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[bookmark: _Toc54689049]Overview
[bookmark: _Hlk46006932]There have been significant changes in the telecommunications landscape in recent years. With the rollout of the National Broadband Network (NBN), a proliferation of over-the-top services, mobile apps and devices have entered the market leading to an increase in demand from data-hungry consumers.
Past research by the Australian Communications and Media Authority (ACMA) has highlighted that customer service, complaints-handling and service reliability are areas of concern for consumers. It has also showed that Australian adults, households and businesses have common, yet distinct, issues and expectations about their telecommunications services. 
To ensure regulatory settings remain appropriate, consumer research is an important input, particularly in understanding current experiences and emerging issues.
This report presents an in-depth view and analysis of the telecommunications consumer experience at the end of 2019. Our findings highlight the reported experience of Australian adults’ personal use and views of their mobile telecommunications services (individual survey) and residential households’ use and views of their telecommunications services (household survey), as well as their expectations and preferences in relation to telecommunications services. The business survey findings are published in Telco consumer experience—Australian businesses: Phone and internet services, available alongside this report on the ACMA website. 
[bookmark: _Hlk46833376]Please note that this report covers data collected between September and November 2019. The effects of the COVID-19 pandemic are not reflected in this report.
[bookmark: _Toc54689050]Key findings
The findings from this research indicate a more positive consumer experience with mobile services compared to fixed internet and phone services. 
[bookmark: _Toc54689051]Consumer behaviour, expectations and engagement with services 
Device and service usage
The research highlights consumers’ continued use of, and engagement with, telecommunications devices and services. 
Mobile phones are the most common telecommunication device for Australians, continuing to be used as more than just a phone. Nearly all Australian adults are using their phones beyond calling and messaging, also using them for activities such as navigating with Google Maps, doing their banking and paying bills, accessing emails, social media, news content or audio content. While use for those activities is often higher in younger age groups, many older Australians are also engaging in these activities. 
Four in 10 households still use their voice services—44 per cent had a home phone in use, and 72 per cent of those used it at least weekly. Some households had a home phone service connected but it was not used (15 per cent). 
Most households are data-centric, using the internet mainly for entertainment (streaming video or TV, listening to audio), but also to work and study (Figure 27). 
Of households with home internet or mobile broadband, the majority (85 per cent) had watched video content (such as Netflix, Foxtel, catch-up services for free-to-air TV or YouTube) in the previous six months. Six in 10 households streamed free-to-air TV (either live or catch up).
Apart from a mobile phone or mobile broadband service, consumers have a range of devices that connect to the internet. Nearly two-thirds of households with home internet or mobile broadband have at least one smart device, with the most common type being smart TVs at 56 per cent.
Access to the internet while out and about is key to staying connected, with the majority of Australian adults also connecting to the internet outside of home. A SIM card in a device (60 per cent), wi-fi at family or friends (57 per cent) and mobile phone hotspots (56 per cent) were the most common ways to access the internet away from home. 
Important service factors
The research investigated the factors that may affect consumers’ experience with their telecommunications services. Multiple factors could be selected as important (refer to Figure 8 for Australian adults and Figure 31 for households).
While price was important to many consumers, other non-price factors ranked higher overall for Australian adults and households:
Among Australian adults, the factors most frequently rated as important in relation to their mobile phone or mobile broadband data service were issues and faults being fixed (85 per cent), mobile coverage (84 per cent) or good customer service (81 per cent). 
Households prioritised issues and faults being fixed (92 per cent), the protection of personal information (90 per cent) and good customer service (86 per cent). 
Over half of households (57 per cent) considered they regularly got the internet speed they paid for in their home internet plan, whereas 27 per cent did not.
[bookmark: _Toc54689052]Experience and satisfaction with services
Changing telco providers
Most consumers of mobile and household telecommunications services had stayed with their same telco provider for some time—three quarters (75 per cent) of Australian adults with mobile phone services, 69 per cent with mobile broadband, and 71 per cent of households had been with their current telco for two or more years. About half of those with mobile phone services (53 per cent) or household telecommunications services (49 per cent) had been with their telco provider for more than five years. 
For those who had actively considered changing their plan or telco provider and had not done so, the main reasons for not proceeding, for both Australian adults and households, was that they had been unable to find a cheaper or better deal, other offers were similar, or that it was too much effort.
Contact with telcos
One third of Australian adults (33 per cent) had contacted their telco at least once in the previous six months about their own mobile services. Contact was nearly twice as likely to be an enquiry (22 per cent) compared with a complaint (13 per cent of all mobile services).
Half of households (50 per cent) had contacted their telco in the previous six months, with similar proportions contacting their telco with an enquiry (27 per cent) or to make a complaint (28 per cent). Those with home internet have a higher rate of enquiry compared to other services—23 per cent made their most recent enquiry about their home internet, which was nearly three times higher than the rate for those with a home phone (eight per cent). 
Issues or faults 
Consumers commonly experienced issues and faults with their telecommunications services, but not all issues and faults led to complaints. 
For Australian adults, 29 per cent with a mobile service had at least one issue or fault in the previous six months—31 per cent of those with mobile broadband services and 27 per cent of those with a mobile phone service. The most common types of issues or faults were interruptions or dropouts to the service (53 per cent of those with issues or faults).
Over half (57 per cent) of households had experienced an issue or fault in that period. The telco service most likely to have issues or faults was home internet—over half (56 per cent) of households with home internet, which is more than double the rate of any other services. The most frequently mentioned issue or fault was a loss of service or outage (44 per cent for home internet and 39 per cent for home phone). Dropouts were also experienced by many households (37 per cent for home internet and 23 per cent for home phone). A third of those that reported dropouts as the biggest problem or only type of issue reported more than 50 dropouts over a six-month period. 
For about half of those with an issue or fault, it prompted contact with their telco or a complaint—55 per cent for households and 45 per cent for Australian adults. A sizeable proportion of consumers did nothing in response to their issue or fault (or if more than one, their biggest problem)—one third (35 per cent) of Australian adults and one quarter of households.
The link between issues and faults and complaints is clear—the rate of complaint is many times higher for those with issues and faults (38 per cent for Australian adults and 46 per cent for households) compared with those who had none (two per cent for Australian adults and four per cent for households).
Complaints
Over one quarter (28 per cent) of households with telecommunications services had made at least one complaint to their telco in the previous six months. Those with home internet have a higher rate of complaint compared to other services—26 per cent made their most recent complaint about their home internet, which was three times higher than the rate for home phone (nine per cent). 
One in eight (13 per cent) Australian adults with mobile services had made at least one complaint in that period—the rate of complaint was similar for both mobile phone and mobile broadband services (12 per cent and 13 per cent respectively).
For households, the most common reasons for the most recent complaint were outages (30 per cent) and dropouts (20 per cent). Similarly, for Australian adults with mobile services, it was interruptions or dropouts (28 per cent) followed by billing (25 per cent). Refer to Figure 17 for Australian adults and Figure 43 for households.
Too many complaints, however, took too long to resolve or remained unresolved—for households that made a complaint, 26 per cent reported that their most recent complaint took between three days and three weeks to resolve, and 13 per cent reported it took more than three weeks. For Australian adults with mobile services, 18 per cent of complaints took between three days and three weeks to resolve, and eight per cent took more than three weeks to resolve.
Just under half (47 per cent) of households that made a complaint and had it resolved were satisfied with how the complaint was handled—35 per cent were dissatisfied. 
[bookmark: _Hlk47340743]Households that had complaints resolved sooner were more likely to be satisfied with how their complaint was handled. The proportion of households satisfied with complaints-handling, by time to resolve the complaint:
resolved on the same day: 74 per cent 
resolved in two working days: 61 per cent
resolved in one week: 57 per cent 
resolved over a week: 28 per cent.

