resolved cases)
Customers report taking 13.3 days (on average) from the first contact with their provider through to finding a resolution.
It takes 1.9 contacts (on average) and 3 transfers on the phone until a resolution is found.

	Vodafone (6.2 days) ↓
	

	Method of contact.. 
Base: Total sample (n=1,347). Outliers removed.
B1. Thinking about the most recent question or problem you contacted [PROVIDER] about, which of the following options best describe what the question or problem was?
B39. Approximately how long have you spent trying to resolve this question/problem since it first started? If it is ongoing, how long has it been to date?
Method of initial contact 
The level of customer service received varies depending on how customers contact their provider. Visiting a store in person, when compared to other channels (such as phone, email, etc), is a more effective and efficient way of resolving a query – customers spend fewer days communicating with their provider (8 days versus 21 days for total), and require fewer contacts (1.6 times versus 2.6 for total).

	Error! Reference source not found. 
One in three customers (29%) report their query was not dealt with by the person they initially spoke with on the phone. Further to this, 2.9 transfers on the phone were required before being connected to the right person or department.

	Time spent from first call to being connected to the right person or department
On average, a customer totals 1.2 hours, over one or more phone calls, before reaching the correct person or department.

	Virgin (0.5) ↓
	

	Wait and response times. 
Contacting providers by phone) 
Of all customers who contacted their provider by phone, less than half (46%) were told the average wait time to be connected with someone to speak to. Around one in four (27%) did not receive this information, and an equal proportion (27%) cannot remember.
Provided wait time information:

	TPG/iiNet (60%) ↑
	
	
	
	
	

	Contacting providers online, via email, social media, or post) 
One in six (16%) did not receive information about when to expect a response.
A response was typically received 1.5 days after initial contact online, via email, social media, or post. More specifically, email is the channel with the longest response time at 3.6 days, followed by social media (2.3 days) and submitting a query via web-form (1.3 days). Messenger/online chat receives the quickest response time at 0.7 days.

	Call backs. 
Call backs offered
While the majority of customers did receive the option for a call back, more than one third of callers (35%) were not offered a call back option.

	Provision of timeframe 
One in six customers (16%) claim to not have received information about a response timeframe after requesting the call back option, whilst 12% are uncertain whether they were informed of the timeframe or not.

	Outcome following call back request 
Of those customers requesting call backs, one in six customers (17%) said they did not receive a response at all.

	Record keeping. 
Case history information 
Amongst the customers who needed to speak to their provider on multiple occasions, over half (58%) reported that they needed to re-provide information about their case, typically speaking with 3.7 people.

	Resolution. 
Resolved vs unresolved
One in five customers (19%) reported unresolved cases at the time of survey. One in ten (10%) customers said their query was ongoing. A similar proportion (8%) had chosen to stop pursuing their query.

	First contact resolution 
Two in five customers (42%) did not have their question or problem resolved during their first contact with their provider. Customers contacted their provider 2.6 times trying to find a resolution. 

	Activ8me (1.7) ↓
	Telstra (3.0) ↑
	
	
	
	

	Complaints handling. 
Escalation of query 
Three in ten (30%) customers report escalating their query in at least one form. This includes escalating with their provider (23%) eg. asking to speak with a manager, by lodging a formal complaint with their provider (9%) or lodging a complaint with the TIO (3%). 

	Discouraging TIO contact 
Amongst those who have escalated their query with their provider or lodged a formal complaint with either the provider or TIO, nearly one in three (32%) say their provider discouraged them from taking the matter to the TIO.

	Finding complaint process information 
Over half (55%) of customers reported that it was difficult to find information on how to lodge a formal complaint with their provider. 
A similar proportion of customers (48%) claim that finding information about how to do lodge a formal complaint with the TIO was difficult.

	Perceived level of difficulty to raise complaint 
Amongst those who have lodged a formal complaint with their provider, when asked about how difficult or easy the process was, every second (50%) customer felt it was difficult.

	Timing of proposed solution  
As a mandatory requirement, providers must propose a solution to a complaint within three weeks of receiving the formal complaint. Over half (54%) of customers waited more than three weeks for a proposed solution.

	Key areas for improvement. 
Customers were asked at the end of the survey to identify one key area that could be improved by their provider to enhance customer service. Two in three customers (66%) provided a suggested improvement.
The main themes that resonated throughout the comments are: improving customer service/communication/attitude of staff (40%), timeliness (19%), cost issues (5%), and technology working as it should (2%).



[bookmark: _Toc513638688]Background and objectives.
1.1. [bookmark: _Toc485725042][bookmark: _Toc513638689]Background
The Australian Communications Consumer Action Network (ACCAN) represents small businesses and residential consumers in goods and services offered by telecommunications providers in Australia. 
ACCAN acts on behalf of communications consumers by developing evidence based policy and advocacy to government, service providers and the market broadly.
The results from the 2016/17 Telecommunications Industry Ombudsman Annual Report[footnoteRef:1] found that customer service continues to be the key complaint issue for communications consumers. These findings illustrate that consumers are choosing external resolution processes as a result of poor customer service standards in the industry. [1:  TIO 2017, 2016-2017 Annual Report: http://www.tio.com.au/__data/assets/pdf_file/0018/250911/Telecommunications-Industry-Ombudsman-Annual-Report-2017.pdf] 

The broad research hypothesis that can be derived from the above is that consumers are generally not receiving a good level of customer service from their telecommunications providers – however the actual proportion of consumers that have experienced poor customer service with their current provider is not known; nor is an understanding as to how the customer service from providers compares against each other.
In response to the above, ACCAN is seeking insight and understanding in three key areas: 
· How the customer service of telecommunications companies compares between providers.
· How telecommunications providers perform across a range of key customer service metrics, as identified in the Telecommunications Consumer Protections (TCP) Code. 
· The extent to which telecommunications consumers have experienced poor customer service from their current provider.
With this understanding and insight, the information will be used to help consumers make informed decisions when choosing a service provider. In identifying areas where improvements are needed most, it will help focus ACCAN’s advocacy for improvements in customer service.
1.2. [bookmark: _Toc485725043][bookmark: _Toc513638690][bookmark: _Toc485725044][bookmark: _Toc485725212][bookmark: _Toc485725244][bookmark: _Toc485725254][bookmark: _Toc485725350]Objectives
The following research objectives have been guided by the broader goals above:
· To evaluate and compare the performance of service providers across a range of customer service metrics
· To identify how consumers like to contact their provider, their experience of wait times and the call back option, and their preferences around these
· To determine the number of cases resolved the first time a customer contacts their provider, and to understand the experience of those who require subsequent follow-up
· To measure the amount of time customers spend resolving queries or problems, and how this affects other aspects of their experience
· To measure consumer experience of staff attitudes and their ability to handle queries
· To explore the complaint resolution process, and barriers to consumer access


[bookmark: _Toc513638691]Methodology.
The target population for the research was consumers who were responsible for contacting their telecommunications provider regarding any questions or problems; and they were screened to ensure they had such contact in the 12 months prior to data collection. 
A list of ten telecommunications providers - those with the biggest market share, as well as two satellite providers (see Figure 1 below) - were provided by ACCAN. To ensure the results could be analysed at the individual provider level, quotas were imposed for the ten service providers (with a minimum target set of n=30 for the two satellite customer groups) in proportions according to approximate market share. The following Figure outlines the quotas per provider (including a slightly adjusted quota to accommodate the lower than anticipated incidence of some providers), as well as the number of interviews achieved. Quotas by location were set to ensure national representation.

[bookmark: _Ref511820911][bookmark: _Toc513005980][bookmark: _Toc513110310]Figure 1. Quotas by provider and number of completed interviews
	Provider
	Original target
	Revised target
	Completed interviews

	Telstra
	200
	200
	210

	TPG / iiNET
	200
	200
	209

	Vodafone
	150
	200
	205

	Optus
	200
	200
	203

	Virgin
	150
	150*
	131

	Dodo / iPrimus
	100
	100
	131

	Amaysim
	150
	150*
	125

	Belong
	100
	50
	73

	Activ8me**
	30
	30
	30

	Skymesh**
	30
	30
	30

	Total
	1,310
	1,310
	1,347

	*Revised target was to get as many as possible
** Satellite providers


It is important to note that the survey was conducted across a variety of providers and this may have influenced the results. The providers included in this study vary in terms of the range and number of telecommunications services they offer – fixed broadband, for example, is a key offering for some providers, whilst for others, it may only make up a small proportion of their market, if offered at all. It is possible that those providers with fewer products may also be advantaged, and that those providers offering a wider array of services receive more complex questions which may have driven a substantial proportion of the service/technical-related queries. This can be seen by the variation in results for each individual provider, however such analysis as to the causes of the observed differences are outside the bounds of this survey.
A total of 1,347 interviews were conducted. The majority were conducted online, although the satellite customers were mainly undertaken via CATI (Computer Assisted Telephone Interviewing) to enable targeting of consumers within known satellite service postcodes. The sample was predominantly drawn from proprietary panels, which are comprised of people who opt-in to participate in research studies. These panels are owned and operated by Australian research panel providers.
The questionnaire was designed in consultation with ACCAN. The survey acknowledged that consumers contact their telecommunications providers for a range of reasons, and not just with problems or complaints. Wording was such that respondents were asked to think about the “question or problem” they were contacting their provider about in order to delineate explicitly from complaints in the first instance. The handling of formal complaints lodged with the provider and/or the TIO was asked about separately. 
Fieldwork was conducted over the period 26th February – 14th March 2018.
While the key priority of the research was to enable analysis by provider, there was also a requirement to look at the results overall. As quotas had been set to maximise the sample per provider, the data was weighted to ensure the providers were represented in their appropriate market share of the total retail market, across all service types, when combined for the total analysis.
ACCAN provided estimates of market share based on analysis of declared numbers in the most recent company annual reports which was cross checked with the Australian Communications and Media Authority (ACMA) Communications Report 2016[footnoteRef:2] for validity against known services in operation. The list of providers was adjusted to include a similarly representative sample of satellite providers. The data was weighted using the following results. Weights for gender, location and age were also applied. [2:  ACMA 2016, Communications Report 2015-16: https://www.acma.gov.au/theACMA/Library/researchacma/Research-reports/communications-report-201516] 

[bookmark: _Toc513005981][bookmark: _Toc513110311]Figure 2. Number of completed interviews, estimated market share, weights and margins of error. 
	Provider
	Completed interviews
	Estimated market share
	Weight (re-proportioned to 100%)
	Max. margin of error

	Telstra
	210
	52%
	54%
	±6.8

	TPG / iiNET
	209
	4%
	4%
	±6.8

	Vodafone
	205
	11%
	11%
	±6.9

	Optus
	203
	22%
	23%
	±6.9

	Virgin
	131
	2%
	2%
	±9.6

	Dodo / iPrimus
	131
	1%
	1%
	±9.6

	Amaysim
	125
	2%
	2%
	±8.8

	Belong
	73
	1%
	1%
	±11.5

	Activ8me
	30
	0.5%
	1%
	±17.9

	Skymesh
	30
	0.5%
	1%
	±17.9

	Total
	1,347
	96%
	100%
	±2.7


Tests for statistical significance at a 95% confidence interval have been conducted to determine differences by sub-groups. The majority of the significance testing occurs between providers, and it is important to note, in these cases the significance testing is between the customers of one provider compared with the customers of all other providers combined. 
These statistical differences are shown in Figures using arrows. In addition to this, the statistical differences that represent a better result for consumers are highlighted in light green, whilst the statistical differences that are worse for consumers are highlighted in light red. This is summarised in the following Figure:
[bookmark: _Toc513005982][bookmark: _Toc513110312]Figure 3. Key: Statistically different results
	x% ↑
	Result for provider is significantly higher than the result for all other providers combined

	y% ↓
	Result for provider is significantly lower than the result for all other providers combined

	
	Better result for consumers

	
	Worse result for consumers 



Notes on reading this report:
· As mentioned, the target population for the research was customers who have contacted their telecommunications provider about a question or problem in the last 12 months. The results in this report are based on these customers (unless otherwise specified).
· A result based on a small sample size (less than n=30) is indicated in Figures by italicised font and in a graph by a blue square around base size – these results should be interpreted with caution.
· Results may not sum exactly to 100% due to rounding.
· Statistical differences are shown in Figures using arrows (↑ for significantly higher results; and ↓ for significantly lower results)
· Statistical differences that are a better result for consumers are highlighted in light green, whilst the statistical differences that are a worse outcome for consumers are highlighted in light red.


[bookmark: _Ref511645369][bookmark: _Toc513638692]Overall experience of customer service.
[bookmark: _Toc513638693]Customers contacting their provider
As part of the screening process, all respondents were asked if they had contacted their provider in the last 12 months with a question or problem, with around half (51%) meeting the criterion. Routine contact to pay a bill or top up an account was excluded.
At the provider level, Telstra customers are significantly more likely to contact their provider at 54%, when compared to customers of all other providers. Vodafone (44%), Amaysim (43%), and Virgin (40%) customers are significantly less likely to contact their provider when compared to customers of all other providers.

[bookmark: _Toc513005983][bookmark: _Toc513110313]Figure 4. Customers contacting their provider

Base: All respondents prior to screening out non-qualifiers (n=8,907)
A9. In the last 12 months, which of your providers have you contacted with questions or problems?
Please refer to Figure 41 in Appendix A for detailed results by provider

The remainder of the findings are based on customers who had contacted their provider in the last 12 months as those who hadn’t were screened out. 
[bookmark: _Ref511645400][bookmark: _Toc513638694]Overall rating of customer service
Just over half the customers (54%) are not positive about their overall customer service experience with their telecommunications provider - this is comprised of 18% who are negative, and 36% who are neutral about the service they experienced.
Those who feel negative about their overall experience (18%) spend longer trying to find a resolution to their question or problem (49.8 days versus 21 days for total), require more contacts with their provider (5.2 times versus 2.6 for total), are transferred 3.5 times when they phone their provider (versus 2.9 for total), are required to repeat their information 4.3 times (versus 3.7 for total), and are less likely to have their question or problem resolved during the first contact (8% versus 58% for total).
Positivity is higher amongst those whose query was resolved the first time they contacted their provider.
[bookmark: _Ref511227908][bookmark: _Toc513005984][bookmark: _Toc513110314]Figure 5. Overall rating of customer service
	 

54% 
of customers do not feel positive overall about the customer service they received
 Total

		Average time spent trying to resolve query 
(avg days)
	Average number of contacts
	Resolved during first contact
	Average number of transfers on phone
	Average number of times required to repeat information to staff

	49.8
	5.2
	8%
	3.5
	4.3

	28.1
	3.0
	51%
	2.5
	3.4

	5.9
	1.3
	83%
	1.6
	1.9

	21.0
	2.6
	58%
	2.9
	3.7







Base: Total sample (n=1,347)
B43. Considering the interactions with your provider in relation to your question or problem, overall how would you rate the experience, using a scale of 0 to 10 where 0 is ‘Extremely negative’ and 10 is ‘Extremely positive’? [S/R]
Please refer to Figure 42 in Appendix A for detailed results by provider
[bookmark: _Ref511645418][bookmark: _Toc513638695] Specific elements of customer service. 
This section outlines respondents’ experiences of various customer service elements. 
Figure 6 shows the mean (average) scores that illustrate the degree to which respondents feel the statements reflect their most recent customer service experience. Taking all providers together, customers are most critical of the following: their provider keeping them proactively informed (6.3), their problem being addressed in a timely manner (6.5), their provider adhering to timeframes (6.6), and the knowledge of staff (6.6). 
Results vary between providers. Virgin and Vodafone customers are significantly more likely to score their providers more positively across most customer service elements when compared to customers of all other providers. Telstra customers scored their provider significantly lower in knowledge of staff (6.3), the relevancy and accuracy of information (both at 6.8), and the ease of understanding the information provided (6.8), when compared with customers of all other providers.
Respondents who spoke to a customer representative in person/in-store or those whose query was resolved during their first contact with their provider, are far more likely to positively score their provider across most statements. 

