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[bookmark: _Toc513479594][bookmark: _Toc513480092]Executive summary
The findings of this study can be summarized as below.
· Only 14% of renters are not connected to the Internet or a landline
· 78% of all renters have a fixed internet line and 27% are have a landline
· Barriers to getting fixed connections are low, with 61% of those with a fixed connection who had no problem
· Only 2% of all renters without a fixed connection were refused permission to get installation for fixed services
· 63% of renters without a fixed connection did not try to get one, and 45% of those who did not try eventually did not see a use for it
· Renters who encountered barriers and are not connected are most likely to have had timing or costing issues
· Of those who are connected, a cabling issue that needed installation or repair was most likely to be a barrier

· 57% of all renters use mobile internet or Wi-Fi from another source and 78% use a mobile phone at home 
· Mobile telephone and internet services are extremely important to renters without a fixed connection, but also to renters with fixed lines
· Those without a fixed connection are more likely to say they prefer mobile services than to state a barrier to getting fixed services 

· Mobile services are nowadays prevalent and replace fixed services in a growing number of rented households

· Mobile services are more adapted to renters’ situation for being flexible and for providing autonomy

· Renters’ needs of telecommunication services are changing with the growing availability of mobile offers and obsolescence of other services (such as landlines)

[bookmark: _Toc513479595][bookmark: _Toc513480093]Background
[bookmark: h.2et92p0]The Australian Communications Consumer Action Network (ACCAN) is Australia’s peak body for consumer representation in communications. ACCAN represents small businesses and residential consumers, including not-for profit organisations. ACCAN focuses on goods and services relating to the converging areas of telecommunications, the internet and broadcasting, including both current and emerging technologies.
ACCAN has observed a lower proportion of fixed Internet service uptake in rented households, as well as reports relating to barriers about access to this type of service.  These barriers are often due to the imbalance of power between renters and landlords. This is a concern for ACCAN, who have raised questions around the proportion of rented households who have deliberately chosen mobile services for their home.  The Rental Connect research project kicked off in February 2018 to address the issue. It focusses on scenarios that have led to renters being connected or unconnected as well as the reasons for these situations.  The project sheds light on the size of the issue and the amount of protection needed in the field of private connection for rental households. 
[bookmark: _Toc513479596][bookmark: _Toc513480094]Research Objectives
The research design – including methodology and questionnaire – was developed to both understand and interpret the below objectives. 
Research Aim
To better understand the uptake of both fixed and mobile Internet/telephone services among renters, along with their reasons for choosing each option.



OBJECTIVE 2
Comparing needs and actual use of various telecommunication options in renters’ households
OBJECTIVE 3
Understanding the barriers to accessing telecommunication options – in particular fixed Internet services – their causes and consequences  
OBJECTIVE 1
Measuring the proportion of renters with and without fixed and mobile Internet and telephone services in the household








Results should assist ACCAN in addressing the following key issues:
· Do renters face issues when trying to access Internet and phone services connected to their premises?
· How prevalent are these issues?

[bookmark: _Toc513479597][bookmark: _Toc513480095]Research Methodology
A unique research methodology was applied for this project. A face-to-face component involved knocking on all doors of selected clusters across the country. Respondents were selected among renters living in suburbs meeting location and socio-economic criteria according to quotas. Interviewers were trained to follow specific routes and knock on each door. If occupants didn’t answer the door interviews could knock up to three times. Respondents were selected based on two screening questions and given a self-completion questionnaire either on paper or online. 
At the end of the project, a total of 419 renters were interviewed, including 339 who had fixed Internet or telephone services in their home and 80 who did not. Those who had fixed services in their home filled the green questionnaire and those who didn’t filled the yellow questionnaire. 