Making a complaint to a telco about home internet—the most common service for the most recent complaints—did not have an impact on overall levels of satisfaction with home internet services, if the complaint was well handled by the telco. Those who complained about their home internet but were satisfied with the handling of their complaint had the same levels of satisfaction overall about their service (85 per cent) as those who had not complained or even contacted their telco (86 per cent).  
Satisfaction with services
Satisfaction with service reliability was generally high, and a little higher for mobile phone services compared with household telco services: 
The majority (85 per cent) of Australian adults with mobile phone services were satisfied with the reliability of voice and data for their phone. 
Three quarters (74 per cent) of Australian adults with mobile broadband services were satisfied with the reliability of their service.
The majority of households (91 per cent) with a mobile phone family shared data plan were satisfied with its reliability.
Households had similar levels of satisfaction with their home phone reliability (79 per cent) and their household mobile broadband reliability (83 per cent), and 74 per cent were satisfied with the reliability of their home internet.
Around seven in 10 Australian adults with mobile phone services (73 per cent), 67 per cent of those with mobile broadband and 63 per cent of households were satisfied with the monthly cost of their service. 
Seven in 10 households (70 per cent) and Australian adults with mobile services (71 per cent) were satisfied with their telco’s customer service overall.
[bookmark: _Toc54689053]Emerging issues 
Collection and sharing of personal information and device privacy/security
Consumers had high levels of concern about sharing personal information. Around three quarters of Australian adults with mobile services were concerned about sharing personal information online (79 per cent), or that the organisation they provided their data to might share it (73 per cent).
Two thirds of Australian adults with mobile services were concerned about the ability for their device's location to be shared or that their mobile phone was listening to their conversations (62 per cent). Less than half (45 per cent), agreed that they were aware of what happens to their personal information after it is shared online, with 39 per cent not aware.  
For the two thirds of households with at least one smart device, there were low to moderate levels of awareness of how to manage their smart devices. Around six in 10 (63 per cent) agreed they knew how to make their smart devices private and secure, with 25 per cent not aware. A similar proportion (60 per cent) were concerned about the amount of information smart devices were collecting. Just over half (54 per cent) agreed that they would know how to remove personal information before disposing of a smart device, with 35 per cent not aware. Just under half (48 per cent) agreed that they are aware of the amount of information smart devices are collecting, with 37 per cent not aware.
Only three in 10 (28 per cent) households with smart devices agreed that there was enough transparency to understand how smart devices use information—54 per cent disagreed.