Certain groups of customers are more likely to score their provider negatively across most of the customer service elements tested. These include those who made initial contact with their provider via phone, those whose question or problem was not resolved during the first contact, those who escalated their query with their provider or lodged a formal complaint with their provider or the TIO, and those customers who have difficulty reading or understanding written material.

[bookmark: _Ref511227980][bookmark: _Ref511661794][bookmark: _Toc513005985][bookmark: _Toc513110315]Figure 6. Specific elements of customer service (average scores out of 10)
 Base: Total sample (n=1,347)No significant differences between providers found

B42. Thinking about all the contact you had with your provider in relation to your problem or question, please indicate the extent to which each of the below is an accurate reflection of the customer service you received? For each please answer using a scale of 0 to 10 where 0 is ‘Not at all accurate’ and 10 is ‘Extremely accurate’. You can also state that this aspect was not relevant to your question / problem.
Please refer to Figure 43, Figure 44 and Figure 45 in Appendix A for detailed results by provider



[bookmark: _Ref511645480][bookmark: _Toc513638696]Overall time spent
For all resolved queries, customers report that it has taken an average of 13.3 days from the first contact with their provider through to resolution. Vodafone customers have a significantly shorter resolution process (6.2 days on average for resolved cases) when compared to customers of all other providers. In addition to taking 13.3 days to resolve a case, it takes 1.9 contacts (on average) and 3 transfers on the phone until a resolution is found.
On the other hand, customers with unresolved issues report spending four times longer than the average resolved case, at 59.8 days to date, which is equivalent to almost 2 months. These customers also contact their provider 5.6 times on average and are transferred 2.7 times on the phone to date.
Combining both resolved and unresolved cases, customers spend an average of 21 days trying to resolve their query with their provider. At the provider level, Vodafone and Dodo/iPrimus customers spend significantly less time resolving their query (10.1 and 11.4 days respectively) when compared to customers of other providers. In addition, customers with resolved and unresolved cases (combined) contact their provider 2.6 times and are transferred on the phone 2.9 times to date.
[bookmark: _Toc513005986][bookmark: _Toc513110316]Figure 7. Overall time spent (average days)
	

		Average number of contacts
	1.9
	5.6
	2.6

	Average number of transfers on phone
	3.0
	2.7
	2.9





Base: Total sample (n=1,347) *Outliers removed
B39. Approximately how long have you spent trying to resolve this question/problem since it first started? If it is ongoing, how long has it been to date?
Please refer to Figure 46 in Appendix A for detailed results by provider

Nearly half (47%) of customers (resolved and unresolved cases combined) indicate they have spent one day or less trying to resolve their query, one in five (20%) have spent between one day and one week, whilst one in three (34%) report that the process has taken over a week. Virgin (31%), Amaysim (29%), and Vodafone (25%) customers are more likely to only spend up to 15 minutes resolving their query when compared to customers of all other providers. Activ8me (46%) and Telstra (24%) customers are significantly more likely to spend more than a month trying to resolve their query, when compared to customers of other providers. This is less likely for Vodafone customers at 10% when compared to customers of other providers.
[bookmark: _Toc513005987][bookmark: _Toc513110317]Figure 8. Overall time spent (resolved and unresolved cases combined)

Base: Total sample (n=1,347). Outliers removed.
B39. Approximately how long have you spent trying to resolve this question/problem since it first started? If it is ongoing, how long has it been to date?
Please refer to Figure 46 in Appendix A for detailed results by provider

[bookmark: _Appendix_A:_Data]

[bookmark: _Ref511645568][bookmark: _Toc513638697][bookmark: _Hlk511227538]Method of contact.
[bookmark: _Toc513638698]Types of query
When asked about the reason for the most recent interaction with their provider, most customers report having a service issue/outage (37%), a general enquiry (33%) or a billing issue (28%). 
The customer service experience varies quite substantially depending on the type of query. Customers typically spend fewer days trying to change or renew a plan (10.4 days versus 21 days for total) or update their contact details (11.3 days).
Customers are significantly more likely to require more contacts with their provider if their query was related to an equipment issue (4.2 times versus 2.6 for total) or a service issue/outage (3.8 times). Conversely, the number of contacts is significantly less for customers who need to change or renew their plan (1.7 times versus 2.6 for total), update their contact details (1.7 times) or those who have a general enquiry about their account/plan/contract (1.9 times).
The results also vary by provider; please refer to Figure 47 in Appendix A for detailed results.
[bookmark: _Toc513005988][bookmark: _Toc513110318]Figure 9. Types of query
	 Total

		Average time spent trying to resolve query (avg days)
	Average number of contacts
	Average number of transfers on phone

	28.1
	3.8↑
	3.1

	19.7
	1.9↓
	2.5

	28.1
	2.9
	3.0

	10.4↓
	1.7↓
	2.3

	33.0
	4.2↑
	2.6

	11.3↓
	1.7
	2.6

	31.1
	2.8
	3.0

	24.1
	2.5
	4.0

	34.0
	4.4
	4.1

	21.0
	2.6
	2.9





Base: Total sample (n=1,347); first person spoken to on phone unable to answer question (n=216). Outliers removed.
NB: Figures may be proportionally higher/lower than the average but are not significantly different due to small base sizes
B1. Thinking about the most recent question or problem you contacted [PROVIDER] about, which of the following options best describe what the question or problem was?
Please refer to Figure 47 in Appendix A for detailed results by provider


[bookmark: _Toc513005989][bookmark: _Toc513110319]Figure 10. Types of query and average time spent trying to resolve query (average days)
21 days 
(total average)

[bookmark: _Ref511645586]Base: Total sample (n=1,347). Outliers removed.
B1. Thinking about the most recent question or problem you contacted [PROVIDER] about, which of the following options best describe what the question or problem was?
B39. Approximately how long have you spent trying to resolve this question/problem since it first started? If it is ongoing, how long has it been to date?
[bookmark: _Toc513638699]Method of initial contact
Phoning is the most popular way to first contact their provider for two in three (66%) customers. One in ten customers choose to contact their provider in person (13%) or chat on the website (12%). A smaller proportion of customers choose email (4%), query via web-form (3%), or social media (2%). There are no significant demographic differences evident.
Consumers have substantially different customer service experiences depending on the method of initial contact used. Visiting a store in person is a more effective and efficient way of resolving a query as those who selected this channel spend significantly fewer days communicating with their provider (8 days versus 21 days for total), and require fewer contacts (1.6 times versus 2.6 for total).
The results also vary at the provider level; please refer to Figure 48 in Appendix A for detailed results by provider. 
[bookmark: _Toc513005990][bookmark: _Toc513110320]Figure 11. Method of initial contact
	 Total

		Average time spent trying to resolve query (avg days)
	Average number of contacts
	% resolved
	% resolved during first contact

	23.3
	2.7
	81%
	55%

	8.0↓
	1.6↓
	87%
	74%

	19.6
	2.5
	83%
	60%

	30.1
	4.4
	60%
	55%

	20.6
	2.1
	85%
	61%

	15.5
	1.8
	82%
	61%

	21.0
	2.6
	81%
	58%





Base: Total sample (n=1,347) 
NB sample for ‘posting a letter’ not shown as base size is n=1. Please note small sample size(s) highlighted in blue  and italicised font – results are less than n=30 and should be interpreted with caution. 
B2. How did you initially contact your provider about this question or problem?
Please refer to Figure 48 in Appendix A for detailed results by provider


1.2.1. [bookmark: _Toc513638700]Preferred method of initial contact
The majority (89%) of customers used their preferred method of communication, however one in ten (11%) indicated they did not use their preferred channel. When probed further, this minority group suggested that email (26%), phone contact (23%) or chat feature on website (20%) would have been preferable.
The results vary marginally at the provider level; please refer to Figure 49 and Figure 50 in Appendix A for detailed results.

	[bookmark: _Toc513005991][bookmark: _Toc513110321]Figure 12. Was this your preferred method of contact?
Base: Total sample (n=1,347)
B3. Was this your preferred method of communication?
Please refer to Figure 49 and Figure 50 in Appendix A for detailed results by provider

	[bookmark: _Toc513005992][bookmark: _Toc513110322]Figure 13. Preferred method of initial contact
Base: Did not use preferred method of communication in initial contact (n=145)
B4. What would your preferred method have been?




Reasons for not using preferred method 
Amongst the customers who did not use their preferred channel of communication, a variety of barriers were identified. One in four (27%) indicate that it was difficult to find the necessary contact details, it wasn’t helpful the last time it was used (27%), it was difficult getting through to the right person (24%), or it took too long for a response on a previous occasion so they opted for another method (23%).

[bookmark: _Toc513005993][bookmark: _Toc513110323]Figure 14. Reasons for not using preferred method 
	
	Other reasons include: 
I wanted it done straight away; phone cannot work without internet; this option was offered to me; not sure it’s possible; I wasn’t at home


Base: Did not use preferred method of communication in initial contact (n=145)
B5. Why didn't you contact your provider using your preferred method? [M/R]
Please refer to Figure 51 in Appendix A for detailed results by provider
[bookmark: _Toc513105215][bookmark: _Toc513638701]Preferred method of subsequent contact
Of all the customers whose query was not resolved at the time of the survey, or who required subsequent contact before a resolution was found, three in four (76%) state that they were able to use their preferred method when re-contacting their provider. This leaves one in four (24%) using a communication channel that is not preferred. This group is proportionally larger than those who were not able to use their preferred method during their initial contact (24% versus 11%).
[bookmark: _Toc513005994][bookmark: _Toc513110324]Figure 15. Ability to use preferred method of communication for subsequent contact

Base: Query resolved but required further contact or query unresolved/ongoing (n=497)
B28. Were you able to use your preferred method of communication for all subsequent contact with your provider?
Please refer to Figure 52 in Appendix A for detailed results by provider

On average, a customer totals 1.2 hours, over one or more phone calls, before reaching the correct person or department. One in three (30%) customers have spent up to 15 minutes, however, one in five (23%) have spent over an hour on the phone in total, before being connected to the correct person/department. Virgin customers spend significantly less time (0.5 hours on average) before connecting to the right person or department when compared to customers of all other providers. Please refer to Figure 53 and Figure 54 in Appendix A for detailed results by provider.

[bookmark: _Toc513005995][bookmark: _Toc513110325]Figure 16. Time spent from first call to being connected to the right person or department

Base: Spoke to someone on phone (n=862) Outliers removed
B16.How much time did you spend on the phone from the time you first called the provider until you were connected to the right person / department? This includes any time spent selecting automated options, being on hold, being transferred, etc. but does not include time between separate calls. IF CODE 1 @ B9 (RECEIVED CALL BACK): Include the time on your initial call when you requested the call back, as well as the call back itself.
Please refer to Figure 55 in Appendix A for detailed results by provider
 


[bookmark: _Toc513005996][bookmark: _Toc513110326]Figure 17. Time spent from first call to being connected to the right person or department (hours) by provider
Base: Spoke to someone on phone (n=862). Outliers removed
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B16.How much time did you spend on the phone from the time you first called the provider until you were connected to the right person / department? This includes any time spent selecting automated options, being on hold, being transferred, etc. but does not include time between separate calls. IF CODE 1 @ B9 (RECEIVED CALL BACK): Include the time on your initial call when you requested the call back, as well as the call back itself.
Please refer to Figure 55 in Appendix A for detailed results by provider

[bookmark: _Ref511645704][bookmark: _Toc513638702]Wait and response times.
[bookmark: _Ref511645716][bookmark: _Toc513638703]Contacting providers by phone
[bookmark: _Toc513638704]Provision of wait time
Of all customers who contacted their provider by phone, less than half (46%) were told the average wait time to be connected with someone to speak to. Around one in four (27%) did not receive this information, and an equal proportion (27%) cannot remember.
Of all the providers, TPG/iiNet (60%) is significantly more likely to inform customers of wait times over the phone when compared to customers of all other providers. 

[bookmark: _Toc513005997][bookmark: _Toc513110327]Figure 18. Provision of wait time on phone

Base: Contacted provider via phone (n=871)
B6. Were you told what the average wait time was to speak to a customer service representative?
Please refer to Figure 56 in Appendix A for detailed results by provider

[bookmark: _Ref511645731][bookmark: _Toc513638705]Contacting providers online, via email, social media, or post 
[bookmark: _Toc513638706]Provision of response time
Amongst customers who contacted their provider through an online query, email, social media or by post, one in six (16%) report not being given information on when to expect a response. Three in four (76%) recall receiving this information.
[bookmark: _Toc513005998][bookmark: _Toc513110328]Figure 19. Provision of response time 

Base: Contacted provider by messenger/chat, web form, email, social media, or post (n=343)
B20. And when you made contact, were you told when you could expect to receive a response? 
Please refer to Figure 57 in Appendix A for detailed results by provider


[bookmark: _Toc513638707]Average response time (days)
On average, it takes 1.5 days for a customer to receive a response after submitting their question or problem through an online query, email, social media, or by post. Email is the channel with the longest response time at 3.6 days, followed by social media (2.3 days) and submitting a query via web-form (1.3 days). Messenger/online chat receives the quickest response time at 0.7 days versus 1.5 for total.

[bookmark: _Toc513005999][bookmark: _Toc513110329]Figure 20. Average response time (days)
Average days*: 1.5

Base: Contacted provider by messenger/chat, web form, email, social media or post as per earlier base (n= 340*) *Outliers removed. NB: Post has been excluded as base size is too small (n=1).
B21. And after submitting your question or problem, and not including any automated acknowledgments, how long did you actually wait to receive a response?
Please refer to Figure 58 in Appendix A for detailed results by provider

[bookmark: _Ref511645743][bookmark: _Toc513638708]Call backs.
[bookmark: _Ref511645771][bookmark: _Ref511658740][bookmark: _Toc513638709]Call backs offered
Providers may offer their customers the option of receiving a telephone ‘call back’ instead of waiting on hold to speak to a customer service representative. The call back feature was offered to almost half (48%) of customers who contacted their provider by phone. About one in four (23%) accepted this offer and a similar proportion (25%) did not. Every third caller (35%) wasn’t offered a call back at all. The remaining 18% of customers can’t recall whether or not this option was available.
Amongst the ten providers, TPG/iiNet (63%) is significantly more likely to offer the call back feature when compared to the other providers. Additionally, TPG/iiNet customers are more likely to accept this offer at 40% when compared to customers of all other providers.
There are no significant demographic differences evident.
Of all the customers who declined the call back offer or were not offered this feature, nine in ten (92%) decided to stay on the phone. A small proportion of customers report being disconnected and having to call back (5%), having hung up and called back later (1%), or decided to not pursue the call (1%).
	[bookmark: _Toc513006000][bookmark: _Toc513110330]Figure 21. Call backs offered
Base: Did not select call back option on phone or was not offered option (n=652)
B12. Did you stay on the call you made until you spoke to a person?



