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Complaints by service type

Complaints by service type

OX I 5634 (32%) 8,442 (47%) 2,507

. . 101 (1%)
22-23 (14%)

Q2 5,239 (29%) 9,030 (51%) 109 (1%)

2223
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S 5767 (32%) 7,477 (42%) 100 (1%)
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Q3 o 1,789 o

2122 7,728 (35%) o 8,451 (39%)

@ Internet ® Landline ® Mobile @ Multiple @ Property

Top 10 issues in complaints

No or delayed action by provider
5,895 (33%)

Service and equipment fees

Intermittent service or drop outs 1,709 (10%)

Resolution agreed but not met 1,705 (10%)

No phone or internet service 1,673 (9%)

Failure to cancel a service 1,423 (8%)

Delay establishing a service 1,103 (6%) IN

¢ Equipment fault

9,699 (55%)

Change of top 10 issues

ouT

¢ Unauthorised

Slow data speed 1,067 (6%) (no. 10) disclosure of personal
information (dropped
t .23
Inadequate fault testing 1,066 (6%) o no- 23)
- Equipment Fault 934 (5%) @ Fault and connection issues
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Who complained

Complaints by consumer type

Q3 o 2035 @ Residential
22-23 : Wz (B2 (;1%) @ Small business & other
Q@ .
Qo !
Q4 .
S X

Top 10 issues for residential consumers

Bl No or delayed action by provider

8,571 (54%)

 Service and equipment fees

5,315 (34%)

Resolution agreed but not met 1,542 (10%)

Intermittent service or drop outs 1,506 (10%)

No phone or internet service 1,415 (9%) Change of top 10 issues

Failure to cancel a service 1,261 (8%) IN ouT

* Equipment fault * Unauthorised

: - Slow data speed 991 (6%) (no. 10) disclosure of personal
: inf tion (d d
- Delay establishing a service ~ 966 (6%) |tr; ?1:;“;5';)“ (droppe
- Inadequate fault testing 939 (6%)

Equipment Fault 830 (5%) @ Fault and connection issues

Top 10 issues for small businesses

o or delayed action by provider 1,128 (55%)

Service and equipment fees 580 (29%)

No phone or internet service 258 (13%)

Business loss 228 (11%)

Intermittent service or drop outs 203 (10%) Change of top 10 issues

IN ouT
Resolution agreed but not met 163 (8%)
) ) N ¢ Inadequate fault * Unauthorised

Failure to cancel a service 162 (8%) testing (no. 9) disclosure of personal

information (dropped
Delay establishing a service 137 (7%) to no. 25)
Inadequate fault testing 127 (6%)
Disconnection in error 119 (6%) @ Fault and connection issues
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] Complaints about mobile services

Top 10 issues for mobile services

No or delayed action by provider

2,777

(

33%

)

4,781 (57%)

H  Service and equipment fees

Resolution agre
Poor mobile coverage

Equipment Fault

Failure to cancel a service

Bill unclear or not received

Variation to a contract or plan by

Non-financial loss - not privacy

ed but not met

701 (8%)

647 (8%)

487 (6%)
423 (5%)
provider

398 (5%)

894 (11%)

Misleading conduct when making a contract

564 (7%)

404 (5%)

Change of top 10 issues

IN

* Bill unclear or not
received (no. 8)

* Variation to a
contract or plan by
provider (no. 9)

¢ Non-financial loss -
not privacy (no. 10)

ouT

¢ Termination fee
(dropped to no. 11)

¢ Unauthorised
disclosure of personal
information (dropped
to no. 17)

* Non-financial loss -

privacy (dropped to
no. 46)

@ Fault and connection issues
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& Complaints about internet services

Top 10 issues for internet services

2,927 (51%)

No or delayed action by provider
Service and equipment fees 1,917 (34%)

19%

I.d
N
o

Intermittent service or drop outs

Slow data speed 791 (14%)

Change of top 10 issues

/| No phone or internet service 773 (14%)

IN ouT

: * Non-financial loss - * Service problem with
Inadequate fault testing 615 (11%) not privacy (no. 10) add-on feature eg
email, call waiting,
DEERRZ L EER s 596 (10%) ?(;i;mppeet;: :Z”,L::‘]Q)

Resolution agreed but not met 482 (8%)

Non-financial loss - not privacy 357 (6%) @ Fault and connection issues

Fault and connection complaints

@ Services delivered

Q3 2,554 (80%) 636 (20%) over the NBN
22-23 : Services delivered
: over other networks

Q2 9

Ql .
Y 2190 (1%)

Q4 >

PR 2912 G1%)

21-22

Internet complaints by consumer type

Q3 ® 446 @ Residential
22-23 5,238 (92%) (8%) @ Small business & other
Q2 .
Q3 .
Q4 !
S 7,087 (92%)
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Top 10 issues for landline services”