[bookmark: _Toc513479598][bookmark: _Toc513480096]Starting-off the project
This session allowed us to fully understand the research objectives before designing the survey questionnaire. The questionnaire was drafted by Lonergan and reviewed by ACCAN for common agreement on the issues to address and appropriate phrasing to use.
[bookmark: _Toc513479599][bookmark: _Toc513480097]Selection and training
Starting points were selected according to criteria in order to reach a representative sample of renters across the country. In this case, distribution across states, remoteness levels and socio-economic levels were key, as well as a good representation of social and public housing estates. All interviewer recruited received thorough training on the screening questionnaire and fieldwork process. 
[bookmark: _Toc512955671][bookmark: _Toc513479600][bookmark: _Toc513480098][bookmark: _Toc512955667]The survey
The ACCAN Rental Connect survey is an 8 to 10-minute self-completion survey that could be completed either online or on paper. Interviewers asked two screening questions to ensure respondents qualified for the survey. The first being whether they rented their household and the second, (which determined which questionnaire they received), whether they had a fixed internet or television in their home. The rest of the questionnaire was entirely self-completed by respondents. An incentive was used for this survey. Respondents had the option to take part in a competition to win one of two cash prizes worth $250.
[bookmark: _Toc512955672][bookmark: _Toc513479601][bookmark: _Toc513480099]Respondent selection
A face-to-face approach was designed for this project to minimise selection biases linked to the telecommunication services used in each household. Selected respondents were those renting their household in the area, regardless of the communication services used in their household. This allowed us to reach a truly representative sample of renters in Australia, including respondents who would normally not engage in online or telephone surveys. 
[bookmark: _Toc513479602][bookmark: _Toc513480100]Monitoring and validation process
The work of interviewers and data entry they processed were validated afterwards using three techniques:
· Google Timelines and photos – showing the path taken during the fieldwork and ensuring the addresses registered were in the correct area
· Respondents who took part in the competition were called to verify that they have taken the survey and are still willing to participate in the prize draw
· Over 70% of the data was validated by double data entry and or checked against the original version
[bookmark: _Toc512955668][bookmark: _Toc513479603][bookmark: _Toc513480101]Data Processing
The final dataset was merged, cleaned and weighted. All data from Question 10 onward in both the questionnaires was merged.  Data for other questions was analysed separately for each questionnaire, segmenting those with and without fixed services at home. 
Cleaning the data consisted of deleting entries where respondents were identified as providing inconsistent or non-representative answers. 
The data was weighted to location (states), remoteness (metropolitan area vs non-metropolitan), public housing or not and household income to ensure representativeness of the final figures.  
[bookmark: _Toc512955669][bookmark: _Toc513479604][bookmark: _Toc513480102]Reporting
The reporting phase thrives to answer all objectives stated in the brief and the proposal and follows accessibility guidelines.


[bookmark: _Toc513479605][bookmark: _Toc513480103]Sample Composition
[bookmark: _Toc513479606][bookmark: _Toc513480104]Who did we talk to? 
The sample achieved is made or 419 renters. 
· 339 of them have some sort of connection:
· Use a fixed internet connection n=311
· Use a fixed phone connection n=115
· 80 of them are not connected to any fixed line

Overall, 127 respondents are based on New South Wales, 55 live in Victoria, 113 in Queensland, 25 in South Australia, 59 in Western Australia and 40 in Tasmania ant Northern Territory. 

347 respondents live in major urban areas and 72 live in more remote parts of the country. 

126 respondents are less than 30 years old, 121 are aged 30 to 39, 73 are aged 40 to 49 and 90 are 50 years or older. 

80 respondents are renting in public housing. 

Lower income brackets are over-represented with 146 respondents whose household earn $40,000 or under. 

All working status are represented with 148 respondents working full-time, 72 working part-time, 78 unemployed or stay-at-home parents, 43 retired and 56 students.

In the context of this report, rented households with a fixed connection to internet and/or a landline are called “connected households”. Those who don’t have any of these and rely on alternative solutions are called “unconnected households”.


[bookmark: _Toc513479607][bookmark: _Toc513480105]Key Findings
[bookmark: _Toc513479608][bookmark: _Toc513480106]A minority of renters are completely unconnected, the majority are connected to the internet 
Most rental households in Australia are connected to some sort of fixed connection, either telephone or Internet, or both. Overall, 86% of renters are connected, broken down as below:
· 59% only use a fixed Internet connection
· 8% only use a fixed telephone connection 
· 19% use both
This equates to 78% of rented households having at least the Internet at home and 27% having at least a telephone landline. 

[bookmark: _Toc513480006]Figure 1 - Incidence of fixed connection types[footnoteRef:1] [1:  Screening 2. Do you currently use a fixed Internet and/or connection here? & Q0_G. Do you currently use a fixed Internet and/or telephone connection here?] 