Base: Contacted provider by phone (n=871):
B7. Were you offered an option to receive a call back? And if so, did you take up this option? (Some providers offer to phone customers back instead of waiting on hold).
Please refer to Figure 60 and Figure 61 in Appendix A for detailed results by provider


TPG/iiNET (63%) ↑

	[bookmark: _Toc513006001][bookmark: _Toc513110331]Figure 22. Decision to stay on phone



 
[bookmark: _Toc513638710]Reasons for not choosing a call back
There are several reasons that motivate customers to not accept the call back offer. The main reason is the belief that it would be quicker to stay on hold rather than wait for a call back (57%).
Every second customer (48%) in this group was driven by convenience – ‘it was convenient to speak now, not later’ - whilst one in three (35%) were worried they would not receive a call back.
The results are varied amongst the ten providers; please refer to Figure 62 in Appendix A for detailed results.
[bookmark: _Toc513006002][bookmark: _Toc513110332]Figure 23. Reasons for not choosing call back option

Base: Offered call back option but did not select (n=185)
B11. Why did you choose not to take up the call back option when this was offered to you?
Please refer to Figure 62 in Appendix A for detailed results by provider


[bookmark: _Ref511645768][bookmark: _Ref511645831][bookmark: _Toc513638711]Provision of timeframe
Seven in ten (72%) customers who opted for the call back option via phone received information about when to expect a response. However, 16% claim to not have received this information after requesting the call back option, whilst the remaining 12% are uncertain whether they were informed of the timeframe or not.
As mentioned above, TPG/iiNet are significantly more likely to offer a call back feature to their customers. To the same effect, TPG/iiNet are also significantly more likely to provide information about response timeframes (91%) when compared to customers of all other providers.
[bookmark: _Ref511291940][bookmark: _Toc513006003][bookmark: _Toc513110333]Figure 24. Provision of timeframe
TPG/iiNET (91%) ↑

Base: Selected call back option (n=219)
B8. Were you given a timeframe for when this call back would happen? 
Please refer to Figure 63 in Appendix A for detailed results by provider

[bookmark: _Ref511645845][bookmark: _Toc513638712]Outcome following call back request
Of all the customers who requested a call back, eight in ten (83%) received a call back. This high proportion is also reflected across the individual providers. However, 17% of customers said they did not receive a response at all – this is made up of 14% who had to recontact the provider, and 2% who decided to stop pursuing the matter.
For the majority of customers who did receive a call back, nine in ten (89%) received the call within the advised timeframe. 

	[bookmark: _Toc513006004][bookmark: _Toc513110334]Figure 25. Received call back

	[bookmark: _Toc513006005][bookmark: _Toc513110335]Figure 26. Received call back within timeframe



Base: Selected call back option on phone (n=219)
B9. And did you receive a call back?
Please refer to Figure 64 and Figure 65 in Appendix A for detailed results by provider
Base: Selected call back option on phone and received call back (n=149)
B10. Was this call back within the advised timeframe?







[bookmark: _Ref511645862][bookmark: _Toc513638713]Record keeping.
[bookmark: _Ref511645874][bookmark: _Toc513638714]Case history information
Amongst the customers who needed to speak to their provider on multiple occasions, over half (58%) reported that they needed to re-provide information about their case. This is comprised of 34% needing to re-provide some of the information each time and 24% having to re-provide most or all of the information each time. Around two in five (42%) report their provider had access to their case information. 
Virgin customers were significantly more likely to have to re-provide some or all their case information each time, at 86% versus 58% for total, when compared to customers of all other providers. 

	58% were required to re-provide information (nett)
Virgin (86%) ↑

Figure 27. Case history informationHad to re-provide most or all of the information each time
Had to re-provide some of the information each time
Accessed case history



Base: Resolved but required communication on multiple occasions or issue unresolved (n=497)
B29. And each time you re-contacted your provider about this issue, was the person you were dealing with able to access the case history of your question / problem, or did you have to re-provide this information to them?
Please refer to Figure 66 in Appendix A for detailed results by provider


Number of times repetition of information was required
Amongst the 58% of customers who were required to re-provide information each time they spoke with their provider, they had to do this an average of3.7 times. One in three customers needed to re-provide information once (13%) or twice (21%), however one in four (26%) report re-providing information on more than five occasions.
[bookmark: _Toc513006007][bookmark: _Toc513110337]Figure 28. Number of times repetition of information was required
	34% were required to repeat information to one person or two people
26% were required to repeat information to 5 or more people

Average (total): 3.7 people



Base: Had to re-provide information (n=280):Outliers removed.
B30. And how many people do you remember needing to repeat your question or problem to during this experience? If you can't remember the exact number, please provide your best estimate.
Please refer to Figure 67 in Appendix A for detailed results by provider

[bookmark: _Ref511645885][bookmark: _Toc513638715]Resolution.
[bookmark: _Toc513638716][bookmark: _Ref511645902]Resolved vs unresolved
Eight in ten (81%) customers report that their query was resolved at the time of survey. Vodafone customers are more likely to report that their query was resolved (89% versus 81% for total) when compared to customers of all other providers.
One in five (19%) customers had unresolved cases at the time of survey, with one in ten (10%) customers reporting that their query is still ongoing, and a similar proportion (8%) have chosen to stop pursuing their query. Customers with unresolved cases are significantly more likely to escalate their query to their provider or lodge a formal complaint with their provider and are also likely to report that their language requirements were not accommodated.
Those who have had their query resolved are more inclined to rate their provider’s overall customer service positively.

[bookmark: _Toc513638717]First contact resolution
Two in five customers (42%) did not have their question or problem resolved during their first contact with their provider. The remaining 58% said that they did.
Amongst those whose case was resolved at the time of survey, 58% state the query was resolved during the first contact and 23% required further contact before a resolution was made. Vodafone (76%) and Virgin (75%) customers are significantly more likely to have their cases resolved during the first contact when compared to customers of all other providers. Conversely, Telstra (53%) customers are less likely to have their query resolved at the first contact when compared with customers of all other providers.
[bookmark: _Toc513006008][bookmark: _Toc513110338]Figure 29. First contact resolution and subsequent follow-up 
Vodafone (89%) ↑
81% resolved
Vodafone (76%) ↑
Telstra (53%) ↓
Virgin (75%) ↑

Base: Total sample (n=1,347)
B25. Has your question / problem been resolved?
B26. Was it resolved the first time you contacted your provider?
Please refer to Figure 68 in Appendix A for detailed results by provider

[bookmark: _Toc513638718]Resolution by phone and subsequent transfers
Seven in ten (71%) customers who chose to phone their provider report that the person they initially spoke with was able to deal with their query. Of all the providers, Vodafone (85% versus 71% for total) customer service representatives who first answer the phone are significantly more likely to resolve their customer’s issue without having to transfer to another representative, and without requiring subsequent contact by the customer, when compared to customers of all other providers.
Amongst the one in three customers (29%) whose query was not dealt with by the person they initially spoke with, the average number of transfers that were needed before getting through to the right person or department is 2.9. Within this same group, over half (54%) suggest that they were transferred at least once (17%) or twice (37%) before reaching the correct person or department to help them with their query. One in ten (12%) customers report that they needed to be transferred more than 5 times to reach the correct person or department.

	Figure 30. Ability of first person on the phone to deal with queryVodafone (85%) ↑

 Base: Spoke to someone on phone (n=862)
B14. Was the person you initially spoke to able to deal with your question or problem? 
Please refer to Figure 53 and Figure 54 in Appendix A for detailed results by provider

	[bookmark: _Toc513006010][bookmark: _Toc513110340]Figure 31. Number of subsequent transfers 
Average number of transfers: 2.9Base: First person spoken to unable to answer question (n=216) Outliers removed.
B15. How many times in total were you transferred to another person / department or had to call other numbers before you got through to someone who could help you? If you can’t remember the exact number, please provide your best estimate.





[bookmark: _Ref511645914][bookmark: _Toc513638719]Average number of contacts
Customers contact their provider 2.6 times on average when trying to find a resolution to their question or problem. Telstra customers are significantly more likely to require more contacts than other customers, at 3 times on average. On the contrary, customers of Activ8me (1.7 times), Virgin (1.7 times), and Vodafone (1.6 times) require significantly fewer contacts with their provider when compared to customers of all other providers.
	[bookmark: _Toc513006011][bookmark: _Toc513110341]Figure 32. Average number of contacts (including queries resolved during first contact)
Activ8me (1.7) ↓

Average number of contacts: 2.6Vodafone (1.6) ↓
Virgin (1.7) ↓

 Telstra (3.0) ↑



Base: Total sample (n=1,347). Outliers removed.
B26. Was it resolved the first time you contacted your provider?
B27. Not including your initial contact, how many times have you subsequently contacted your provider about this issue? If you can't remember the exact number, please provide your best estimate
Please refer to Figure 69 in Appendix A for detailed results by provider

[bookmark: _Ref511645936][bookmark: _Toc513638720]Complaints handling.
[bookmark: _Ref511646002][bookmark: _Toc513638721]Escalation of query
Three in ten (30%) customers report escalating their query in at least one form. This includes escalating with their provider (23%) (eg. asking to speak with a manager), by lodging a formal complaint with their provider (9%) or lodging a complaint with the TIO (3%). 
Of all the providers, Vodafone customers (19% nett) are least likely to escalate their query or lodge a complaint when compared to customers of all other providers. Those who had to recontact their provider on 5 or more occasions are far more likely to raise a complaint with the TIO (18% versus 3% for total).
There are sub-groups who are more likely to escalate their query in at least one form and this is heightened amongst customers who initially contacted their provider via phone, younger adults (age 18 to 29), those whose language requirements were not accommodated, and those who were required to contact their provider on more than 5 occasions.
[bookmark: _Toc513006012][bookmark: _Toc513110342]Figure 33. Escalation of query
Vodafone (19%) ↓
30% escalated at least once (nett)
Vodafone (81%) ↑
Vodafone (14%) ↓

Base: Total sample (n=1,347)
B31. Did you at any time ask that your question / problem be escalated, or did you lodge a formal complaint, either with your provider or with the Ombudsman (TIO - Telecommunications Industry Ombudsman)? [M/R]
Please refer to Figure 70 in Appendix A for detailed results by provider

There are a number of customers who have thought of lodging a complaint and have either gone ahead with lodging the complaint or decided not to for various reasons. Three in ten (31%) customers have lodged or wanted to lodge a formal complaint with their provider, with 22% deciding not to go ahead with the formal complaint. Activ8me customers are significantly more likely to lodge or want to lodge a complaint with their provider (59% versus 31% for total) when compared to customers of all other providers. Vodafone customers are significantly less likely to lodge or want to lodge a formal complaint with their provider (19% versus 31% for total). 
A similar proportion (24%) lodged or wanted to lodge a formal complaint with the TIO, with 21% deciding not to go ahead with the formal complaint. Activ8me (51%) and Belong customers (41%) are more likely to lodge or want to lodge a complaint with the TIO (versus 24% for total) when compared to customers of all other providers. Vodafone customers are significantly less likely to lodge or want to lodge a formal complaint with the TIO (13% versus 24% for total). 
[bookmark: _Toc513006013][bookmark: _Toc513110343]Figure 34. Total proportion of customers who lodged complaint to provider or TIO and/or those who wanted to lodge complaint but chose not to
	Total lodged or wanted to lodge formal complaint with provider
Activ8me (59%) ↑
Vodafone (19%) ↓
PROVIDER

	· Wanted to lodge complaint with provider but did not proceed
· Lodged complaint with provider


	Total lodged or wanted to lodge formal complaint with TIO
Belong (41%) ↑
Activ8me (51%) ↑
Vodafone (13%) ↓
TIO

	· Wanted to lodge complaint with the TIO but did not proceed
· Lodged complaint with TIO



Base: Total sample (n=1,347) 
B31. Did you at any time ask that your question / problem be escalated, or did you lodge a formal complaint, either with your provider or with the Ombudsman (TIO - Telecommunications Industry Ombudsman)? [M/R]
B32. At any stage did you want to lodge a formal complaint with your provider about this question / problem, but didn’t? [S/R]
B36. At any stage did you want to lodge a formal complaint with the Ombudsman (TIO - Telecommunications Industry Ombudsman) about this issue, but didn’t? The TIO provides an independent dispute resolution service for phone and internet complaints. [S/R]
Please refer to Figure 71 in Appendix A for detailed results by provider
[bookmark: _Ref511646017][bookmark: _Toc513638722]Discouraging TIO contact
Amongst those who have escalated their query with their provider or lodged a formal complaint with either the provider or TIO, nearly one in three (32%) say their provider discouraged them from taking the matter to the TIO.
Amaysim (63%) and Optus (48%) customers are more likely to report they were discouraged, whilst Telstra (19%) customers are less likely to report discrouragement when compared to customers of all other providers. The current survey did not ask respondents to elaborate on how their provider discouraged them. This is an area for future research, 
[bookmark: _Toc513006014][bookmark: _Toc513110344]Figure 35. Discouraging TIO contact
Telstra (19%) ↓
Optus (48%) ↑
Amaysim (63%) ↑


Base: Escalated query within provider’s organisation or lodged formal complaint (provider or TIO) (n=372)
B38. At any time during your dealings with your provider did it feel like they discouraged you from contacting the TIO? [S/R]
Please refer to Figure 72 in Appendix A for detailed results by provider
[bookmark: _Ref511646029][bookmark: _Toc513638723]Finding complaint process information 
Finding information from the provider on how to lodge a formal complaint with them
Of customers who did, or wanted to, lodge a formal complaint with their provider, over half (55%) reported that it was difficult to find information on how to do this. This is three times more than those who found the information easily (18%). The remaining 26% were neutral.
The high proportion of customers who found it difficult to find information is reflected across most of the providers (none of the differences between providers are significant). Please refer to Figure 73 in Appendix A for detailed results.
Customers who did not feel their language requirements were accommodated were more likely to report difficulty in finding information on how to lodge a complaint.
[bookmark: _Toc513006015][bookmark: _Toc513110345]Figure 36. Accessibility of information regarding lodging formal complaint with provider
55% report that it was difficult to find information
18% report that it was easy to find information

Base: Lodged formal complaint with provider or wanted to. Excludes not applicable (n=378).
B33. And how easy or difficult was it to find the information you needed about how to make a formal complaint to your provider? [S/R]
Please refer to Figure 73 in Appendix A for detailed results by provider


Finding information from the provider on how to lodge a complaint with the TIO
Amongst those who lodged a formal complaint with the TIO, or wanted to but chose not to, nearly half (48%) claim that finding information about how to do so was difficult. A further one in five (21%) found information easily, whilst the remaining 31% felt neutral. These are similar figures to those above.
The high proportion of customers who found it difficult to find information about the complaints process is reflected across most of the providers. Please refer to Figure 74 in Appendix A for detailed results.