562 (54%)

No or delayed action by provider

No phone or internet service 274 (26%)
223 (21%)

[ Service and equipment fees

Failure to cancel a service 108 (10%)

Resolution agreed but not met 93 (9%)

Disconnection in error 89 (9%) ch it 10
ange of top 10 issues

Number problem due to connection, disconnection or transfer 85 (8%) -

Delay establishing a service 81 (8%) « Business loss (no. 10)

Partially restricted service 62 (6%)

@ Fault and connection issues

Business loss 57 (5%)

Changing providers 57 (5%)

Fault and connection complaints

® Services delivered
over the NBN

NSOl 404 (s3%) 241 (37%)
22-23 : @ Services delivered
: over other networks

Q >

Q s

Q4 c

5

2122

Landline complaints by consumer type

Q3 @ Residential
22.23 714 (68%) 329 (32%) @ Small business & other
SR 506 (61%) 377 (39%)
2223
Sl 724 (59%) 496 (41%)
2223
O 936 (63%) 575 (37%)
2122
Q3 1199 (67%) 590 (33%)
2122
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¥ Complaints about multiple services

Top 10 issues for multiple services

1,423 (57%)

H Noor delayed action by provider

977 (39%)

l Service and equipment fees

o phone or internet service 364 (15%)

h f 10
Intermittent service or drop outs 306 (12%) c e G 0 issues

IN ouT

Resolution agreed but not met 233 (9%)

* Bill unclear or not * Unauthorised
Failure to cancel a service 207 (8%) received (no. 8) disclosure of personal
* Inadequate fault information (dropped
Delay establishing a service 166 (7%) testing (no. 8) to no. 23)
* Non financial loss -
Bill unclear or not received 154 (6%) privacy (dropped to
no. 54)
Inadequate fault testing 154 (6%)
Poor mobile coverage 147 (6%) @ Fault and connection issues
0 3k 6k 9k 1.2k 1.5k
Fault and connection complaints
Q3 : @ Services delivered
: 780 (70%) 336 (30%) over the NBN
22-23: ) )
: Services delivered
: over other networks
Q2 o
O 729 (70%)
Ql 5
Q4 .
2192 1,084 (70%)
N 1,490 (67%)
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Financial hardship complaints

Complaints about financial hardship remain an important focus for the Telecommunications Industry Ombudsman
because the impact on consumers is significant, and these problems often affect some of the most vulnerable Australians.

With current cost-of-living pressures facing consumers, it is important that we highlight trends in our complaints about
financial hardship. We will continue to publish this data in future quarterly reports.

Financial hardship complaints

433

22.23

Q2
22-23

Q1
22-23

Q4
21-22

Q3
21-22

Financial hardship complaints by service type

4 (1%)

Q3

: 316 (73%)
2223

Q2

22-23 279 (70%) 69 (17%)

Qo

2923 255 (69%) 72 (19%)

Q4

2199 276 (68%) 76 (19%)

Q3
21-22

289 (67%) 84 (19%)
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Financial hardship complaints by consumer type

Q3 : (TN
22-23 :

Q2 .

2593 373 (94%)

Q 346 (94%) @ Residential
2 . © Small business
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2 408 (94%)
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82 Top 10 providers by complaints

Top 10 providers by complaint numbers

Telstra Optus Group Change of top 10 providers
7,101 (40%) 5,332 (30%)
IN ouT
* Circles Australia ¢ Internode Pty
Pty Ltd (no. 10) Ltd (dropped to
no. 1)

Vodafone
1,435 (8%)

-------------- Southern Phone Company 335 (2%)
------- Aussie Broadband 240 (1%)
iiNet -~ Dodo Services 168 (1%)
506 (3%)
---- Medion Australia 149 (1%)
---- Circles Australia 132 (1%)

Top 10 providers by service type

Organisation/Group Internet Landline Mobile Multiple Property
Telstra Group 1,954 646 3,166 1,305 30
Optus Group 1,280 144 3,195 703 10
Vodafone Australia Limited 168 1 1,158 106 2
TPG Group 368 27 88 64 2
iiNet Ltd 343 40 53 70

Southern Phone Company Ltd 192 29 76 37 1
Aussie Broadband Limited 200 8 8 23 1
Dodo Services Pty Ltd 103 il 36 17 1
Medion Australia Pty Limited - - 149 - -
Circles Australia Pty Limited - - 132 - -

Complaint data is calculated as at the end of the current reporting quarter.
Data does not reflect cancellations or reclassifications that are processed by the TIO after the most recent quarter end date.
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Unresolved and escalated complaints

An unresolved complaint is a complaint or enquiry referral that the consumer tells us was not resolved after we referred
it to the provider.

