The TIO's connect.resolve campaign aimed to put a spotlight
on customer service issues in the telecommunications industry
- via consumer stories about interactions with service
providers and highlighting increasing complaint trends.

We also worked with our member companies, the peak
industry body and regulators, to ensure that everyone shared
the same goal - to improve customer service experiences

in the telecommunications industry.

The campaign commenced in January 2009 and our first public
report was published in August of the same year. Since this
time the TIO has published periodic reports to provide an
update on TIO complaint trends in relation to customer
service and complaint handling issues. This report is the
final connect.resolve installment and covers the period
January to June 2010.
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Complaints to the TIO about
Customer Service and Complaint Handling
Update report for the period 1 January — 30 June 2010

Industry Data
Overview

Consistent with our approach throughout
the connect.resolve campaign, this
update report is based on all case levels
and respective issues registered by the
TIO. The case level represents the
complexity of the case and the required
TIO involvement.

At the start of the connect.resolve
campaign, the TIO was averaging just
over 20,000 cases at all levels, each
month. One year on, the TIO is
registering an average of 16,500 per
month. This downward trend has been
driven by a few key TIO members,
although the trend is not consistent
across all service providers.

Customer service and complaint handling
issues have continued to feature in a
significant number of cases handled by
the TIO. Overall, however, these issues
have measurably declined since the
commencement of connect.resolve, in
line with the overall TIO complaint trend.

Combined customer service and complaint handling issues - for Industry
(quarterly)

60,000
50,000
40,000
30,000
20,000

10,000

Q3 Q4 Q1 Q2 Q3 Q4
2008-09 2009-10

Combined customer service and complaint handling issues versus other
issues (monthly)

60,000
50,000
40,000

Other complaint issues
30,000 /\/\’\/\’\
20,000
10,000 Combined customer service and complaint handling issues

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
2009 2010

Progress Summary Industry (overall)

19,895
40,523
7,713

Complaint handling

issues 6,481 7,046

Combined customer
service and complaint
handling issues

14,194:14,578:16,330: 14,780:15,154:15,530: 17,473:16,216:16,865: 15,625:14,528:12,015/11,035:12,660:13,378:11,356:12,637:13,029

16,42715,97818,06818,684:15,239: 16,153 15,343
35,731]34,199:;
6,832 6,272

5,183| 4,763 5,633: 5,878

Telecommunications Industry Ombudsman 2010 Annual Report



54 comlect
resolve

MEMBER:

AAPT

Overview

Since the start of the connect.resolve
campaign in January 2009, cases
registered for AAPT have fluctuated
significantly. The attached data shows
430 cases registered in January 2009; an
increase to 846 in November 2009 and
then a decrease to 467 in June 2010.

However, since the start of connect.
resolve 18 months ago, customer service
and complaint handling issues have gone
up; even with a recent decrease, numbers
are greater than they were at the
beginning. The largest increase recorded
in the categories relating to incorrect or
inadequate advice and failure to action
promised undertakings.
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DODO

Overview

TIO cases about Dodo have trended down
in the past 12 months, peaking in July
2009 with 458 for the month. Cases have
since come down, with a total of 227
recorded in June 2010.

Complaints relating to customer service
and complaint handling issues have also
decreased in line with this trend, with
notable reductions in complaints about
failing to action undertakings and failing
to action customer requests.
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Combined customer service and complaint handling issues for Dodo

1,000
800
E—
600
400
200
Q3 Q4 Q1 Q2 Q3 Q4
2008-09 2009-10

Breakdown of customer service issue categories for Dodo

500
Jan 09 - Jun 09
400 [ 3ul 09 - Dec 09
. Jan 10 - Jun 10
300
200
100
ol n.m Ny
Incorrect /  Failure Lengthy Unable to Discourtesy Refusal to
Inadequate to action wait time contact deal with
advice request advocate