[bookmark: _Toc513006016][bookmark: _Toc513110346]Figure 37. Accessibility of information regarding lodging formal complaint with TIO
21% report that it was easy to find information
48% report that it was difficult to find information


Base: Lodged formal complaint with TIO or wanted to. Excludes not applicable (n=299).
B37. And how easy or difficult was it to find information from your provider about how to make a complaint with the Ombudsman (TIO - Telecommunications Industry Ombudsman)? [S/R]
Please refer to Figure 74 in Appendix A for detailed results by provider
[bookmark: _Ref511646040][bookmark: _Toc513638724]Perceived level of difficulty to raise complaint 
Amongst those who have lodged a formal complaint with their provider, when asked about how difficult or easy the process was, every second (50%) customer felt it was difficult. A further 19% said it was easy and 31% felt neutral about the experience.
[bookmark: _Toc513006017][bookmark: _Toc513110347]Figure 38. Perceived level of difficulty to raise complaint
19% found it easy
50% found it difficult

Base: Lodged formal complaint with provider (n=117)
B34. And how easy or difficult was it to actually make the formal complaint to your provider? [S/R]
Please refer to Figure 75 in Appendix A for detailed results by provider


[bookmark: _Toc513638725][bookmark: _Ref511646049]Timing of proposed solution 
As a mandatory requirement, providers must propose a solution within three weeks of receiving a formal complaint. Amongst those who have made a formal complaint with their provider, nearly half (46%) said they received a proposed solution within this mandatory period. This leaves the remaining half (54%) waiting more than three weeks for a proposed solution.
[bookmark: _Toc513006018][bookmark: _Toc513110348]Figure 39.Timing of proposed solution 

Base: Lodged formal complaint with provider (n=117)
B35. Providers must propose a solution to your complaint within 3 weeks. Did this happen for you? [S/R]
Please refer to Figure 76 in Appendix A for detailed results by provider


[bookmark: _Ref511646064][bookmark: _Toc513638726]Key areas for improvement.
Customers were asked at the end of the survey to identify one key area that could be improved by their provider to enhance customer service. Two in three customers (66%) provided a suggested improvement and the results have been grouped (coded) and ranked in Figure 40 below.
The main themes that resonated throughout the comments are improving customer service/communication/attitude of staff (42%), timeliness (19%); cost issues (5%), and technology working as it should (2%).
Customer service / communication / attitude of staff (42%) made up the largest proportion, with around one in five (18%) customers stating that language skills required improvement (and this also includes moving call centres to Australia). Telstra customers are significantly more likely to suggest this (24% versus 18% for total), whilst Amaysim (5%) customers are less likely to make this suggestion when compared to customers of all other providers. Other customer service improvements suggested include: improve staff knowledge (6%), proactive and honest communication by staff (4%), and improve customer service in general (4%).
The second largest theme related to timeliness (19%). This is comprised of improving wait times via provision of wait time information or to increase staffing (11%) - Vodafone customers are more likely to suggest this (20% versus 11% for total) when compared to customers of all other providers.
Cost-related issues represent 5% of the results. This includes provision of lower charges and better deals, as suggested by 4% of customers. Telstra customers were more likely to suggest this, at 6%, when compared to customers of all other providers.
The final key theme related to technology with 2% wanting the equipment and services provided to work as they are supposed to.
[bookmark: _Ref511299318][bookmark: _Ref511662056][bookmark: _Toc513006019][bookmark: _Toc513110349]Figure 40. Key areas for improvement (unprompted, coded responses)
	
		Specific areas for improvement 
	Total
	

	►Improve language skills/Move call centre to Australia 
	18% 
	Amaysim (5%) ↓

	
	
	Telstra (24%) ↑

	►Improve staff knowledge 
	6% 
	

	►Improve communications/ Communicate more honestly/proactively 
	4% 
	

	►Improve their customer service (generic) 
	4% 
	

	►Improve attitude/not condescending/more understanding of those with less technology knowledge 
	3% 
	

	►Fix my problem/Do what they say they would do
	3%
	

	►Understand/Listen to my problem 
	2% 
	

	►Improve their online service portal/email communication 
	2% 
	

	►Follow up on problems 
	2% 
	

	►Keep notes/my history on file so I don't have to repeat my story/issue 
	1% 
	

	►Improve internal communications between departments/More consistent information 
	1% 
	

	►Improved wait times/more staff/advise wait time 
	11%
	Vodafone (20%) ↑

	
	
	

	►Faster customer service/faster problem resolution 
	7% 
	

	►Less transferring to different people and departments 
	2% 
	

	►Lower costs/better deals
	4% 
	Telstra (6%) ↑

	
	
	

	►Customer loyalty bonuses/pricing/priority
	1% 
	

	►Provide equipment/services that work as they are supposed to 
	2% 
	





Base: Total sample (n=1,347)
B46. If there was one key area where your provider could improve their customer service, what would that be? [O/E]
NB: Not all suggestions for improvement are reflected in the results above. 
Please refer to Figure 77 in Appendix A for the full list and detailed results by provider
[bookmark: _Toc513638727]Appendix A: Full results
Notes on reading the data and figures in this Appendix:
· As mentioned, the target population for the research was customers who have contacted their telecommunications provider about a question or problem in the last 12 months. The results in this report are based on these customers (unless otherwise specified).
· A result based on a small sample size (less than n=30) is indicated in Figures by italicised font and in a graph by a blue square around base size – these results should be interpreted with caution.
· Results may not sum exactly to 100% due to rounding.
· Statistical differences are shown in Figures using arrows (↑ for significantly higher results; and ↓ for significantly lower results).
· Statistical differences that are a better result for consumers are highlighted in light green, whilst the statistical differences that are a worse outcome for consumers are highlighted in light red.
[bookmark: _Ref511223005][bookmark: _Ref511655607]
[bookmark: _Ref511749371][bookmark: _Toc513006020][bookmark: _Toc513110350]Figure 41. Customers contacting their provider
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size
	8,907
	4013 
	2561 
	1258 
	1126 
	553
	381
	377
	163
	55
	60

	Contacted provider in the last 12 months
	51%
	54% ↑
	50%
	44% ↓
	49%
	54%
	40% ↓
	43% ↓
	60%
	64%
	52%

	Did not contact provider in the last 12 months
	48%
	44% ↓
	48%
	55% ↑
	50%
	45%
	59% ↑
	56% ↑
	39%
	36%
	43%

	Unsure
	2%
	2%
	2%
	2%
	1%
	1%
	1%
	1%
	1%
	0%
	5%


Base: All respondents prior to screening out non-qualifiers
A9. In the last 12 months, which of your providers have you contacted with questions or problems?

[bookmark: _Ref511227950][bookmark: _Ref511655641][bookmark: _Toc513006021][bookmark: _Toc513110351]Figure 42. Overall rating of customer service
5.8
6.3
6.3
6.5
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7.0
7.2
7.5
7.7
Mean score
6.7
6.5

Base: Total sample
B43. Considering the interactions with your provider in relation to your question or problem, overall how would you rate the experience, using a scale of 0 to 10 where 0 is ‘Extremely negative’ and 10 is ‘Extremely positive’? [S/R]


[bookmark: _Ref511228030][bookmark: _Ref511655760][bookmark: _Toc513006022][bookmark: _Toc513110352]Figure 43. Specific elements of customer service (average scores out of 10)
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	I was treated with courtesy
	7.4
	7.2
	7.4
	8.1 ↑
	7.8
	7.8
	8.3 ↑
	7.9
	6.9
	7.8
	8.4

	I was treated in a fair manner
	7.2
	7.1
	7.1
	8.0 ↑
	7.5
	7.6
	8.2 ↑
	7.6
	6.4
	7.0
	7.7

	The customer service staff were professional
	7.2
	7.0
	7.0
	7.9 ↑
	7.4
	7.4
	8.1 ↑
	7.7
	6.8
	7.3
	8.2

	The information I was provided was relevant
	7.1
	6.8 ↓
	7.1
	8.0 ↑
	7.4
	7.5
	8.2 ↑
	7.7 ↑
	6.8
	7.5
	7.8

	The information I was provided was accurate
	7.1
	6.8 ↓
	7.1
	8.0 ↑
	7.2
	7.2
	8.2 ↑
	7.7
	6.7
	7.3
	7.8

	The information I was provided was easy to understand
	7.0
	6.8 ↓
	7.0
	7.9 ↑
	7.3
	7.4
	8.2 ↑
	7.6
	6.8
	7.5
	8.3 ↑

	My service provider followed through on what they said they would do
	6.9
	6.8
	6.7
	7.6 ↑
	7.4
	7.4
	7.9 ↑
	7.7 ↑
	6.5
	6.9
	7.5

	My provider worked with me to ensure the best possible outcome
	6.8
	6.6
	6.8
	7.6 ↑
	7.2
	7.2
	7.8 ↑
	7.5
	5.9
	6.8
	7.3

	Any accessibility requirements I have were able to be accommodated – such as information formats, teletext, etc
	6.8
	6.5
	6.9
	7.6 ↑
	6.9
	7.0
	7.5
	7.5
	5.7
	6.4
	7.4

	Any language requirements I have were able to be accommodated
	6.7
	6.6
	6.7
	7.3
	6.8
	7.3
	7.0
	6.9
	6.5
	7.3
	7.7

	My service provider adhered to the timeframes they provided to me
	6.6
	6.4
	6.5
	7.6 ↑
	7.0
	6.9
	7.4 ↑
	7.6 ↑
	6.1
	6.5
	7.4

	Staff were knowledgeable and able to answer my questions
	6.6
	6.3 ↓
	6.5
	7.7 ↑
	6.9
	7.0
	7.6 ↑
	7.6 ↑
	6.6
	7.2
	7.0

	My question/problem was addressed in a timely manner
	6.5
	6.3
	6.4
	7.5 ↑
	6.6
	6.7
	7.6 ↑
	7.5 ↑
	5.7
	6.0
	7.0

	I was proactively kept informed of the status of my question/problem
	6.3
	6.1
	6.3
	7.3 ↑
	6.6
	6.9
	7.2 ↑
	7.1
	5.8
	6.4
	6.6



Base: Total sample
B42. Thinking about all the contact you had with your provider in relation to your issue or query, please indicate the extent to which each of the below is an accurate reflection of the customer service you received? For each please answer using a scale of 0 to 10 where 0 is ‘Not at all accurate’ and 10 is ‘Extremely accurate’. You can also state that this aspect was not relevant to your question / problem.

[bookmark: _Ref511228040][bookmark: _Ref511655737][bookmark: _Toc513006023][bookmark: _Toc513110353]Figure 44. Specific elements of customer service (scores 0 to 3)
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Scores
	0-3
	0-3
	0-3
	0-3
	0-3
	0-3
	0-3
	0-3
	0-3
	0-3
	0-3

	
	%
	%
	%
	%
	%
	%
	%
	%
	%
	%
	%

	I was treated with courtesy
	9
	11
	10
	4
	8
	6
	6
	3
	8
	0
	0

	I was treated in a fair manner
	11
	12
	13
	3
	12
	7
	7
	5
	19
	14
	11

	The customer service staff were professional
	11
	12
	11
	5
	13
	8
	7
	8
	9
	6
	0

	The information I was provided was relevant
	13
	16
	12
	4
	11
	9
	7
	9
	8
	5
	12

	The information I was provided was accurate
	13
	16
	10
	4
	13
	14
	7
	6
	16
	5
	3

	The information I was provided was easy to understand
	11
	14
	12
	5
	10
	9
	7
	7
	10
	5
	0

	My service provider followed through on what they said they would do
	16
	17
	17
	10
	13
	14
	11
	4
	13
	16
	5

	My provider worked with me to ensure the best possible outcome
	17
	19
	17
	12
	15
	12
	11
	9
	19
	15
	9

	Any accessibility requirements I have were able to be accommodated – such as information formats, teletext, etc
	12
	14
	11
	4
	14
	12
	7
	6
	23
	22
	12

	Any language requirements I have were able to be accommodated 
	14
	17
	11
	7
	14
	12
	8
	12
	18
	3
	0

	My service provider adhered to the timeframes they provided to me
	17
	20
	17
	8
	14
	14
	12
	12
	18
	20
	9

	Staff were knowledgeable and able to answer my questions
	18
	20
	21
	8
	15
	15
	11
	9
	12
	15
	5

	My question/problem was addressed in a timely manner
	19
	22
	20
	9
	20
	16
	12
	8
	22
	29
	12

	I was proactively kept informed of the status of my question/problemBase: Total sample
B42. Thinking about all the contact you had with your provider in relation to your issue or query, please indicate the extent to which each of the below is an accurate reflection of the customer service you received?

	20
	23
	21
	10
	19
	14
	15
	14
	27
	18
	29





[bookmark: _Ref511228044][bookmark: _Ref511655747][bookmark: _Toc513006024][bookmark: _Toc513110354]Figure 45. Specific elements of customer service (8 to 10)
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Scores
	8-10
	8-10
	8-10
	8-10
	8-10
	8-10
	8-10
	8-10
	8-10
	8-10
	8-10

	
	%
	%
	%
	%
	%
	%
	%
	%
	%
	%
	%

	I was treated with courtesy
	60
	57
	58
	71
	66
	66
	75
	65
	51
	59
	72

	I was treated in a fair manner
	57
	54
	55
	72
	61
	60
	73
	58
	45
	45
	55

	The customer service staff were professional
	55
	52
	50
	70
	63
	58
	73
	60
	52
	54
	69

	The information I was provided was relevant
	56
	54
	53
	66
	59
	59
	76
	67
	47
	55
	63

	The information I was provided was accurate
	55
	51
	53
	71
	57
	58
	75
	62
	50
	49
	55

	The information I was provided was easy to understand
	51
	46
	51
	67
	57
	58
	75
	58
	47
	58
	71

	My service provider followed through on what they said they would do
	53
	51
	49
	65
	61
	64
	70
	57
	46
	48
	57

	My provider worked with me to ensure the best possible outcome
	52
	46
	53
	65
	59
	58
	71
	57
	41
	57
	54

	Any accessibility requirements I have were able to be accommodated – such as information formats, teletext, etc
	47
	43
	45
	61
	52
	54
	60
	61
	28
	45
	51

	Any language requirements I have were able to be accommodated 
	46
	44
	43
	55
	52
	58
	51
	54
	46
	48
	54

	My service provider adhered to the timeframes they provided to me
	49
	47
	46
	65
	52
	56
	65
	62
	39
	48
	46

	Staff were knowledgeable and able to answer my questions
	49
	45
	46
	65
	57
	56
	65
	59
	49
	59
	44

	My question/problem was addressed in a timely manner
	49
	48
	43
	63
	52
	55
	67
	60
	32
	40
	45

	I was proactively kept informed of the status of my question/problem
	44
	38
	45
	60
	52
	51
	58
	52
	42
	46
	53


Base: Total sample
B42. Thinking about all the contact you had with your provider in relation to your issue or query, please indicate the extent to which each of the below is an accurate reflection of the customer service you received?




[bookmark: _Ref511228108][bookmark: _Ref511655821][bookmark: _Toc513006025][bookmark: _Toc513110355]Figure 46. Overall time spent
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Up to 15 min
	16%
	12%
	17%
	25% ↑
	19%
	23%
	31% ↑
	29% ↑
	12%
	18%
	15%

	16 to 60 min
	18%
	18%
	18%
	24%
	17%
	16%
	23%
	10%
	12%
	9%
	16%

	>60 min to 1 day
	13%
	13%
	13%
	11%
	17%
	14%
	10%
	17%
	14%
	4%
	7%

	>1 day to 7 days
	20%
	20%
	20%
	17%
	20%
	16%
	15%
	15%
	16%
	8%
	7%

	>7 days to 1 month
	14%
	13%
	16%
	13%
	11%
	19%
	11%
	9%
	15%
	15%
	17%

	More than 1 month 
	20%
	24% ↑
	16%
	10% ↓
	16%
	12%
	10%
	19%
	31%
	46% ↑
	37%

	Average days*
	21.0
	24.6
	19.1
	10.1 ↓
	16.7
	11.4 ↓
	12.7
	17.1
	35.9
	38.3
	35.0

	Average days* 
(of all resolved cases)
	13.3
	15.4
	12.7
	6.2↓
	7.8
	9.4
	10.3
	11.0
	28.7
	37.6
	35.5

	Average days* 
(of all unresolved cases)
	59.8
	67.1
	49.9
	46.1
	74.8
	27.4
	29.3
	44.5
	64.0
	41.6
	33.9


Base: Total sample *Outliers removed
B39. Approximately how long have you spent trying to resolve this question/problem since it first started? If it is ongoing, how long has it been to date?

[bookmark: _Ref511230845][bookmark: _Ref511658032][bookmark: _Toc513006026][bookmark: _Toc513110356][bookmark: _Hlk511227502]Figure 47. Types of query
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Service issue or outage
	37%
	43%↑
	34%
	16%↓
	46%
	46%
	16%↓
	17%↓
	53%
	55%
	48%

	General enquiry about your account / plan / contract
	33%
	29%
	36%
	47%↑
	21%↓
	38%
	44%
	46%
	39%
	37%
	30%

	Billing enquiry / Billing issue
	28%
	23%
	36%
	33%
	22%
	26%
	32%
	34%
	32%
	21%
	18%

	Change or renewal of plan (or data pack)
	19%
	16%
	15%
	37%↑
	20%
	17%
	39%↑
	27%
	9%
	4%
	26%

	Equipment issue
	14%
	16%
	13%
	10%
	14%
	17%
	10%
	6%
	17%
	16%
	15%

	Update contact details
	5%
	3%
	5%
	9%
	6%
	6%
	15%↑
	12%↑
	7%
	14%
	4%

	Roaming, usage overseas
	4%
	1%↓
	5%
	13%↑
	1%
	2%
	7%
	10%↑
	6%
	14%
	12%

	Migrating services to new address
	3%
	2%
	3%
	3%
	8%↑
	5%
	2%
	4%
	6%
	3%
	10%

	Cancellation of service
	3%
	3%
	3%
	4%
	1%
	2%
	1%
	0%
	4%
	4%
	0%

	Some other reason (please specify)
	2%
	3%
	2%
	2%
	0%
	1%
	2%
	3%
	0%
	2%
	0%


Base: Total sample
B1. Thinking about the most recent question or problem you contacted [PROVIDER] about, which of the following options best describe what the question or problem was? 