Only 14% of rented households are unconnected. 99% of these unconnected households use either mobile phones, mobile Internet or Wi-Fi from a different source at home. 
In the next section we will understand:
· Who are the renters who rely on mobile or alternative solutions? 
· Are there any demographic patterns that help us better predict an unconnected household situation? 
[bookmark: _Toc513479609][bookmark: _Toc513480107]Socio-economic level, a strong determinant of unconnected homes
The socio-economic level of renters living in unconnected households is clearly lower than those in connected homes. Demographic variables linked to socio-economic level confirm this pattern, such as household income, social housing rental, type of dwelling and working status. The contrast is even clearer when compared to households with fixed internet connections. 
· 50% of the unconnected households earn less than $40,000 while connected households (internet and/or landline) are half as likely to be in this income bracket
· Connected households are three time as likely to earn $150,000 or over as unconnected households.  Those specifically connected to the internet are 4 times as likely to do so


[bookmark: _Toc513480007]Figure 2 - Household Income Brackets by Connected and Unconnected households[footnoteRef:2] [2:  Q21. Which of the following best describes your household’s annual income from all sources, before tax? Base: Renters in unconnected households (n=80), Renters in connected households (internet and/or telephone) (n=333), Renters with a fixed internet connection (n=306)] 

26% of tenants without fixed connection are renting social housing compared to 10% who have a fixed connection. Tenants with a fixed internet connection are more likely to be living in a house, and those with no fixed connection or a landline only are more likely to live in townhouse unit or apartment.[footnoteRef:3] [3:  Refer to detailed chart in Appendix 1 – Renters profile by connection type] 

71% of tenants who are connected are currently working full time or part-time, whilst 33% of those who are not connected are working and 21% are unemployed (4% of those connected are unemployed).
Age is another important demographic variable. Those with a fixed internet connection skew towards higher socio-economic levels and younger people. Those with a landline skew towards older people and retirees. Those with a landline account for 22% of retirees, while 5% of those with an Internet connection and 15% of those unconnected are retired. 
[bookmark: _Toc513479610][bookmark: _Toc513480108]Backgrounds influencing connection types
Older renters 
Retired renters are much more likely to have a landline or no connection at all. Although financial considerations may explain these demographic contrasts, habits and use of technologies in the household can have an influence on the decision to get a fixed line. 
Older people are more likely to be unconnected with 24% not having any connection, but they are even more likely to be unconnected from the internet with 46% not having the internet (this includes those with landlines). The pattern is growing as renters get older, except for an increase in in lack of connection among those less than 30, likely due financial reasons. 

[bookmark: _Toc513480008]Figure 3 - Connection type by age of renters[footnoteRef:4] [4:  Q16. How old are you? Base: Renters aged less than 30 (n=126), aged 30 to 39 (n=121), aged (n-73), aged 50 years or more (n=90)] 

Life stage, strongly linked to age, is consequently another determinant. For example, 94% of families with mainly school aged children living at home and 95% of couples with no children are connected. On the other hand, 34% of single people living with their parents or other family members and 25%of retirees are unconnected. 
Education level
Educational level also seems to have some influence, as 45% those who have a university degree are likely to be connected, compared with 30% of those without a university degree. On the other hand, 27% of those with no connection have not passed the Year 12 level. This is 15% among those with a connection. 
In summary, those unconnected tend to come from lower socio-economic levels, with lower income, less work, sometimes retired, and less likely to live in a house. They also tend to have lower levels of education. Connected households, especially with a fixed internet connection, show opposite demographic trends. Financial and usage factors are certainly involved in the decision process. However, these elements do not allow to draw sure conclusions regarding the motivations for remaining unconnected. 


[bookmark: _Toc513479611][bookmark: _Toc513480109]Issues in getting fixed connection in rental households
To understand the barriers of getting a fixed connection at home, we explored different scenarios renters went through when they moved into their rented home. To better understand the prevalence of each barrier type we explored the steps of a renter from the moment they ask, to the moment they get connected or not, through to all the barriers they might encounter. 
[bookmark: _Toc513479612][bookmark: _Toc513480110]Most unconnected renters did not ask about connections when they moved in, although a relatively high proportion were told it works
It was seen that renters placed a higher priority on asking about a fixed internet connection than a phone connection. Overall, 57% or renters asked about a fixed internet connection when they first moved in their current home and 31% asked about a landline connection. 
Unconnected households are less likely to have asked whether connection services were available. 55% did not ask whether fixed internet and/or phone services were available, whereas 29% of connected households did not ask. Asking is a first step in getting connected. The fact that unconnected households do not ask is an indicator that a connection may be unimportant to them. 
The answer that renters got when asking about getting connected greatly affects the next steps they take and it was uncovered that renters are rarely warned of potential barriers. Very few renters were told that the internet connection did not work when they moved in. Only 4% of all rented households received confirmation that fixed internet connections were not available. This is 3% among those without an internet connection. Consequently, a much higher proportion was told connections worked. 30% of all renters who don’t have the internet were told that their connections worked. What happened then to those still unconnected? It seems that even among those who asked and were confirmed internet connections worked, 51% did not try to get one[footnoteRef:5]. [5:  Note this figure is based on a very low base (Base unconnected renters who were confirmed that the internet connection worked n=18) – please use as indicative only.] 