Breakdown of complaint handling issue categories for Dodo

320

240

160

Jan 09 - Jun 09
[ 3ut 09 - Dec 09
[l Jan 10-3un 10

Failure Failure
to action to advise
under- outcomes
takings

Failure to Failure to Failure Failure Failure
acknowledge escalate to refer to record to assist
written to TIO complaint

complaint

Progress Summary Dodo

Case numbers

All issues

Customer service issues|

Complaint handling
issues

Combined customer
service and complaint
handling i

Telecommunications Industry Ombudsman 2010 Annual Report



56 comlect
resolve

MEMBER:

GOTALK

Overview

At the start of the connect.resolve
campaign in January 2009 the TIO
registered 219 cases against gotalk and
by October this was down to 129 for the
month. Over the past six months cases
have been steadily rising with 167
registered in June 2010.

Customer service and complaint handling
issues decreased for the first 12 months
of the connect.resolve campaign,
however this trend has not continued,
and over the past six months complaints

in this category have been steadily rising.

Complaint issues relating to incorrect

or inadequate advice to customers as well

as failure to action undertakings have
both increased in numbers over the past
six months.
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HUTCHISON 3G
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Overview

Combined customer service and complaint handling issues for Hutchison 3G

Hutchison’s TIO cases, at all levels, have
remained relatively stable, showing no
significant downward or upward trends
over the past 18 months. From January
to June 2009 Hutchison recorded
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MEMBER:

OPTUS

Overview

Combined customer service and complaint handling issues for Optus

Optus’ case numbers, at all levels,

have decreased since the start of the 8000
connect.resolve campaign. Over the

period January to June 2009, the TIO 6000
recorded 19,914 Optus cases and in

the same period this year 14,743 4000
cases were recorded.
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PRIMUS

Overview

Since the start of the connect.resolve
campaign Primus’ TIO cases have reduced
markedly. From January to June 2009 the
TIO recorded 1,913 cases for Primus and
for the same period in 2010 this number
has almost halved to 937.

Customer service and complaint handling
issues have also decreased, in line with
this trend, with the most notable
improvement in the complaint category
failure to action undertakings.
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Combined customer service and complaint handling issues for Primus
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SOUL

Overview

Cases registered by the TIO against Soul
have decreased, at all levels, over the
past 18 months. From January to June
2009, Soul averaged 650 TIO cases per
month and over the past six months this
number is down to 144.

Customer service and complaint handling
issues have also decreased significantly,
in line with the reduction in complaints.
Most notably, complaint issues about
failing to action promised undertakings
are down, with 569 recorded in the first
six months of the connect.resolve

campaign and 123 in the last six months.

Combined customer service and complaint handling issues for Soul
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TELSTRA

Overview

Cases registered for Telstra have
decreased since the start of the
connect.resolve campaign 18 months
ago. From January to June 2009, the

TIO registered 62,541 cases, at all levels,
about Telstra and for the same period

in 2010 this was down to 46,124.

Complaints about customer service and
complaint handling issues have also
reduced, in line with this trend, with
the most notable improvements in the
categories relating to failing to action
customer requests, lengthy wait times

and being unable to contact the provider.
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Combined customer service and complaint handling issues for Telstra
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VIRGIN M

Overview

The data displayed demonstrates some
minor fluctuations in cases registered
about Virgin Mobile over the past

18 months, with a notable reduction

in December 2009 when they were down
to 445 for the month. In the last

six months however the TIO has seen

an increasing number of cases with

623 recorded, at all levels, in June 2010.

Complaints about customer service

and complaint handling issues are

also increasing with the most significant
jump in the area of incorrect advice

to customers. Complaints about failing
to action promised undertakings have
also marginally increased.

BILE

Combined customer service and complaint handling issues for Virgin Mobile
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VODAFONE

Overview

At the start of the connect.resolve
campaign in January 2009, the TIO
registered 920 cases, at all levels, for
Vodafone. The data here shows some
increases over the past 18 months with
1,165 cases received in June 2010.

However, complaints about customer
service and complaint handling issues
have increased over the campaign period
with the most significant increased
recorded in the category failure

to action undertakings. Complaints
about incorrect and inadequate advice
were also up.
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Combined customer service and complaint handling issues for Vodafone
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