[bookmark: _Ref511230889][bookmark: _Ref511659675][bookmark: _Toc513006027][bookmark: _Toc513110357]Figure 48. Method of initial contact
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	By phone
	66%
	70%
	61%
	61%
	84%↑
	81%↑
	59%
	32%↓
	64%
	51%
	72%

	In person / in a store
	13%
	13%
	10%
	25%↑
	1%↓
	0%↓
	18%
	0%
	1%
	0%
	3%

	Using messenger or chat feature on the provider's website
	12%
	10%
	22%↑
	7%
	2%↓
	8%
	10%
	38%↑
	10%
	14%
	7%

	By email
	4%
	4%
	3%
	3%
	10%↑
	5%
	5%
	17%↑
	12%
	16%
	9%

	By submitting a query via a web-form on the provider's website
	3%
	3%
	1%
	3%
	4%
	4%
	4%
	7%↑
	9%↑
	8%
	6%

	Via social media such as Twitter or Facebook
	2%
	1%
	4%
	1%
	0%
	3%
	3%
	4%
	3%
	7%
	4%

	By posting a letter
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	3%↑
	0%

	Some other way (please specify)
	0%
	0%
	0%
	0%
	0%
	0%
	1%↑
	2%↑
	0%
	0%
	0%


Base: Total sample
B2. How did you initially contact your provider about this question or problem?

[bookmark: _Ref511231005][bookmark: _Ref511659782][bookmark: _Ref511230999][bookmark: _Toc513006028][bookmark: _Toc513110358]Figure 49. Was this your preferred method of contact?

Base: Total sample	
B3. Was this your preferred method of communication?
[bookmark: _Ref511231063][bookmark: _Ref511659744][bookmark: _Ref511231059]

[bookmark: _Ref511748637][bookmark: _Toc513006029][bookmark: _Toc513110359]Figure 50. Preferred method of initial contact
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	145
	24
	19
	18
	17
	14
	19
	15
	10
	4
	5

	By email
	26%
	33%
	4%
	33%
	45%
	35%
	14%
	11%
	21%
	35%
	0%

	By phone
	23%
	19%
	26%
	36%
	0%
	10%
	29%
	61%
	34%
	0%
	42%

	Using messenger or chat feature on the provider's website
	20%
	14%
	31%
	20%
	47%
	23%
	24%
	14%
	36%
	0%
	35%

	By submitting a query via a web-form on the provider's website
	18%
	17%
	29%
	0%
	8%
	26%
	20%
	14%
	9%
	22%
	23%

	In person / in a store
	11%
	16%
	6%
	0%
	0%
	6%
	13%
	0%
	0%
	43%
	0%

	Via social media such as Twitter or Facebook
	1%
	0%
	0%
	6%
	0%
	0%
	0%
	0%
	0%
	0%
	0%

	By posting a letter
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	0%
	0%

	Some other way (please specify)
	1%
	0%
	4%
	5%
	0%
	0%
	0%
	0%
	0%
	0%
	0%


Base: Did not use preferred method of communication in initial contact
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution. 
B4. What would your preferred method have been?
[bookmark: _Ref511659839][bookmark: _Toc513110360][bookmark: _Toc513006030]Figure 51. Reasons for not using preferred method 
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	145
	24
	19
	18
	17
	14
	19
	15
	10
	4
	5

	It was difficult to find the contact details I needed
	27%
	32%
	14%
	25%
	22%
	30%
	40%
	34%
	50%
	20%
	23%

	I didn't find it helpful when I last used my preferred method
	27%
	27%
	26%
	30%
	23%
	47%
	19%
	12%
	0%
	41%
	10%

	It was difficult getting through to the right person/department
	24%
	14%
	46%
	34%
	27%
	36%
	49%
	44%
	0%
	0%
	25%

	I was waiting too long for a response so contacted them another way
	23%
	26%
	24%
	14%
	43%
	17%
	17%
	27%
	0%
	0%
	0%

	Some other reason (please specify)
	        18%        
	Other reasons include: I wanted it done straight away; phone cannot work without internet; this option was offered to me; not sure it’s possible; I wasn’t at home


Base: Did not use preferred method of communication in initial contact
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B5. Why didn't you contact your provider using your preferred method? [M/R]

[bookmark: _Ref511231098][bookmark: _Ref511659884]

[bookmark: _Ref511748837][bookmark: _Toc513006031][bookmark: _Toc513110361]Figure 52. Ability to use preferred method for subsequent contact
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	497
	102
	80
	49
	81
	56
	32
	38
	33
	11
	15

	Yes
	76%
	74%
	80%
	82%
	84%
	73%
	71%
	63%
	66%
	79%
	61% 

	No
	24%
	26%
	20%
	18%
	16%
	27%
	29%
	37%
	34%
	21%
	39%


Base: Query resolved but required further contact or query unresolved/ongoing
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B28. Were you able to use your preferred method of communication for all subsequent contact with your provider?
[bookmark: _Ref511659917][bookmark: _Toc513006032][bookmark: _Toc513110362]Figure 53. Ability of first point of person to deal with query

Base: Spoke to someone on phone
NB: Some figures may be proportionally larger/smaller, however the results may not be statistically different due to small base sizes. Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B14. Was the person you initially spoke to able to deal with your question or problem? 
[bookmark: _Ref511231147][bookmark: _Ref511659945][bookmark: _Toc513006033][bookmark: _Toc513110363] Figure 54. Number of subsequent transfers
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	216
	48
	34
	21
	47
	27
	12
	5
	14
	3
	5

	1
	17%
	14%
	16%
	40%
	19%
	13%
	9%
	0%
	34%
	70%
	18%

	2
	37%
	39%
	35%
	21%
	30%
	42%
	44%
	45%
	14%
	0%
	82%

	3
	19%
	19%
	16%
	18%
	28%
	31%
	42%
	55%
	26%
	0%
	0%

	4
	13%
	13%
	19%
	0%
	4%
	2%
	0%
	0%
	7%
	30%
	0%

	5+
	12%
	12%
	10%
	15%
	17%
	9%
	0%
	0%
	20%
	0%
	0%

	Average number of transfers*
	2.9
	2.9
	2.8
	2.4
	2.8
	2.5
	2.2
	2.5
	3.1
	1.9
	1.8


Base: First person spoken to unable to answer question *Outliers removed
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B15. How many times in total were you transferred to another person / department or had to call other numbers before you got through to someone who could help you? If you can’t remember the exact number, please provide your best estimate.
[bookmark: _Ref511231151][bookmark: _Ref511660059]

[bookmark: _Ref511748976][bookmark: _Toc513006034][bookmark: _Toc513110364]Figure 55. Time spent from first call to being connected to the right person or department
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	862
	142
	120
	124
	169
	106
	76
	40
	48
	16
	21

	Up to 5 minutes
	9%
	7%
	7%
	19% ↑
	13%
	14%
	25% ↑
	7%
	8%
	17%
	20%

	6-15 min
	21%
	19%
	20%
	29%
	23%
	30%
	30%
	29%
	22%
	47%
	20%

	16-30 min
	25%
	25%
	25%
	26%
	24%
	30%
	28%
	23%
	27%
	25%
	40%

	31-60 min
	21%
	23%
	24%
	13%
	23%
	14%
	8%
	14%
	16%
	0%
	4%

	>60 min to 2 hours
	13%
	15%
	15%
	6%
	8%
	6%
	6%
	14%
	13%
	11%
	0%

	Over 2 hours
	10%
	11%
	9%
	7%
	8%
	6%
	4%
	13%
	14%
	0%
	15%

	Average hours*
	1.2
	1.3
	1.0
	0.8
	1.3
	0.8
	0.5
	1.0
	1.3
	0.4
	1.2


Base: Spoke to someone on phone *Outliers removed
B16.How much time did you spend on the phone from the time you first called the provider until you were connected to the right person / department? This includes any time spent selecting automated options, being on hold, being transferred, etc. but does not include time between separate calls. IF CODE 1 @ B9 (RECEIVED CALL BACK): Include the time on your initial call when you requested the call back, as well as the call back itself.

[bookmark: _Ref511660308][bookmark: _Toc513006035][bookmark: _Toc513110365]Figure 56. Provision of wait time on phone

Base: Selected to contact provider via phone
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B6. Were you told what the average wait time was to speak to a customer service representative?
[bookmark: _Ref511289844][bookmark: _Ref511660302][bookmark: _Ref511289831][bookmark: _Toc513006036][bookmark: _Toc513110366]Figure 57. Provision of response time

Base: Messenger/chat, web form, email, social media, or post was the selected method of communication
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B20. And when you made contact, were you told when you could expect to receive a response? 

[bookmark: _Ref511289673][bookmark: _Ref511660377][bookmark: _Toc513006037][bookmark: _Toc513110367]Figure 58. Average response time (days)
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	340
	36
	62
	29
	37
	23
	28
	80
	23
	14
	8

	Up to 15 minutes
	33%
	39%
	58% ↑
	24%
	11%
	26%
	32%
	41%
	9%
	0%
	25%

	16 min to 60 min
	7%
	14%
	5%
	10%
	8%
	13%
	0%
	5%
	9%
	0%
	0%

	>60 min to 1 day
	25%
	17%
	19%
	34%
	38%
	22%
	21%
	20%
	48%
	14%
	25%

	>1 day and up to 2 days
	15%
	14%
	3%
	28%
	22%
	22%
	18%
	13%
	13%
	36%
	13%

	>2 days and up to 3 days
	9%
	8%
	2%
	0%
	11%
	4%
	14%
	15%
	4%
	14%
	13%

	More than 3 days
	11%
	8%
	13%
	3%
	11%
	13%
	14%
	6%
	17%
	36%
	25%

	Average days*
	1.5
	1.4
	1.6
	0.8
	1.7
	1.3
	1.8
	1.0
	1.7
	6.8
	5.1


Base: Messenger/chat, web form, email, social media, or post was the selected method of communication *Outliers removed
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B21. And after submitting your question or problem, and not including any automated acknowledgments, how long did you actually wait to receive a response

[bookmark: _Toc513006038][bookmark: _Toc513110368]Figure 59. Response received within advised timeframe
Base: Messenger/chat, web form, email, social media, or post was the selected method of communication and advised of response timeframe
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B22. Was this in line with what you were told the call back / response time would be?

[bookmark: _Ref511291822][bookmark: _Ref511660425][bookmark: _Toc513110369][bookmark: _Toc513006039]Figure 60. Call backs offered 
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	871
	146
	120
	124
	171
	107
	77
	41
	48
	16
	21

	Yes - was offered and requested this
	23%
	19%
	25%
	29%
	40% ↑
	15%
	14%
	22%
	19%
	46%
	32%

	Yes - was offered but did not take up
	25%
	27%
	20%
	21%
	23%
	20%
	22%
	19%
	17%
	31%
	42%

	NETT - Yes
	48%
	47%
	46%
	50%
	63% ↑
	35%
	36%
	41%
	36%
	77%
	73%

	No - was not offered
	35%
	33%
	38%
	38%
	28%
	48%
	45%
	42%
	33%
	10%
	18%

	Don't know / can't remember
	18%
	20%
	16%
	13%
	8%
	17%
	18%
	17%
	31%
	13%
	8%


Base: Phone was the selected method of communication
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B7. Were you offered an option to receive a call back? And if so, did you take up this option? (Some providers offer to phone customers back instead of waiting on hold).
[bookmark: _Ref511291827]

[bookmark: _Ref511660431][bookmark: _Toc513110370][bookmark: _Toc513006040]Figure 61. Decision to stay on phone 
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	652
	118
	88
	90
	106
	90
	65
	31
	38
	10
	16

	Yes - stayed on phone
	92%
	92%
	91%
	96%
	92%
	95%
	90%
	94%
	88%
	92%
	89%

	No - I was disconnected and had to call back
	5%
	6%
	7%
	1%
	4%
	3%
	5%
	3%
	12%
	8%
	0%

	No - I hung up before speaking to anybody and contacted them again later
	1%
	1%
	2%
	3%
	4%
	1%
	3%
	0%
	0%
	0%
	11%

	No - I hung up before speaking to anyone and haven't contacted them again
	1%
	2%
	0%
	0%
	1%
	1%
	1%
	3%
	0%
	0%
	0%

	NETT - No
	8%
	8%
	9%
	4%
	8%
	5%
	10%
	6%
	12%
	8%
	11%


Base: Did not select call back option on phone or was not offered option
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B12. Did you stay on the call you made until you spoke to a person?

[bookmark: _Ref511291861][bookmark: _Ref511660480][bookmark: _Toc513110371][bookmark: _Toc513006041]Figure 62. Reasons for not choosing a call back 
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	185
	38
	23
	22
	37
	20
	17
	7
	8
	5
	8

	I thought it would be quicker to stay on hold rather than wait for a call back
	57%
	55%
	66%
	47%
	69%
	58%
	63%
	85%
	50%
	48%
	41%

	Was convenient to speak now, not later
	48%
	53%
	34%
	51%
	46%
	42%
	51%
	15%
	18%
	35%
	22%

	I was worried they may not call me back
	35%
	35%
	36%
	45%
	26%
	18%
	38%
	15%
	50%
	42%
	37%


Base: Offered call back option but did not select
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B11. Why did you choose not to take up the call back option when this was offered to you?


[bookmark: _Ref511660530][bookmark: _Toc513006042][bookmark: _Toc513110372]Figure 63. Provision of timeframe

Base: Selected call back option
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B8. Were you given a timeframe for when this call back would happen? 
[bookmark: _Ref511291991][bookmark: _Ref511660556]
[bookmark: _Ref511749669][bookmark: _Toc513006043][bookmark: _Toc513110373]Figure 64. Received call back
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	219
	28
	32
	34
	65
	17
	12
	10
	10
	6
	5

	Yes
	83%
	82%
	84%
	75%
	95%
	94%
	67%
	100%
	87%
	100%
	79%

	No, I had to contact them again
	14%
	13%
	16%
	25%
	4%
	6%
	33%
	0%
	13%
	0%
	21%

	No, and I did not contact them again
	2%
	5%
	0%
	0%
	1%
	0%
	0%
	0%
	0%
	0%
	0%

	NETT - No
	17%
	18%
	16%
	25%
	5%
	6%
	33%
	0%
	13%
	0%
	21%


Base: Selected call back option on phone
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B9. And did you receive a call back?
 