25% of unconnected households tried to get an internet connection, and 25% tried to get a landline connection. Overall, 37% of unconnected households tried to get some sort of fixed connection in their home at some point. 
This is an opportunity to investigate the reasons for not trying to get connected and the reasons why connection attempts failed. 


[bookmark: _Toc513479613][bookmark: _Toc513480111]Mobile services are preferred over fixed services
It is uncommon for any unconnected households to be refused from getting a phone and/or internet fixed connection (2%). 
Most of those who did not try to get a landline connection do not have any use for it. The most common reason for not trying to get internet fixed services is a preference for mobile services. Only 5% do not use the internet at all and 4% use the internet elsewhere. 
Overall, reasons linked to timing are the most likely to justify this decision. They include:
· The wait for getting a fixed connection is longer than mobile (29%)
· They are too mobile to commit for the duration of a fixed contract (21%)
· They were waiting for the NBN to be rolled out (8%). 
Following timing, costs can be prohibitive to renters, from upfront (13%) to ongoing costs (22%), or the overall cost of contracts (18%). 

[bookmark: _Toc513480009]Figure 4 - Reasons (merged by group) for not trying to get a fixed internet connection (filtered to those who did not try to get an internet connection) [footnoteRef:6]  [6:  Q7_Y. Why did you not try to get any fixed phone and/or Internet services connected? Base: Unconnected renters who did not try to get a fixed internet line (n=53)] 

However, unconnected renters are more likely to state they prefer mobile solutions than any of the stated reasons. 
[bookmark: _Toc513480010]Figure 5 – Detailed reasons for not trying to get a fixed connection (filtered to those who did not try to get an internet connection)
This tells us that over any other reason, unconnected renters are generally happy with mobile internet services. Of the minority who encountered other types of barriers, it seems that physical cabling fixing were the main issues. 


[bookmark: _Toc513479614][bookmark: _Toc513480112]Installation and repairing issues are the main reasons for choosing mobile solutions
Barriers to unconnected renters who tried to get fixed connections
38% of unconnected rental households stated that they had no issue, implying that they are unconnected by choice. Beside these, the most common barrier was needing new cabling/hardware to be installed (44%), followed by financial issues (29%) and need for repair (21%). 

[bookmark: _Toc513480011]Figure 6 - Barriers when trying to get connection among unconnected renters[footnoteRef:7] [7:  Q6_Y. When you tried to have your fixed phone and/or Internet connected, which of the following happened? Base: Unconnected households who tried to get a fixed internet and/or telephone line (n=27) – Caution, low sample size, please use results as indicative only] 

Barriers to connected households at the time of getting installations
60% of connected households did not have any issue getting their fixed phone and/or internet line connected. Of those who had issues, challenges mostly included installation of new hardware/cabling (14%), the phone/internet provider taking a long time to connect (14%), or existing cabling/hardware needing repair (8%). Only 8% faced financial issues. 0% experienced refusal to get their internet and/or phone connection.


[bookmark: _Toc513480012]Figure 7 - Barriers when trying to get connection among connected renters[footnoteRef:8] [8:  Q2_G. When you arranged to have your fixed phone and/or Internet connected, which of the following happened? Bae: Renters with fixed connections at home (n=335)] 

In summary, barriers are higher for those unconnected than those connected, although they are of the same type. Cabling issues are usually solved by renters if a connection is needed, and a lot of unconnected households preferred opting for mobile than having to face these issues.