Most unresolved complaints proceed to dispute resolution and are called escalated complaints. Some unresolved complaints
are not escalated - this can be because the issue is resolved before escalation, the issue that remains unresolved is not a matter
we can assist with, or the consumer decides not to proceed with the complaint.

The graph below shows the proportion of complaints and enquiry referrals that were referred to providers and returned
to us as unresolved complaints, and the proportion that were escalated.

The proportions of unresolved and escalated complaints increase over time, and so the proportions reported in our previous
report have increased. This is because consumers who made their complaint in an earlier quarter may not return to us with an
unresolved complaint until the next quarter. We expect the proportion of unresolved complaints from the more recent quarters
will similarly increase.

Snapshot of unresolved and escalated complaint proportions

20% i 19.5%
: =@~ Unresolved complaints as at the end of Q3

=@~ Unresolved complaints as reported in Q2

=@~ Escalated complaints as at the end of Q3

Escalated complaints as reported in Q2

Top 10 issues in unresolved complaints

1,104 (33%)

Hl Service and equipment fees

N
@®
o~

No or delayed action by provider

355 (11%)

Resolution agreed but not met

340 (10%)

Intermittent service or drop outs

Change of top 10 issues

: IN ouT

: _ Non-financial loss - not privacy 294 (9%)

: * Slow data speed * Unauthorised

. . o (no. 8) disclosure of

; No phone or internet service 246 (7%) « Equipment fault personal information
(no. 9) (dropped to no. 13)
Poor mobile coverage 221 (7%) « Delay cstablishing a | * Termination e
service (no. 10) (dropped to no. 14)

Hl Slow data speed 212 (6%) * Non-financial loss -
privacy (dropped to
: no. 23)

: - Equipment fault 173 (5%)

- Delay establishing a service 140 (4%) @ Fault and connection issues
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How we do data

This section explains the finer points of our data.

Complaints

Where we talk about complaints, these:

* are expressions of dissatisfaction about a provider when the consumer has contacted the provider and is
not satisfied with the outcome. We send complaints to specialist teams at providers for another attempt at
resolution. Most complaints are resolved in this process

* may include more than one issue

* do not include enquiries, enquiry referrals or withdrawn complaints.

Contacts

Where we talk about contacts, these:

* include calls, emails and online forms that come through our public portals
* exclude calls and emails to individual staff members and abandoned calls

* exclude identified data anomalies within the financial year

* include all contact up until a complaint is classified as unresolved.

Data updates
No data adjustments are made to quarterly series after the end of the quarter’s financial year.
Complaint data is calculated as at the end of the current reporting quarter.

Previous quarters may be adjusted if a complaint or enquiry is cancelled or reclassified before the end of the
current reporting quarter and before the end of financial year.

Data does not reflect cancellations or reclassifications that are processed by the TIO after the most recent
quarter end date.

If we find other data that requires adjustment, we will also make these adjustments within the financial year.
Dispute resolution is where we work with providers and consumers to resolve escalated complaints.

Early resolution is where we take initial contacts from consumers and log them as enquiries or send complaints
to providers.

Enquiries includes enquiries and enquiry referrals.

Enquiry referrals are complaints that have not been raised with the provider before a consumer contacts us.
We send these complaints to providers but give providers a longer time to try to resolve these.

Escalated complaints are a subset of unresolved complaints that proceed to dispute resolution.

Some unresolved complaints are not escalated - this can be because the issue is resolved before escalation, the
issue that remains unresolved is not a matter we can assist with, or the consumer decides not to proceed with
the complaint.

Complaints that are reclassified before the end of the financial year will be removed from the total count of
escalated complaints. Complaints can be reclassified if they are escalated in error (for instance, the issue was
already resolved).
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Faults and connection complaints are complaints that include issues from the connection, no service, and poor
service quality issue sub-categories. These are only counted once, regardless of the number of issues raised in the
complaint. These complaints may have other issues that do not relate to faults or connections.

Internet complaints relate to services delivered over fixed-line or fixed wireless internet connections.
These complaints do not include internet services delivered by mobile devices or Voice over Internet Protocol
(VolP) services delivered over the internet.

Issues A single complaint can have more than one issue. Where we talk about complaint numbers, we only count
complaints once. Where we talk about issues, we count all the issues.

Issues in complaints are recorded based on six broad categories that follow the lifecycle of a consumer’s
relationship with their phone or internet provider. From September 2019 we introduced new keywords to better
capture the emerging issues in complaints. For a complete list of issues in complaints see pages 13, 14, and 15.

Landline complaints includes complaints about voice services delivered over the Public Switched Telephone
Network (PSTN) and voice services delivered over the National Broadband Network
(VolP services delivered over fixed-line internet connections are also included).