[bookmark: _Ref511660587][bookmark: _Toc513006044][bookmark: _Toc513110374]Figure 65. Received call back within timeframe
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	149
	16
	22
	18
	56
	14
	6
	8
	4
	4
	1

	Yes
	89%
	90%
	85%
	89%
	92%
	92%
	100%
	90%
	100%
	61%
	100%

	No
	11%
	10%
	15%
	11%
	8%
	8%
	0%
	10%
	0%
	39%
	0%


Base: Selected call back option on phone and received call back
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B10. Was this call back within the advised timeframe?
[bookmark: _Ref511749752][bookmark: _Toc513006045][bookmark: _Toc513110375]Figure 66. Case history information
48%
NETT
Re-provide information
86%↑
62%
61%
61%
56%
58%
56%
50%
29%
58%

Base: Resolved but required communication on multiple occasions or issue unresolved
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B29. And each time you re-contacted your provider about this issue, was the person you were dealing with able to access the case history of your question / problem, or did you have to re-provide this information to them?
[bookmark: _Ref511296012][bookmark: _Ref511660621]
[bookmark: _Ref511749783][bookmark: _Toc513006046][bookmark: _Toc513110376]Figure 67. Number of times repetition of information was required
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	280
	57
	44
	28
	45
	33
	26
	19
	17
	3
	8

	1
	13%
	16%
	7%
	10%
	5%
	8%
	16%
	8%
	24%
	0%
	33%

	2
	21%
	20%
	17%
	40%
	22%
	24%
	32%
	39%
	6%
	34%
	54%

	3
	28%
	23%
	42%
	25%
	34%
	39%
	34%
	28%
	12%
	66%
	12%

	4
	11%
	10%
	18%
	4%
	11%
	7%
	4%
	7%
	20%
	0%
	0%

	5+
	26%
	31%
	15%
	21%
	27%
	22%
	15%
	18%
	32%
	0%
	0%

	Average*
	3.7
	4.0
	3.5
	3.2
	3.8
	3.5
	2.9
	3.0
	3.8
	2.7
	1.8


Base: Had to re-provide information *Outliers removed
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B30. And how many people do you remember needing to repeat your question or problem to during this experience? If you can't remember the exact number, please provide your best estimate.
[bookmark: _Ref511297084][bookmark: _Ref511660656]

[bookmark: _Ref511749851][bookmark: _Toc513006047][bookmark: _Toc513110377]Figure 68. First contact resolution and subsequent follow-up contact
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Resolved – 
at first contact
	58%
	53% ↓
	59%
	76% ↑
	61%
	58%
	75% ↑
	69%
	54%
	68%
	49%

	Resolved – 
but required further contact 
	23%
	26%
	23%
	13% ↓
	24%
	27%
	11% ↓
	11% ↓
	25%
	11%
	19%

	NETT – resolved
	81%
	79%
	82%
	89% ↑
	85%
	86%
	86%
	81%
	79%
	79%
	68%

	Unresolved – 
still in progress
	10%
	11%
	12%
	6%
	4% ↓
	11%
	4%
	15%
	11%
	10%
	15%

	Unresolved –
stopped pursuing
	8%
	10%
	6%
	5%
	11%
	3%
	10%
	5%
	11%
	11%
	17%

	NETT - unresolved
	19%
	21%
	18%
	11% ↓
	15%
	14%
	14%
	19%
	21%
	21%
	32%


Base: Total sample 
B25. Has your question / problem been resolved?
B26. Was it resolved the first time you contacted your provider?
[bookmark: _Ref511297123][bookmark: _Ref511660685]
[bookmark: _Ref511749890][bookmark: _Toc513006048][bookmark: _Toc513110378]Figure 69. Average number of contacts (including queries resolved during first contact)

Base: Total sample. Outliers removed.
NB: Some figures may be proportionally larger/smaller, however the results may not be statistically different due to small base sizes. 
B26. Was it resolved the first time you contacted your provider?
B27. Not including your initial contact, how many times have you subsequently contacted your provider about this issue? If you can't remember the exact number, please provide your best estimate


[bookmark: _Ref511297696][bookmark: _Ref511749932][bookmark: _Toc513006049][bookmark: _Toc513110379]Figure 70. Escalation of query
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Escalated within provider’s organisation 
	23%
	24%
	26%
	14% ↓
	19%
	21%
	16%
	16%
	28%
	28%
	23%

	Lodged a formal complaint with my provider
	9%
	9%
	8%
	6%
	6%
	6%
	8%
	14%
	14%
	21%
	16%

	Lodged a complaint with the Ombudsman (TIO)
	3%
	3%
	4%
	1%
	2%
	6%
	1%
	1%
	8%
	3%
	10%

	NETT – escalated at least once
	30%
	31%
	33%
	19%↓
	24%
	28%
	21%
	29%
	42%
	46%
	39%

	No, none of the above
	70%
	69%
	67%
	81%↑
	76%
	72%
	79%
	71%
	58%
	54%
	61%


Base: Total sample
B31. Did you at any time ask that your question / problem be escalated, or did you lodge a formal complaint, either with your provider or with the Ombudsman (TIO - Telecommunications Industry Ombudsman)? [M/R]
[bookmark: _Ref511297721][bookmark: _Ref511660723][bookmark: _Toc513006050][bookmark: _Toc513110380]Figure 71. Total proportion of customers who lodged complaint to provider or TIO and/or those who wanted to lodge complaint but chose not to
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Total lodged or wanted to lodge formal complaint with provider
	31%
	32%
	34%
	19% ↓
	26%
	26%
	22%
	35%
	45%
	59% ↑
	31%

	Wanted to lodge but didn’t lodge formal complaint with provider
	22%
	23%
	25%
	13% ↓
	21%
	20%
	14%
	22%
	31%
	38%
	15%

	Total lodged or wanted to lodge formal complaint with TIO
	24%
	24%
	29%
	13% ↓
	22%
	19%
	15%
	28%
	41% ↑
	51% ↑
	24%

	Wanted to lodge but didn’t lodge formal complaint with TIO
	21%
	21%
	25%
	12% ↓
	20%
	14%
	14%
	26%
	32%
	48% ↑
	34%


Base: Total sample
B31. Did you at any time ask that your question / problem be escalated, or did you lodge a formal complaint, either with your provider or with the Ombudsman (TIO - Telecommunications Industry Ombudsman)? [M/R]
B32. At any stage did you want to lodge a formal complaint with your provider about this question / problem, but didn’t? [S/R]
B36. At any stage did you want to lodge a formal complaint with the Ombudsman (TIO - Telecommunications Industry Ombudsman) about this issue, but didn’t? The TIO provides an independent dispute resolution service for phone and internet complaints. [S/R]
[bookmark: _Ref511297936][bookmark: _Ref511660766]

[bookmark: _Ref511750236][bookmark: _Toc513006051][bookmark: _Toc513110381]Figure 72 Discouraging TIO contact

Base: Escalated query within provider’s organisation or lodged formal complaint (provider or TIO)
NB: Some figures may be proportionally higher but are not significantly different due to small base sizes. Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B38. At any time during your dealings with your provider did it feel like they discouraged you from contacting the TIO (Telecommunications Industry Ombudsman)? [S/R]
[bookmark: _Ref511750276][bookmark: _Toc513006052][bookmark: _Toc513110382]Figure 73. Accessibility of information regarding lodging formal complaint with provider
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	378
	63
	65
	37
	55
	34
	25
	42
	32
	16
	9

	Very difficult
	22%
	24%
	21%
	15%
	25%
	17%
	23%
	28%
	27%
	13%
	0%

	Somewhat difficult
	33%
	34%
	36%
	17%
	29%
	33%
	36%
	37%
	19%
	47%
	24%

	NETT - difficult
	55%
	58%
	57%
	32%
	54%
	50%
	60%
	65%
	46%
	60%
	24%

	Neither difficult or easy
	26%
	27%
	22%
	46%
	27%
	23%
	15%
	17%
	29%
	8%
	15%

	Somewhat easy
	10%
	8%
	12%
	8%
	11%
	15%
	21%
	14%
	19%
	21%
	45%

	Very easy
	8%
	6%
	10%
	14%
	8%
	12%
	4%
	4%
	6%
	11%
	16%

	NETT - easy
	18%
	15%
	22%
	23%
	19%
	27%
	26%
	18%
	25%
	33%
	61%


Base: Lodged formal complaint with provider or wanted to. Excludes not applicable.
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B33. And how easy or difficult was it to find the information you needed about how to make a formal complaint to your provider? [S/R] 


[bookmark: _Ref511298638][bookmark: _Ref511660794][bookmark: _Toc513006053][bookmark: _Toc513110383]Figure 74. Accessibility of information regarding lodging formal complaint with TIO

	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	299
	48
	54
	25
	44
	26
	17
	33
	27
	14
	11

	Very difficult
	25%
	24%
	28%
	24%
	21%
	22%
	16%
	20%
	16%
	31%
	0%

	Somewhat difficult
	23%
	19%
	27%
	27%
	18%
	18%
	43%
	53% ↑
	33%
	22%
	46%

	NETT - difficult
	48%
	43%
	54%
	51%
	39%
	40%
	59%
	73%
	49%
	53%
	46%

	Neither difficult or easy
	31%
	38%
	18%
	38%
	41%
	28%
	13%
	16%
	31%
	18%
	28%

	Somewhat easy
	11%
	9%
	16%
	7%
	10%
	17%
	15%
	9%
	14%
	8%
	0%

	Very easy
	10%
	10%
	12%
	4%
	10%
	15%
	13%
	3%
	7%
	22%
	26%

	NETT - easy
	21%
	18%
	27%
	11%
	20%
	32%
	28%
	12%
	21%
	30%
	26%


Base: Lodged formal complaint with TIO or wanted to. Excludes not applicable.
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B37. And how easy or difficult was it to find information from your provider about how to make a complaint with the Ombudsman (TIO - Telecommunications Industry Ombudsman)? [S/R]
[bookmark: _Ref511298666][bookmark: _Ref511660835][bookmark: _Toc513006054][bookmark: _Toc513110384]Figure 75. Perceived level of difficulty to raise complaint
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	117
	18
	16
	14
	11
	9
	10
	17
	12
	6
	4

	Very difficult
	15%
	16%
	12%
	24%
	6%
	7%
	0%
	14%
	15%
	15%
	0%

	Somewhat difficult
	35%
	30%
	45%
	35%
	47%
	38%
	36%
	56%
	26%
	0%
	52%

	NETT - difficult
	50%
	46%
	57%
	59%
	53%
	46%
	36%
	70%
	41%
	15%
	52%

	Neither difficult or easy
	31%
	32%
	30%
	28%
	37%
	28%
	42%
	30%
	32%
	15%
	38%

	Somewhat easy
	14%
	16%
	8%
	14%
	9%
	27%
	22%
	0%
	19%
	54%
	0%

	Very easy
	5%
	7%
	5%
	0%
	0%
	0%
	0%
	0%
	8%
	16%
	10%

	NETT - easy
	19%
	22%
	13%
	14%
	9%
	27%
	22%
	0%
	27%
	70%
	10%


Base: Lodged formal complaint with provider
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B34. And how easy or difficult was it to actually make the formal complaint to your provider? [S/R]
[bookmark: _Ref511298701][bookmark: _Ref511660854][bookmark: _Toc513110385][bookmark: _Toc513006055]Figure 76. Timing of proposed solution 
	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size (n=)
	117
	18
	16
	14
	11
	9
	10
	17
	12
	6
	4

	Provider advised their proposed solution within 3 weeks
	46%
	32%
	64%
	56%
	52%
	66%
	74%
	79%
	95% ↑
	77%
	62%

	Took longer than 3 weeks
	54%
	68%
	36%
	44%
	48%
	34%
	26%
	21%
	5% ↓
	23%
	38%


Base: Lodged formal complaint with provider 
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B35. Providers must propose a solution to your complaint within 3 weeks. Did this happen for you? [S/R]


[bookmark: _Ref511299280][bookmark: _Ref511660891][bookmark: _Toc513006056][bookmark: _Toc513110386]Figure 77. Key areas for improvement (unprompted, coded responses)
Key themes
►Customer service / communication / staff attitude (42%)	
►Timeliness (19%)
► Cost issues (5%)
► Technology (2%)









	
	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Nothing needed/Good service 
	23%
	20%
	26%
	26%
	27%
	25%
	33%
	30%
	22%
	27%
	29%

	►Improve language skills/Move call centre to Australia 
	18%
	24% ↑
	14%
	12%
	11%
	14%
	10%
	5% ↓
	5%
	6%
	4%

	►Improved wait times/more staff/advise wait time 
	11%
	9%
	10%
	20% ↑
	14%
	6%
	7%
	18%
	20%
	3%
	14%

	►Faster customer service/faster problem resolution 
	7%
	6%
	10%
	5%
	8%
	11%
	5%
	2%
	9%
	0%
	0%

	►Improve staff knowledge 
	6%
	6%
	6%
	4%
	6%
	5%
	5%
	3%
	7%
	0%
	2%

	►Improve communications/ Communicate more honestly/proactively 
	4%
	5%
	3%
	4%
	3%
	4%
	3%
	3%
	4%
	7%
	3%

	►Lower costs/better deals
	4%
	6% ↑
	2%
	1%
	1%
	2%
	1%
	1%
	2%
	4%
	9%

	►Improve their customer service (generic) 
	4%
	3%
	5%
	4%
	3%
	1%
	1%
	1%
	3%
	6%
	0%

	►Improve attitude/not condescending/more understanding of those with less technology knowledge 
	3%
	4%
	2%
	3%
	3%
	1%
	2%
	4%
	2%
	4%
	4%

	►Fix my problem/Do what they say they would do
	3%
	3%
	3%
	1%
	3%
	5%
	4%
	2%
	5%
	5%
	0%

	►Provide equipment/services that work as they are supposed to (eg no drop outs, stated contract speeds etc)
	2%
	3%
	2%
	1%
	1%
	2%
	0%
	0%
	6%
	2%
	9%

	►Understand/Listen to my problem 
	2%
	2%
	4%
	2%
	1%
	2%
	4%
	1%
	1%
	0%
	0%

	►Improve their online service portal/email communication 
	2%
	2%
	3%
	2%
	2%
	2%
	3%
	1%
	1%
	2%
	15%

	►Follow up on problems 
	2%
	2%
	2%
	0%
	3%
	0%
	2%
	0%
	1%
	0%
	2%

	►Less transferring to different people and departments 
	2%
	1%
	4%
	0%
	0%
	1%
	2%
	0%
	0%
	0%
	0%

	►Keep notes/my history on file so I don't have to repeat my story/issue 
	1%
	2%
	0%
	1%
	4%
	2%
	3%
	0%
	1%
	0%
	0%

	►Customer loyalty bonuses/pricing/priority
	1%
	0%
	3%
	0%
	1%
	0%
	1%
	0%
	0%
	0%
	0%

	►Improve internal communications between departments/More consistent information 
	1%
	1%
	1%
	0%
	0%
	0%
	0%
	1%
	0%
	0%
	0%

	Other
	6%
	4%
	6%
	12%
	8%
	12% ↑
	12%
	10%
	8%
	9%
	10%

	Don't know/unsure
	7%
	8%
	3%
	4%
	7%
	10%
	7%
	19% ↑
	11%
	24% ↑
	5%


Base: Total sample
B46. If there was one key area where your provider could improve their customer service, what would that be? [O/E]


NB: Customer expectations 
The survey also included questions that asked if specific activities / events were in line with customer expectations. These questions were asked in relation to:
· overall rating of customer experience
· the total time spent on the phone from the first contact through to reaching the right person or department; 
· response times; and 
· the total time spent trying to find a resolution with the provider
The results have been included below.


[bookmark: _Toc513006057][bookmark: _Toc513110387]Figure 78 Overall expectations
Base: Total sample
B44. Is this experience in line with what you expected it would be when you first contacted your provider? [S/R]


[bookmark: _Toc513006059]Figure 79 Time expectations
Base: Total sample
NB: Figures may be proportionally higher/lower but are not significantly different due to small base sizes
B40. Was this in line with what you had expected it would be when you first contacted your provider?

[bookmark: _Toc513006061]Figure 80 Phone experience expectations 

Base: Spoke to someone on phone
NB: Some figures may be proportionally larger/smaller, however the results may not be statistically different due to small base sizes. Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B17. Was this time in line with what you expected it would be when you initiated the call? 

[bookmark: _Toc513006063]Figure 81 Expectations of online query, email, social media, and post experience

Base: Messenger/chat, web form, email, social media, or post was the selected method of communication
NB: Please note small sample size(s) highlighted in blue – results are less than n=30 and should be interpreted with caution.
B23. Was the actual time it took to receive a response in line with what you thought it would be when you submitted your question / problem?

[bookmark: _Toc513638728]Appendix B: Sample profile.