[bookmark: _Toc513479615][bookmark: _Toc513480113]Equally motivating reasons for getting fixed or mobile services
In total, 77% of all unconnected rented households either did not try to get connected or tried and had no issue but are now disconnected. 
Of the connected rental households, 61% did not have any issue connecting fixed services and 39% eventually found a solution to get connected. This implies that barriers, whether they are high or not, do not prevent a high proportion of renters from getting fixed connections in their home. 
We previously saw only a few unconnected households tried to get connected because mobile services serve as an alternative. Mobile services are extremely important within unconnected households and renters seem to adapt very well to what is most easily available to them. 
[bookmark: _Toc513479616][bookmark: _Toc513480114]Mobile services are widely used by all renters, not solely as an alternative, and extremely important
Use of mobile
Unconnected renters use mobile services heavily to ensure they stay connected. They are much more likely to use mobile phones (93%) and internet services (75%) than connected households 75% and 41% respectively. 
The data shows mobile phones are heavily used by connected households as well. 75% of them use mobile phones. This means mobile data is not only an alternative to those who do not have fixed connections, but they are simply part of the everyday life of all renters, no matter what the connection situation is at home.
[image: ]
[bookmark: _Toc513480013]Figure 8 - Usage of each service by household with and without fixed connections[footnoteRef:9] [9:  Q7_G&Q2_Y. And which of these services do you currently use at home? Base: Renters in connected households (n=337) and renters in disconnected households (n=79)] 

Given the wide popularity of mobile data, it is unsurprisingly used as exclusive telecommunication source in some households. In some instances, it is an even better solution due to the constraints in cost and timing. For example, those who are unconnected who share their dwelling with other renters are much less likely to have tried to get a fixed connection (4%), compared to those who rent the whole dwelling (34%)[footnoteRef:10]. Autonomy of internet data and ability to remain mobile may be more important in their situation. [10:  Caution – low sample sizes, please use as indicative only] 

Importance of fixed and mobile connections
Mobile phone services are extremely important to all renters, regardless of what connection type they use with at least 90% of household tenants finding this important or very important. This is followed by 80% of unconnected renters and 70% of connected renters who find mobile internet services that use mobile data is important. 

[bookmark: _Toc513480014]Figure 9 - Proportion of those who rated the importance of each connection service 4 ot 5 out of 5[footnoteRef:11] [11:  Q8_G. For each of the following services, please indicate how important it is for you to have them available in your home. Base: Renters of connected households (n=331)
Q3_Y. For each of the following services, please indicate how important it is for you to have them available in your home. Base: Renters of disconnected households (n=78)] 

From importance to action, just over half (55%) of unconnected renters who consider fixed internet connections important tried to get one. These renters are still unconnected, although they are just as likely as other unconnected renters to have encountered barriers (new cabling/hardware installation 48%; cf. average 44%; additional costs 28%; cf. average 29%; cabling/hardware needing repair 19%; cf. average 21%)[footnoteRef:12].  [12:  Note the base size for these numbers is extremely low (n=13) – please use these results as indicative only. Base definition: unconnected renters who consider fixed internet services to be important and tried to get a connection] 

Of those unconnected who did not try, 39% did not because they realised they had no use for it, 33% had a timing issue and 34% a cost issue[footnoteRef:13]. Overall, almost all of them (98%) use either their mobile phone or mobile internet at home.  [13:  The base size for these numbers is also very low (n=16) – use as indicative only. Base definition: unconnected renters who consider fixed internet services to be important but did not try to get connected] 

[bookmark: _Toc513479617][bookmark: _Toc513480115]Renters adapt to what is available to them
It seems that renters get used to what they have, especially when they do not have fixed services. We could clearly observe the importance of fixed services decrease among non-users, whereas the importance of mobile services decreases to a much lesser extent among users of fixed services. 
Importance of fixed services by usage of all connection types
Fixed services are generally important to those who have them but not so much to those who don’t. The importance of fixed internet services illustrates this well. 93% of those who use a fixed connection find it important but just 42% of renters who don’t use it find it important. 87% of those who use both mobile and fixed services consider fixed services important. 
Pay TV and landline services generate the least interest, even among those who use them. 
	Of those who use…
	% T2B
	Find important to have at home

	Fixed internet service (all)
	93%
	Fixed internet services (all)

	Mobile internet services and are connected
	87%
	Fixed internet services (all)

	Mobile internet services and are unconnected
	42%
	Fixed internet services (all)