Member groupings Telstra group includes “Telstra Limited” and “Telstra Corporation Limited”. Optus group
includes “"Optus Internet Pty Ltd”, “Opus Mobile Migrations Pty Ltd”, “Optus Mobile Pty Ltd” and “Optus
Networks Pty Ltd”. TPG group includes “TPG internet Pty Ltd” and “TPG Network Pty Ltd".

Member status If members are currently undergoing cessation to terminate their membership, they are not
included in the count of active members.

Mobile complaints are complaints relating to a mobile telephone device or service, including complaints about
internet accessed through a mobile telephone service.

Multiple complaints relate to complaints about more than one service type with the same provider.
Online includes all web forms and emails.
Percentages within the report have been rounded, so totals may not add to 100%.

Property complaints includes complaints about damage to a provider’s or landowner’s property, or a dispute
about use of property by a carrier.

Small business includes small businesses, not-for-profits, and charities.

Top 10 providers Where we talk about the Top 10 providers, we mean those we received the most complaints
about in the quarter. The data does not reflect the number of customers or services in operation. A consumer
making a complaint does not necessarily mean a provider or network operator is at fault.

Unresolved complaints An unresolved complaint is a complaint or enquiry referral that the consumer tells us was
not resolved after we referred it to the provider. Most unresolved complaints proceed to dispute resolution, and
are called escalated complaints. Some unresolved complaints are not escalated - this can be because the issue is
resolved before escalation, the issue that remains unresolved is not a matter we can assist with, or the consumer
decides not to proceed with the complaint.
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Issues in complaints

Descriptions in the body of the document contain additional words to provide clearer descriptions of the
keyword in isolation of the other categories (for example, Number Problem due to connection, disconnection
or transfer).

Establishing a service

Category Keyword

Product unsuitable

Inadequate documentation

Inadequate credit assessment

Inadequate explanation of product*

Making a contract Refused a service

Cooling off

Unable to contract

Misleading conduct

Unconscionable conduct

Variation by provider

Request to change account holder

Not liable for contract

In contract Unfair contract terms

Equipment finance agreement

Mishandled or inaccurate information - not personal**

Failure to cancel*

Delay

Number problem

Connection : :
Changing provider*

Unauthorised transfer

*New keyword introduced from September 2019.

** New keyword introduced from January 2022
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Service delivery

Category Keyword

No service

No service

Disconnection in error

Network outage

Poor service quality

Intermittent/drop outs

Poor mobile coverage

Noise/interference

Slow data speed

Restricted service

Equipment

Unsuitable

Fault

Special and account services

Priority assistance

Disability equipment

Enhanced/add-on feature

Directory listing - business

Can't access account or data - technical**

Loyalty programs**

Payment for a service

Category Keyword

Charges and fees

Bill unclear/not received

Excess data

Excess call/sms/mms

Roaming

3rd party*

Fee for a bill

Connection/reconnection

Late payment/dishonour

Termination

Service and equipment

Technician

Payments

Direct debit

Missing payment

Unsuitable payment options

Payment extension

Debt management

Financial hardship/repayment arrangement

Barring/suspension/disconnection

Credit default report

Sold debt

Debtor harassment

Statute barred debt/bankrupt

Not liable for debt

*New keyword introduced from September 2019.

** New keyword introduced from January 2022
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Customer service

Category Keyword

Object to collection

Unauthorised disclosure

Personal information Information inaccurate

Access denied

Silent number/directory listing

Business loss*

Customer Service Guarantee*

Compensation sought* Other financial loss*

Non-Financial loss - privacy

Non-Financial loss - not privacy **

Uncontactable

Refusal to deal with representative

Missed appointment

No or delayed action

Provider response :
Resolution agreed but not met

Rudeness

Unwelcome/life threatening communications

Inadequate fault testing*

Property

Category Keyword

Hazardous, non-compliant or temporary infrastructure
Infrastructure ) :

Location of equipment

By consumer
Damage By provider

By 3rd party

*New keyword introduced from September 2019.
** New keyword introduced from January 2022
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Contact us

You can complain through our website at
www.tio.com.au or by calling 1800 062 058.

You can post a letter to
PO Box 276, Collins Street West,
VIC 8007 or fax it to 1800 630 614.

If you need to use a language other than
English, call the Translating and Interpreting
Service on 134 450 and they will help you

speak with us. They are a free service.

If you would like to make a complaint using our
Auslan Video Interpreting Service, please visit

this link: www.tio.com.au/auslan-booking-form

Calls to the above numbers on mobile phones

may incur charges.

Getting someone to help you

You can also ask someone else to complain for
you or your business, such as a friend, family
member, or financial counsellor. Ask for our
authorisation forms over the phone or find

them on our website.
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https://www.tio.com.au/
https://www.linkedin.com/company/telecommunications-industry-ombudsman%27s-office/?originalSubdomain=au
https://www.facebook.com/TIOAus
https://www.tio.com.au/
https://www.tio.com.au/auslan-booking-form