	

	Total
	Telstra
	Optus
	Vodafone
	TPG / 
iiNET
	Dodo / iPrimus
	Virgin
	Amaysim
	Belong
	Activ8me
	Skymesh

	Base size
	1,347
	210
	203
	205
	209
	131
	131
	125
	73
	30
	30

	Age

	18 to 29
	21%
	16% ↓
	27%
	30% ↑
	19%
	17%
	22%
	28%
	46% ↑
	18%
	19%

	30 to 49
	47%
	46%
	56% ↑
	38%
	40%
	36%
	44%
	40%
	38%
	46%
	29%

	50+
	32%
	37% ↑
	17% ↓
	32%
	41%
	47% ↑
	35%
	32%
	17% ↓
	37%
	52%

	Gender

	Male
	55%
	53%
	64%
	55%
	53%
	48%
	48%
	50%
	55%
	55%
	71%

	Female
	45%
	47%
	36%
	45%
	47%
	52%
	52%
	50%
	45%
	45%
	29%

	Location

	NSW/ACT
	34%
	28% ↓
	39%
	49% ↑
	38%
	33%
	36%
	32%
	37%
	38%
	16%

	VIC
	25%
	26%
	28%
	17%
	18%
	20%
	16%
	26%
	27%
	18%
	25%

	QLD
	20%
	22%
	20%
	12%
	14%
	18%
	20%
	24%
	14%
	15%
	29%

	SA
	7%
	8%
	4%
	9%
	6%
	13%
	12%
	4%
	8%
	15%
	0%

	WA
	11%
	13%
	6%
	8%
	23% ↑
	8%
	10%
	8%
	14%
	3%
	12%

	TAS
	2%
	3%
	1%
	2%
	1%
	6%
	2%
	0%
	0%
	4%
	7%

	NT
	1%
	0%
	2%
	3%
	0%
	2%
	5%
	6%
	0%
	7%
	12%

	Area

	Capital city
	64%
	56% ↓
	72%
	78% ↑
	72%
	56%
	81% ↑
	71%
	70%
	49%
	20% ↓

	Rest of AU
	37%
	44% ↑
	28%
	22% ↓
	28%
	44%
	19% ↓
	29%
	30%
	51%
	80% ↑

	HH income

	<$41,599
	25%
	27%
	22%
	24%
	28%
	33%
	23%
	21%
	24%
	27%
	20%

	>$104,000
	18%
	17%
	20%
	22%
	22%
	19%
	24%
	17%
	17%
	17%
	8%

	Vulnerable groups (impairments / difficulties with…)

	Hearing
	6%
	8%
	3%
	4%
	6%
	9%
	6%
	7%
	5%
	42% ↑
	15%

	Vision
	3%
	3%
	4%
	2%
	3%
	6%
	4%
	7%
	11% ↑
	7%
	11%

	Reading / understanding written material
	1%
	1%
	0%
	2%
	1%
	3%
	2%
	5% ↑
	5%
	10% ↑
	7%

	Communicating in English
	1%
	1%
	1%
	1%
	0%
	2%
	4%
	1%
	0%
	0%
	0%

	NETT – yes to at least one
	10%
	11%
	7%
	8%
	10%
	14%
	13%
	17%
	20%
	48% ↑
	28% ↑



Total	


Contacted provider in the last 12 months	Did not contact provider in the last 12 months	Unsure	0.51	0.48	0.02	
Total	18%  
36%  
46%  

 0 to 3 (negative)	4 to 7 (neutral)	8 to 10 (positive)	0.1751728623521	0.3648659350581	0.4599612025898	

Total	
Treated with courtesy	Treated in a fair manner	Staff were professional	Information was relevant	Information was accurate	Information was easy to understand	Followed through on what they said they would do	Worked with me to ensure the best possible outcome	Any accessibility requirements were accommodated	Language requirements accommodated	Adhered to the timeframes provided	Staff were knowledgeable and able to answer questions	Question/problem was addressed in a timely manner	Proactively kept informed of the status of my question/problem	7.4411540017739997	7.2427249841160002	7.1620964646990002	7.0702404839959998	7.0621979296469997	7.0366283736000002	6.9289253726810003	6.820627354899	6.7517058510460002	6.712165699941	6.640037861862	6.6171981131099997	6.5387427436639998	6.3411890816850001	

Number of days	Average days* 
(of all resolved cases)	Average days to date* 
(of all unresolved cases)	Average days to date*
(resolved and unresolved cases combined)	13.3	59.8	21	Up to 15 min	Total	0.15686773303860002	16 to 60 min	Total	0.18220757701410001	>	60 min to 1 day	Total	0.1287074614091	>	1 day  to 7 days	Total	0.1951265477171	>	7 days to 1 month	Total	0.13634897598329998	More than 1 month 	
Total	0.20074170483780002	






Service issue or outage	General enquiry about your account / plan / contract	Billing enquiry / Billing issue	Change or renewal of plan (or data pack)	Equipment issue	Update contact details	Roaming, usage overseas	Migrating services to new address	Cancellation of service	0.37139304113670002	0.3324527029921	0.27559355389770002	0.1896701290242	0.1406820819613	4.8098423165039997E-2	3.7985969363440002E-2	2.8571666846769997E-2	2.6163383850759999E-2	

Change or renewal of plan (or data pack)	Update contact details	General enquiry about your account / plan / contract	Migrating services to new address	Some other reason (please specify)	Billing enquiry / Billing issue	Service issue or outage	Roaming, usage overseas	Equipment issue	10.371122239402778	11.322684065763889	19.734932119805556	24.07564178426389	28.07939723571528	28.095062122993056	28.139692555423608	31.096518701402776	32.988704095958333	




2%





By phone	In person / in a store	Using messenger or chat feature on the provider's website	By email	By submitting a query via a web-form on the provider's website	Via social media such as Twitter or Facebook	0.6640973067582	0.12683790320390001	0.1242780075944	4.3147948313000006E-2	2.5121011440890004E-2	1.570809786819E-2	


Yes	No	0.89256849600829991	0.1074315039917	





By email	By phone	Using messenger or chat feature on the provider's website	By submitting a query via a web-form on the provider's website	In person / in a store	Via social media such as Twitter or Facebook	By posting a letter	0.25934835634089998	0.2299670986474	0.19995170221799999	0.17790425281299999	0.1136311816839	5.7717172018600001E-3	0	






It was difficult to find the contact details I needed	I didn't find it helpful when I last used my preferred method	It was difficult getting through to the right person/department	I was waiting too long for a response so contacted them another way	Some other reason (please specify)	0.27408927900550001	0.26601148604210001	0.2447624002854	0.23410279170930001	0.17910473610299998	


Yes	No	0.75935770786199996	0.24064229213800001	


Up to 5mins	5 to 15 mins	16 to 30 mins	30 to 60 mins	60 mins to 2 hours	Over 2 hours	9.395533353232001E-2	0.21023289435790002	0.25	0.21272412680630001	0.13365929713880001	0.1	0.4
0.5↓
1.2
Activ8me	Virgin	Dodo / iPrimus	Vodafone	Amaysim	Optus	Skymesh	TPG / iiNET	Telstra	Belong	0.39270099612733333	0.45678279869716665	0.80884520836933338	0.83626818564116667	0.9696277395066667	0.98618628687916676	1.1832932748486666	1.275662892428	1.3043749490823333	1.3357588367828332	

Don't know / can't remember
27%

Yes	No	Don't know / can't remember	0.45677763968079999	0.27143606751939997	0.27178629279979999	
Don't know / can't remember
8%

Yes	No	Don't know / can't remember	0.7601341012138001	0.15629253708240001	8.3573361703779991E-2	
Using messenger or chat feature on the provider's website	By submitting a query via a web-form on the provider's website	Via social media such as Twitter or Facebook	By email	0.70147726686597223	1.3370762589666667	2.3287221913479166	3.577859473638195	

I was offered and requested this	I was offered but did not take up	I was not offered	Don't know / can't remember	0.22865516275849998	0.24760813930689998	0.3485309495685	0.17520574836620001	I was offered and requested this
23%

I was offered and requested this	I was offered but did not take up	I was not offered	Don't know / can't remember	0.22865516275849998	0.24760813930689998	0.3485309495685	0.17520574836620001	
Yes	I was disconnected and had to call back	I hung up before speaking to anybody and contacted them again later	I hung up before speaking to anyone and haven't contacted them again	0.9199776961242	5.3914736222409998E-2	1.3677551678349999E-2	1.2430015975E-2	

I thought it would be quicker to stay on hold rather than wait for a call back	Was convenient to speak now, not later	I was worried they may not call me back	0.57184648949139993	0.47996881415659998	0.35187470667749998	
Total (n=219)	
Don't know / can't remember
12%

Yes	No	Don't know / can't remember	0.71598317935590006	0.16160607738820001	0.122410743256	


Yes	No, I had to contact them again	No, and I did not contact them again	0.83100667353919999	0.14491368765070001	2.4079638810089999E-2	
Yes received in timeframe	No - call back was received in a longer timeframe	0.8864877508486001	0.1135122491514	They were able to access	0.42261158854450004	Had to re-provide some of the information each time	0.33820358853819998	Had to re-provide most or all of the information each time	
0.23918482291730001	

1	2	3	4	5+	0.12922896042670001	0.2145301333321	0.2833920564886	0.1114202996297	0.25687893369819997	Resolved – 
at first contact
58%
Resolved – 
but required further contact 
23%
Unresolved – 
still in progress
10%
Unresolved –
stopped pursuing
8%

Resolved – 
at first contact	Resolved – 
but required further contact 	Unresolved – 
still in progress	Unresolved –
stopped pursuing	0.57999999999999996	0.23	0.1	0.08	

Yes	No	0.71022019299540007	0.28977980700460004	





1	2	3	4	5+	0.1666671032931	0.36594341701999999	0.1919038261238	0.12551507612480001	0.1178297049271	


Escalated within provider’s organisation (to supervisor, manager, etc)	Lodged a formal complaint with my provider	Lodged a complaint with the Ombudsman	Did not escalate or lodge a complaint with provider or TIO	0.22696048346120001	8.5269899922279999E-2	3.2401286311649999E-2	0.702057302966	


0.31	0.69	

0.22	0.09	0.69	

0.24	0.76	


0.21	0.03	0.76	Yes
32% 
No
68%

Yes	No	0.31799063391939997	0.68200936608060003	Very difficult	
0.2216175321203	Somewhat difficult	
0.33146562560269999	Neither difficult or easy	Neither difficult 
or easy
26%

0.2642572512695	Somewhat easy	Somewhat 
easy
10%

0.1021999743782	Very easy	Very 
easy
8%

8.0459616629210001E-2	Very difficult	Very difficult
25%

0.24633102596670001	Somewhat difficult	Somewhat difficult
23%
0.23244570705709999	Neither difficult or easy	Neither difficult 
or easy
31%
0.31228764726140001	Somewhat easy	Somewhat 
easy
11%
0.10894023272300001	Very easy	Very 
easy
10%
9.9995386991899998E-2	Very difficult	
0.1479585554916	Somewhat difficult	0.35165697108129995	Neither difficult or easy	Neither difficult 
or easy
31%
0.31144575241569999	Somewhat easy	Somewhat 
easy
14%
0.135871665802	Very easy	Very 
easy
5%
5.3067055209380001E-2	Provider advised their proposed solution within 3 weeks
46%
Took longer than 3 weeks
54%

Provider advised their proposed solution within 3 weeks	Took longer than 3 weeks	0.46	0.54	
Customer service / communication / staff attitude 	Timeliness	Cost issues	Technology	0.42	0.19	0.05	0.02	
8 to 10 (positive)	
Total (n=1,347)	Virgin (n=131)	Vodafone (n=205)	Amaysim (n=125)	Dodo / iPrimus (n=131)	Skymesh (n=30)	TPG / iiNET (n=209)	Optus (n=203)	Activ8me (n=30)	Telstra (n=210)	Belong (n=73)	0.4599612025898	0.70303688564290001	0.61424554843449997	0.53086653502460002	0.51567649497809998	0.46393103790090001	0.53847680795960007	0.42062191029780005	0.36082463611089999	0.42770067587189997	0.35627170045600004	4 to 7 (neutral)	Total (n=1,347)	Virgin (n=131)	Vodafone (n=205)	Amaysim (n=125)	Dodo / iPrimus (n=131)	Skymesh (n=30)	TPG / iiNET (n=209)	Optus (n=203)	Activ8me (n=30)	Telstra (n=210)	Belong (n=73)	0.3648659350581	0.17250006722439998	0.30103064237229998	0.33087297991440001	0.3533917214417	0.39164332321480005	0.27291587867540001	0.40200278999200001	0.45936743762799997	0.3765163430531	0.41524995803449999	0 to 3 (negative)	
Total (n=1,347)	Virgin (n=131)	Vodafone (n=205)	Amaysim (n=125)	Dodo / iPrimus (n=131)	Skymesh (n=30)	TPG / iiNET (n=209)	Optus (n=203)	Activ8me (n=30)	Telstra (n=210)	Belong (n=73)	0.1751728623521	0.12446304713270001	8.4723809193249996E-2	0.138260485061	0.1309317835803	0.14442563888429999	0.1886073133651	0.1773752997102	0.17980792626109998	0.195782981075	0.2284783415095	

Yes	90%
Total (n=1,347)	TPG / iiNET (n=209)	Vodafone (n=205)	Optus (n=203)	Amaysim (n=125)	Dodo / iPrimus (n=131)	Telstra (n=210)	Belong (n=73)	Virgin (n=131)	Skymesh (n=30)	Activ8me (n=30)	0.89256849600829991	0.9272530418903	0.90784170174419998	0.90382030988140005	0.89596684802819992	0.89027344024230004	0.88472660885880006	0.87206380881620005	0.85108794884890004	0.84624503445279997	0.843047067978	No	
Total (n=1,347)	TPG / iiNET (n=209)	Vodafone (n=205)	Optus (n=203)	Amaysim (n=125)	Dodo / iPrimus (n=131)	Telstra (n=210)	Belong (n=73)	Virgin (n=131)	Skymesh (n=30)	Activ8me (n=30)	0.1074315039917	7.2746958109680002E-2	9.2158298255770002E-2	9.6179690118589997E-2	0.10403315197179999	0.1097265597577	0.1152733911412	0.12793619118380001	0.14891205115109998	0.1537549655472	0.156952932022	
Yes	86%
85%↑
Total (n=862)	Activ8me (n=16)	Vodafone (n=124)	Amaysim (n=40)	Virgin (n=76)	Skymesh (n=21)	Dodo / iPrimus (n=106)	Belong (n=48)	TPG / iiNET (n=169)	Optus (n=120)	Telstra (n=142)	0.71022019299540007	0.85609611766060001	0.84779016231879989	0.83490747646219998	0.83409787905689992	0.77515235412770001	0.74539150260480003	0.71915783999850003	0.71728742417700009	0.7088821621175001	0.6750977788596001	No	15%↓