	Fixed phone services (e.g. landline or VoIP)
	44%
	Fixed telephone services

	Mobile phone and are unconnected
	13%
	Fixed telephone services

	Mobile phone and connected & but no landline
	4%
	Fixed telephone services

	Pay TV
	53%
	Pay TV

	No pay TV (and connected)
	11%
	Pay TV


[bookmark: _Toc513480015]Figure 10 - Importance of each fixed connection type by usage
Importance of mobile services by usage of connection types
When it comes to mobile, importance decreases among users of fixed services but remains extremely high. 94% of those who use mobile phones (whether they are connected or not), consider mobile phone services important. 88% of those who use landlines have the same opinion. 88% of those who use mobile internet and 72% of those who use any type of fixed internet services consider mobile internet data to be important. 
	Of those who use….
	% T2B
	Find important to have at home

	Mobile phone services (and connected)
	94%
	Mobile phone services

	Mobile phone services (and unconnected)
	94%
	Mobile phone services

	Landline phone services
	88%
	Mobile phone services

	Mobile Internet (e.g. mobile phone or laptop dongle or 3G/4G modem) and unconnected
	88%
	Mobile internet service using mobile phone data

	Mobile Internet (e.g. mobile phone or laptop dongle or 3G/4G modem) and connected to the internet
	73%
	Mobile internet service using mobile phone data

	NBN or other fixed internet service
	72%
	Mobile internet service using mobile phone data


[bookmark: _Toc513480016]Figure 11 - Importance of each mobile connection type by usage

[bookmark: _Toc513479618][bookmark: _Toc513480116]Conclusions
The reasons pushing renters to adopt alternatives to fixed services are different for internet and telephone services. First, we can draw conclusions around landline services by observing the profile of renters using them compared to those who aren’t. Renters using fixed telephone services tend to be older and have lived in their household for longer. Other renters tend to dismiss landlines. Importance is low, with very few currently using them or actively trying to get them.
Mobile phones are mostly responsible for this. They are used by all renters, regardless of what type of connection they have in their home, and are extremely important.
This is not just true for telephone services. It seems that mobile data is also growing in rented homes, even where Wi-Fi services are connected. Because of financial reasons, but also timing issues and usage, mobile data is a better option for a lot of renters. Some demographic segments make such little use of the internet that mobile is enough. Otherwise, the financial incentive to get mobile rather than fixed services may be high enough to adapt their data consumption to mobile capacity. 
Therefore, we can see mobile data users skewing towards lower socio-economic levels. Age and life stage, are certainly strongly linked to financial capacities and also has an influence on the likeliness to get fixed internet services. Older users are less likely to have a fixed internet connection because they are usually lower capacity users or happy to use alternative sources. As the age of renters goes down, the likeliness to use fixed internet services goes up, except for those less than 30 years old, although they are heavy users. 
These renters have a lower purchasing power and live in their rented home for less time. This limits them in taking up fixed contracts that are costly and have timing constraints in terms of time to set up and contract duration. These constraints are a high enough incentive to exclusively rely on mobile data and users adapt well.
Preference to use mobile data is the first reason, before any other barrier stated by unconnected renters, to not try to get fixed services. This positive change and attitude in choice of telecommunication services for rented homes undermines the barriers encountered by renters because of their mobile situation and often lower financial leverages.
Is the calculation of renters in the balance of benefits they gain or lose by opting for mobile right? How much less internet can they use? How much more money do they spend for a similar level of usage? These questions can be answered by observing closer the offers on the market and most popular choice. Many factors play a role, from reliability of mobile and fixed networks, to costs of data, through to timing constraints or duration of locked contracts. In any case, most renters do not seem to feel they are missing out a great deal. 
Consumer protection is certainly needed for niche situations where remoteness does not allow fixed connection or where the need for heavy internet usage is very important but it is only relevant for a small minority. However, we found how critical it has become for all renters and most likely all Australians to have access to mobile data. This may be a new field of investigation to understand whether the offer is adapted or not. 
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[bookmark: _Toc513480017]Figure 12 - Incidence of Social Housing among Connected and Unconnected households
Q13. Are you currently renting in public housing? Base: Connected renters (n=329) and Unconnected renters (n=80)

[bookmark: _Toc513480018]Figure 13 - Working Status by Connection Type
Q20. Are you currently predominantly…? Base: Unconnected renters (n=80), Connected renters (n=333), Renters with landline (n=114), Renters with internet (n=305)

[bookmark: _Toc513480019]Figure 14 - Education Level by Connection Type
Q19. Which of the following best describes the highest level of education you have completed? Base: Unconnected renters (n=80), Connected renters (n=335), Renters with landline (n=114), Renters with internet (n=308)
[bookmark: _Toc513479624][bookmark: _Toc513480122]Appendix 2 – Scenarios when moving in 

[bookmark: _Toc513480020]Figure 15 - New renters scenarios and confirmation of availability
Q1_G/Q4_Y. Thinking back to the time before you moved in here. Which of the following applies best? Base: Renters with a fixed connection (n=336), Renters with no fixed connection (n=77)
[bookmark: _Toc513479625][bookmark: _Toc513480123]Glossary
Fixed Services: refers to Internet or telephone fixed services, that require cabling to install a WIFI connection or landline services. 
Connected households: refers in this context to rented households who do have fixed internet or telephone services at home
Unconnected households: refers in this context to rented households who do not have fixed internet or telephone services at home and rely on mobile connections or no connection at all
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No connection	Internet only	Both Internet and Telephone	Telephone only	0.14096030733760001	0.59174130943279457	0.19062255312775297	7.6675830101825299E-2	

Under $40,000	
Internet connection	Connected	Unconnected	0.22008483594100001	0.2300439539543	0.49709530957019998	$40,000 to $69,999	
Internet connection	Connected	Unconnected	0.23778521517500001	0.1637747958203	0.1223027184094	$70,000 to $99,999	
Internet connection	Connected	Unconnected	0.1575468134994	0.17102858471230001	9.0216166494560004E-2	$100,000 to $149,999	
Internet connection	Connected	Unconnected	0.17581054009540001	0.1208778470429	6.068923741552E-2	$150,000 or more	
Internet connection	Connected	Unconnected	0.1208398253243	8.8096955026670004E-2	3.0181086112970001E-2	Prefer not to disclose	
Internet connection	Connected	Unconnected	8.7932769964900001E-2	0.2261778634436	0.19951548199729999	


Internet	
Less than 30	30-39 years	40-49 years	50 or more	0.80386016110650005	0.88271513068980001	0.76569893668919997	0.54432394152950003	Unconnected or landline only	
Less than 30	30-39 years	40-49 years	50 or more	0.19613983889350001	0.1172848693102	0.2343010633108	0.45567605847050002	



TOTAL WAS REFUSED	TOTAL HAD A CONNECTION	TOTAL COST	TOTAL TIMING	2.327585206972E-2	0.12701593955179999	0.3335523109472	0.44098639366359998	


None of the contracts suited my needs	I use the Internet elsewhere (not at home)	I don’t use the Internet at all	The additional costs for setting up inside the house or unit (e.g. additional wiring) were too expensive for me	I was waiting for the NBN to be rolled out in my area	The Internet was already up and running – I just had to get the Wi-Fi password	The upfront costs (e.g. connection fee, modem, etc.) were too expensive for me	The phone/Internet contracts were too expensive for me	I wasn’t sure how long I’d be renting this home so didn’t want to commit to a contract	The ongoing costs were too expensive for me	Getting a mobile service was quicker	I prefer using mobile services (e.g. mobile phone, laptop dongle or 3G/4G modem)	3.8303724856269997E-2	4.1582965445320003E-2	4.8474821534329998E-2	4.9757352642430003E-2	7.9037715211900006E-2	9.2540070724559997E-2	0.1313555740854	0.18069039679009999	0.21342914068390001	0.2182422084209	0.28674597252939998	0.3616692285825	


TOTAL REFUSED	The modem or other equipment provided was faulty	The phone/internet provider was at first unable to connect	It was difficult to agree who would pay for the installation	The phone/internet provider took a long time to connect	Existing cabling/hardware needed repairs	There was an additional cost for setting up inside the house or unit (e.g. for additional wiring)	I didn’t have any issues connecting the services	New cabling/hardware needed to be installed	2.1321114530190002E-2	2.1688566546300001E-2	4.819978014154E-2	5.7494442687719999E-2	0.15715530960560001	0.2113531455222	0.29484094953470003	0.37707635009849999	0.44297388036879998	