Total (n=862)	Activ8me (n=16)	Vodafone (n=124)	Amaysim (n=40)	Virgin (n=76)	Skymesh (n=21)	Dodo / iPrimus (n=106)	Belong (n=48)	TPG / iiNET (n=169)	Optus (n=120)	Telstra (n=142)	0.28977980700460004	0.14390388233939999	0.1522098376812	0.16509252353779999	0.1659021209431	0.22484764587229999	0.25460849739520003	0.28084216000150003	0.28271257582299997	0.29111783788250001	0.32490222114040002	
Yes	60%↑
Total (n=871)	Activ8me (n=16)	Skymesh (n=21)	TPG / iiNET (n=171)	Amaysim (n=41)	Optus (n=120)	Vodafone (n=124)	Virgin (n=77)	Telstra (n=146)	Belong (n=48)	Dodo / iPrimus (n=107)	0.45677763968079999	0.75477033818490002	0.61873970916749998	0.59964502093500005	0.59301728490750005	0.55255884652570009	0.48621528954829996	0.44985040853300001	0.4013505883854	0.36663120489209999	0.34892794159829998	No	
Total (n=871)	Activ8me (n=16)	Skymesh (n=21)	TPG / iiNET (n=171)	Amaysim (n=41)	Optus (n=120)	Vodafone (n=124)	Virgin (n=77)	Telstra (n=146)	Belong (n=48)	Dodo / iPrimus (n=107)	0.27143606751939997	5.2473514190330001E-2	0.13048247575579999	0.24127589456989998	0.2407465017099	0.22533635769389998	0.3020324458377	0.35948156365990003	0.28276797366500001	0.29194269569010001	0.40154120465499998	Don't know / can't remember	Total (n=871)	Activ8me (n=16)	Skymesh (n=21)	TPG / iiNET (n=171)	Amaysim (n=41)	Optus (n=120)	Vodafone (n=124)	Virgin (n=77)	Telstra (n=146)	Belong (n=48)	Dodo / iPrimus (n=107)	0.27178629279979999	0.19275614762480001	0.25077781507680003	0.1590790844952	0.1662362133826	0.22210479578049999	0.21175226461400001	0.19066802780709999	0.3158814379496	0.3414260994178	0.2495308537467	
Yes	Total (n=343)	Activ8me (n=14)	Telstra (n=37)	Amaysim (n=81)	Belong (n=24)	Skymesh (n=8)	Optus (n=62)	Dodo / iPrimus (n=23)	Vodafone (n=29)	TPG / iiNET (n=37)	Virgin (n=28)	0.7601341012138001	0.86830676972650001	0.83329803179340001	0.75961658631770002	0.73065226808119998	0.70835671870499994	0.70309042124949994	0.68418962131780003	0.67911735780420002	0.65888922841069997	0.56543144833299996	No	
Total (n=343)	Activ8me (n=14)	Telstra (n=37)	Amaysim (n=81)	Belong (n=24)	Skymesh (n=8)	Optus (n=62)	Dodo / iPrimus (n=23)	Vodafone (n=29)	TPG / iiNET (n=37)	Virgin (n=28)	0.15629253708240001	0.13169323027349999	0.116029376342	0.11967072323889999	0.26934773191880002	0.291643281295	0.16543648444940001	0.22778727567240001	0.29718387161889998	0.19436592543010001	0.2516055199783	Don't know / can't remember	Total (n=343)	Activ8me (n=14)	Telstra (n=37)	Amaysim (n=81)	Belong (n=24)	Skymesh (n=8)	Optus (n=62)	Dodo / iPrimus (n=23)	Vodafone (n=29)	TPG / iiNET (n=37)	Virgin (n=28)	8.3573361703779991E-2	0	5.0672591864559996E-2	0.12071269044330001	0	0	0.13147309430109999	8.8023103009810005E-2	2.369877057688E-2	0.1467448461592	0.18296303168870001	
Shorter than what I was told	
Total (n=249)	Activ8me (n=12)	Vodafone (n=19)	Belong (n=18)	Skymesh (n=6)	Dodo / iPrimus (n=17)	TPG / iiNET (n=26)	Optus (n=43)	Amaysim (n=61)	Telstra (n=31)	Virgin (n=16)	0.22274302917130001	0.6394798373342	0.42334125670410006	0.2931514267725	0.2739371322634	0.26584473745530002	0.25552712061889998	0.20786922524520002	0.20333182648720002	0.18969804737419999	0.18375019751469998	In line with what I was told	Total (n=249)	Activ8me (n=12)	Vodafone (n=19)	Belong (n=18)	Skymesh (n=6)	Dodo / iPrimus (n=17)	TPG / iiNET (n=26)	Optus (n=43)	Amaysim (n=61)	Telstra (n=31)	Virgin (n=16)	0.64431877827749995	0.36052016266579995	0.51211843356449993	0.44951307224369996	0.7260628677366	0.62073118270689998	0.55195871279200004	0.64144483586209999	0.65674460822499992	0.67963865667050005	0.73377933787619998	Longer than what I was told	
Total (n=249)	Activ8me (n=12)	Vodafone (n=19)	Belong (n=18)	Skymesh (n=6)	Dodo / iPrimus (n=17)	TPG / iiNET (n=26)	Optus (n=43)	Amaysim (n=61)	Telstra (n=31)	Virgin (n=16)	0.13293819255120001	0	6.4540309731380002E-2	0.25733550098370001	0	0.1134240798379	0.19251416658910001	0.15068593889269999	0.1399235652877	0.13066329595529999	8.2470464609080002E-2	
Yes	91%↑
Total (n=219)	TPG / iiNET (n=65)	Amaysim (n=10)	Dodo / iPrimus (n=17)	Vodafone (n=34)	Activ8me (n=6)	Optus (n=32)	Virgin (n=12)	Telstra (n=28)	Belong (n=10)	Skymesh (n=5)	0.71598317935590006	0.90660578744030007	0.84412867304049999	0.80083804232549993	0.76883670974230001	0.74717727518470001	0.73536359888760006	0.665706673089	0.66523829267930001	0.46865821384039996	0.2056219311436	No	
Total (n=219)	TPG / iiNET (n=65)	Amaysim (n=10)	Dodo / iPrimus (n=17)	Vodafone (n=34)	Activ8me (n=6)	Optus (n=32)	Virgin (n=12)	Telstra (n=28)	Belong (n=10)	Skymesh (n=5)	0.16160607738820001	8.0671620031399993E-2	7.024162677253E-2	3.8471822852409999E-2	0.16368718355279999	0.11471013799299999	0.2646364011124	0.21977379495800001	0.12638554092350002	0.29747830588900004	0.27188199890190001	Don't know / can't remember	21%↑
Total (n=219)	TPG / iiNET (n=65)	Amaysim (n=10)	Dodo / iPrimus (n=17)	Vodafone (n=34)	Activ8me (n=6)	Optus (n=32)	Virgin (n=12)	Telstra (n=28)	Belong (n=10)	Skymesh (n=5)	0.122410743256	1.272259252832E-2	8.5629700187009994E-2	0.16069013482199998	6.7476106704929997E-2	0.13811258682229999	0	0.11451953195299999	0.2083761663972	0.2338634802706	0.52249606995450004	
They were able to access	14%↓
Total (n=497)	Activ8me (n=11)	Skymesh (n=15)	Amaysim (n=38)	Telstra (n=102)	Belong (n=33)	Vodafone (n=49)	TPG / iiNET (n=81)	Dodo / iPrimus (n=56)	Optus (n=80)	Virgin (n=32)	0.42261158854450004	0.71143904778599998	0.51708766568489994	0.49758135532499997	0.44131393604329999	0.43518554013049998	0.42216108358029997	0.39393506664080002	0.38707350262410001	0.38117405702849999	0.13847671423300001	Had to re-provide some of the information each time	68%↑

Total (n=497)	Activ8me (n=11)	Skymesh (n=15)	Amaysim (n=38)	Telstra (n=102)	Belong (n=33)	Vodafone (n=49)	TPG / iiNET (n=81)	Dodo / iPrimus (n=56)	Optus (n=80)	Virgin (n=32)	0.33820358853819998	0.2885609522141	0.31949693467119999	0.31224858375449999	0.32359944635589999	0.41599569073420001	0.37717466281239997	0.36091486071579998	0.46827910191740002	0.33652977890450003	0.6840732404523	Had to re-provide most or all of the information each time	Total (n=497)	Activ8me (n=11)	Skymesh (n=15)	Amaysim (n=38)	Telstra (n=102)	Belong (n=33)	Vodafone (n=49)	TPG / iiNET (n=81)	Dodo / iPrimus (n=56)	Optus (n=80)	Virgin (n=32)	0.23918482291730001	0	0.16341539964390001	0.19017006092050001	0.23508661760079999	0.14881876913530001	0.2006642536073	0.2451500726434	0.1446473954584	0.28229616406699998	0.17745004531469999	

Average number of contacts	3.0↑
1.7↓
1.7↓
1.6↓
Total (n=1,347)	Skymesh (n=30)	Telstra (n=210)	Belong (n=73)	TPG / iiNET (n=209)	Dodo / iPrimus (n=131)	Optus (n=203)	Amaysim (n=125)	Activ8me (n=30)	Virgin (n=131)	Vodafone (n=205)	2.577457938437	3.01862431212	2.95378441162	2.8664285896080002	2.7225346520549998	2.2965832557689998	2.2870426279710001	1.9733575270820001	1.739336446719	1.694697782322	1.613727622614	

Yes	
Total (n=372)	Activ8me (n=13)	Amaysim (n=37)	Vodafone (n=37)	Belong (n=32)	Skymesh (n=11)	Optus (n=61)	Dodo / iPrimus (n=38)	TPG / iiNET (n=51)	Virgin (n=26)	Telstra (n=66)	0.31799063391939997	0.83476137426890007	0.63110481238360006	0.51173788232759998	0.503208184793	0.48981482301399998	0.48293302080099998	0.47089387988449999	0.37418369249149996	0.358075305525	0.18810184533150001	No	Total (n=372)	Activ8me (n=13)	Amaysim (n=37)	Vodafone (n=37)	Belong (n=32)	Skymesh (n=11)	Optus (n=61)	Dodo / iPrimus (n=38)	TPG / iiNET (n=51)	Virgin (n=26)	Telstra (n=66)	0.68200936608060003	0.16523862573110001	0.3688951876164	0.48826211767239996	0.496791815207	0.51018517698599997	0.51706697919900002	0.52910612011549996	0.62581630750850004	0.641924694475	0.81189815466850002	
More positive than what I expected	
Total (n=1,347)	Activ8me (n=30)	Skymesh (n=30)	Amaysim (n=125)	Virgin (n=131)	Vodafone (n=205)	Belong (n=73)	Dodo / iPrimus (n=131)	Optus (n=203)	TPG / iiNET (n=209)	Telstra (n=210)	0.15527331348109999	0.40874257234419997	0.27765938662060002	0.25862854701990001	0.24196954991780001	0.2325693012491	0.19867892889739999	0.183318665045	0.18283159913249999	0.1824133987987	0.112894082937	In line with what I expected	Total (n=1,347)	Activ8me (n=30)	Skymesh (n=30)	Amaysim (n=125)	Virgin (n=131)	Vodafone (n=205)	Belong (n=73)	Dodo / iPrimus (n=131)	Optus (n=203)	TPG / iiNET (n=209)	Telstra (n=210)	0.60101564255240003	0.43770489481530001	0.49056018912979998	0.59454451497820004	0.60830223957539997	0.63164029061780003	0.51890950971380001	0.6002245677618	0.56171088956170001	0.57929507805030001	0.6170273938866	More negative than what I expected	
Total (n=1,347)	Activ8me (n=30)	Skymesh (n=30)	Amaysim (n=125)	Virgin (n=131)	Vodafone (n=205)	Belong (n=73)	Dodo / iPrimus (n=131)	Optus (n=203)	TPG / iiNET (n=209)	Telstra (n=210)	0.24371104396650001	0.15355253284039999	0.23178042424949999	0.1468269380019	0.14972821050679999	0.1357904081331	0.28241156138880003	0.21645676719320001	0.25545751130580002	0.23829152315089999	0.27007852317640002	
Shorter than what I expected	23%        
22%      

Total (n=1,347)	Activ8me (n=30)	Skymesh (n=30)	Vodafone (n=205)	Virgin (n=131)	Amaysim (n=125)	TPG / iiNET (n=209)	Belong (n=73)	Optus (n=203)	Dodo / iPrimus (n=131)	Telstra (n=210)	0.1309430058727	0.2326024543854	0.22071195873059998	0.20761767387559998	0.1996896690454	0.19392306046089999	0.17220495175	0.1598750244562	0.15344900499059999	0.11479836111379998	9.4881999414540008E-2	In line with what I expected	Total (n=1,347)	Activ8me (n=30)	Skymesh (n=30)	Vodafone (n=205)	Virgin (n=131)	Amaysim (n=125)	TPG / iiNET (n=209)	Belong (n=73)	Optus (n=203)	Dodo / iPrimus (n=131)	Telstra (n=210)	0.46113437030939997	0.55483901755239995	0.4532917386509	0.53933186884509998	0.56540381751300006	0.58077642947530006	0.4216642657363	0.44696353655449994	0.3880838089634	0.46202084021869999	0.46937135435869998	Longer than what I expected	
Total (n=1,347)	Activ8me (n=30)	Skymesh (n=30)	Vodafone (n=205)	Virgin (n=131)	Amaysim (n=125)	TPG / iiNET (n=209)	Belong (n=73)	Optus (n=203)	Dodo / iPrimus (n=131)	Telstra (n=210)	0.40792262381790001	0.21255852806219999	0.32599630261850004	0.25305045727929998	0.23490651344159999	0.2253005100638	0.40613078251369999	0.3931614389893	0.45846718604600001	0.42318079866749997	0.43574664622679998	

Shorter than what I expected	
Total (n=862)	Skymesh (n=21)	Vodafone (n=124)	Activ8me (n=16)	TPG / iiNET (n=169)	Optus (n=120)	Amaysim (n=40)	Virgin (n=76)	Belong (n=48)	Dodo / iPrimus (n=106)	Telstra (n=142)	0.1421185580039	0.289065750565	0.25314328430950001	0.22797778832660001	0.21061522090150001	0.20860013268340002	0.20687555250209999	0.1823221522482	0.15122663756849999	0.14846037042730001	8.4916460204989996E-2	In line with what I expected	Total (n=862)	Skymesh (n=21)	Vodafone (n=124)	Activ8me (n=16)	TPG / iiNET (n=169)	Optus (n=120)	Amaysim (n=40)	Virgin (n=76)	Belong (n=48)	Dodo / iPrimus (n=106)	Telstra (n=142)	0.45640998125679999	0.58790448297029996	0.4642958559182	0.48735051750860003	0.41707388432160003	0.34655776908550001	0.49606138940720002	0.51874607234699999	0.4725983790428	0.55549875075790001	0.4929646839297	Longer than what I expected	
Total (n=862)	Skymesh (n=21)	Vodafone (n=124)	Activ8me (n=16)	TPG / iiNET (n=169)	Optus (n=120)	Amaysim (n=40)	Virgin (n=76)	Belong (n=48)	Dodo / iPrimus (n=106)	Telstra (n=142)	0.40147146073939999	0.1230297664647	0.28256085977220002	0.28467169416479998	0.37231089477689999	0.44484209823109999	0.29706305809069999	0.29893177540479998	0.37617498338879996	0.29604087881480001	0.42211885586530001	
Shorter than what I expected	
Total (n=343)	Activ8me (n=14)	Skymesh (n=8)	Vodafone (n=29)	Belong (n=24)	Amaysim (n=81)	Dodo / iPrimus (n=23)	TPG / iiNET (n=37)	Optus (n=62)	Telstra (n=37)	Virgin (n=28)	0.22225362107270002	0.75553571026069999	0.44674782695209997	0.44539651524919999	0.36372861144570001	0.34476019652490003	0.25678864865709999	0.22761262344279998	0.18141425314109999	0.17287217667970001	0.16759230059800001	In line with what I expected	Total (n=343)	Activ8me (n=14)	Skymesh (n=8)	Vodafone (n=29)	Belong (n=24)	Amaysim (n=81)	Dodo / iPrimus (n=23)	TPG / iiNET (n=37)	Optus (n=62)	Telstra (n=37)	Virgin (n=28)	0.55876559214260002	0.24446428973930001	0.55325217304789998	0.39986520838529999	0.33956172301679999	0.48738914666369998	0.54370665655310002	0.50240181744790002	0.62325377086680001	0.57491670626580005	0.49820648829820002	Longer than what I expected	
Total (n=343)	Activ8me (n=14)	Skymesh (n=8)	Vodafone (n=29)	Belong (n=24)	Amaysim (n=81)	Dodo / iPrimus (n=23)	TPG / iiNET (n=37)	Optus (n=62)	Telstra (n=37)	Virgin (n=28)	0.21898078678470001	0	0	0.1547382763655	0.2967096655375	0.16785065681129999	0.19950469478980001	0.26998555910939998	0.19533197599209998	0.2522111170545	0.33420121110369999	
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»+ colmar brunton.