Series 1	
The phone/internet provider was at first unable to connect	The modem or other equipment provided was faulty	There was an additional cost for setting up inside the house or unit (e.g. for wiring)	Existing cabling/hardware needed repairs	The phone/internet provider took a long time to connect	New cabling/hardware needed to be installed	A landline phone was already up and running	The Internet was already up and running – I just had to get the Wi-Fi password	I didn’t have any issues connecting the services	4.6559356659540002E-2	4.9232036815069997E-2	7.3410798561510004E-2	8.5215427280770001E-2	0.12815194049799999	0.14010379339160001	0.17344964956190001	0.21358261341340001	0.26956804286980002	

Connected households	
Fixed phone service (e.g. landline or VoIP)	Pay TV	Mobile internet service using laptop dongle or 3G/4G modem	Fixed internet service (e.g. ADSL, NBN)	Mobile internet service using mobile phone data	Mobile phone service	0.1927291278064	0.2061353676622	0.38087390770250001	0.86205848250189998	0.69717938052829997	0.89892642802629996	Unconnected households	
Fixed phone service (e.g. landline or VoIP)	Pay TV	Mobile internet service using laptop dongle or 3G/4G modem	Fixed internet service (e.g. ADSL, NBN)	Mobile internet service using mobile phone data	Mobile phone service	0.126436728566	0.17016195315249999	0.44133044333979998	0.40928394759019998	0.79610542923060001	0.92616603667810005	



Connected	

Yes	No	9.5272662609229994E-2	0.90472733739080002	Unconnected	
Yes	No	0.26209807046880002	0.73790192953120004	


Unconnected	

Yes	No	0.26209807046880002	0.73790192953120004	Connected	

Yes	No	9.5272662609229994E-2	0.90472733739080002	
Working	
Internet connection	Phone connection	Total connected	Total unconnected	0.73368190689419999	0.63718132273689998	0.71418719733760005	0.3311548298202	Unemployed	
Internet connection	Phone connection	Total connected	Total unconnected	4.3751494703029997E-2	5.7367822012179999E-2	4.4484673615960001E-2	0.20893617425739999	Retired	
Internet connection	Phone connection	Total connected	Total unconnected	4.7479748282000002E-2	0.2189378239025	7.6343799361299994E-2	0.15172445193299999	A student	
Internet connection	Phone connection	Total connected	Total unconnected	9.2603061434990003E-2	2.4843535217939999E-2	8.9091081862859994E-2	8.0081427136869998E-2	A stay-at-home parent	
Internet connection	Phone connection	Total connected	Total unconnected	6.3102958243150001E-2	2.9770572733729999E-2	5.7406212946500002E-2	0.17080896011409999	Other non-employed	
Internet connection	Phone connection	Total connected	Total unconnected	1.93808304426E-2	3.1898923396809997E-2	1.848703487581E-2	5.7294156738429997E-2	


Below Year 12	
Internet connection	Phone connection	Total connected	Total unconnected	0.1501195992803	0.25413266140509999	0.1522932609505	0.26985547441320001	Completed Year 12	
Internet connection	Phone connection	Total connected	Total unconnected	0.1009384924902	5.4942782010670002E-2	0.10070354068450001	9.9537980660489994E-2	TAFE or technical college	
Internet connection	Phone connection	Total connected	Total unconnected	0.26200836046179998	0.26096494596980002	0.25097785304420001	0.21452196783290001	University	
Internet connection	Phone connection	Total connected	Total unconnected	0.45184264127469997	0.36178602936909998	0.45370892357760001	0.30181427104120001	Prefer not to answer	
Internet connection	Phone connection	Total connected	Total unconnected	3.5090906493029997E-2	6.8173581245319997E-2	4.2316421743250003E-2	0.1142703060522	


Connected Households	
It was confirmed to me that fixed Internet services were available	It was confirmed to me that fixed phone services were available	It was confirmed to me that fixed Internet services were not available	It was confirmed to me that fixed phone services were not available	I didn’t ask whether fixed Internet and/or phone services were available	0.55781346499890005	0.28590436864259999	4.4988001310379999E-2	2.5675934330160001E-2	0.29337747583380003	Unconnected Households	
It was confirmed to me that fixed Internet services were available	It was confirmed to me that fixed phone services were available	It was confirmed to me that fixed Internet services were not available	It was confirmed to me that fixed phone services were not available	I didn’t ask whether fixed Internet and/or phone services were available	0.29596624556739998	0.29528144347759999	3.401414580098E-2	2.6354668679880001E-2	0.55105795260379997	
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