[bookmark: _Toc54689054]Background
[bookmark: _Toc16750987][bookmark: _Toc16750993][bookmark: _Hlk26868779][bookmark: _Hlk26868934][bookmark: _Hlk47617804]A key priority for the ACMA in our corporate plan is public confidence in media and communications services. Our plan outlines activities we will undertake to deliver safeguards that meet the needs of Australians using media and communications services. In 2020–21, protecting telco customers and a better move to the NBN are two of the ACMA’s key compliance priorities. 
The increasing complexity of the telecommunications landscape and continued demand for online services were key findings outlined in our Communications report 2018–19, including:
the majority of Australians access the internet, with the mobile phone the most common device used 
the largest volume of data is downloaded over fixed networks
increased use of mobile voice and data services 
declines in fixed-line phone services at home
NBN rollout continued 
the rollout of 5G mobile services
>	the rise of the Internet of Things (IoT) and smart devices.
Along with the broader technology changes, telco-provided plans for consumers have also evolved: 
Household telco plans now include higher data allowances or even unlimited data to meet demand, speeds have increased, various bundles include streaming and music services, and home phone connections are also often included. 
Data download volumes show that fixed internet accounts for 88 per cent, even though mobile handsets out-number fixed connections by a large margin.[footnoteRef:2]  [2:  Australian Competition and Consumer Commission—Communications Market Report 2018-19, page 6. https://www.accc.gov.au/system/files/Communications%20Market%20Report%202018-19%20-%20December%202019_D07.pdf.] 

For mobile phone plans, unlimited calls and SMS are the norm, with price competition focused on increases to data and inclusions.[footnoteRef:3] There has been a move away from lock-in contracts, with shorter-term and more flexible arrangements.  [3:  ibid, page 6.] 

The average real prices across all fixed and mobile services fell in 2018–19.[footnoteRef:4]  [4:  ibid, page 5.] 

Increased products and services are available to support business customers to stay connected.[footnoteRef:5] [5:  Technology, Media and Telecommunications Predictions 2020, Deloitte Insights, page 7.] 

[bookmark: _Hlk48055826][bookmark: _Hlk47621643]Both industry-reported data and data from the Telecommunications Industry Ombudsman (TIO) on escalated complaints showed a downward trend in late 2019 (when compared to the previous quarter). However, complaints remain high relative to other sectors.[footnoteRef:6] [6:  Consumer Safeguards Review—Part C—Choice and Fairness: Consultation paper https://www.communications.gov.au/have-your-say/consumer-safeguards-review-consultation-part-c-choice-and-fairness. ] 

Our record-keeping rules data from large and medium-sized telcos on complaints-handling performance (to December 2019) shows that internet services, particularly non-NBN services, continue to account for the highest proportion of complaints (in terms of services in operation) compared with other services—though mobiles account for the highest actual number of complaints to telcos. TIO-escalated complaints data also shows internet services were the most complained about service type by residential and business customers in the same period (December quarter 2019). 
As the take-up and use of smartphones and the internet has increased, so too has concern around privacy and data handling. Australians have relatively low levels of trust that their information is being handled appropriately in today’s digital environment. In response, the Australian Government is taking action to strengthen privacy arrangements.[footnoteRef:7]  [7:  Regulating in the digital age: Government Response and Implementation Roadmap for the Digital Platforms Inquiry https://treasury.gov.au/publication/p2019-41708.] 

There is also an increasing focus on the privacy and security of consumer smart devices and a significant challenge to safeguarding consumers relates to awareness and understanding of their functionality. A number of activities are underway across the private sector and government that may help address privacy and security concerns.[footnoteRef:8] [8:  Internet of Things in media and communications: Occasional paper.] 

[bookmark: _Toc54689055]researchacma
Our research program—researchacma—makes an important contribution to our work as an evidence-informed regulator. It informs our strategic policy development, regulatory reviews and investigations, and helps us to support a media and communications environment that works for all Australians.
[bookmark: _Toc285789710][bookmark: _Toc285791789][bookmark: _Toc286994473][bookmark: _Hlk45095888][bookmark: _Toc54689056]About the research
In June 2019, the ACMA commissioned ENGINE to conduct research to explore Australians’ use of, and attitudes towards, their telecommunications services[footnoteRef:9] and devices[footnoteRef:10].  [9:  A service is the connection that a household pays a telco for, that connects a device to a PSTN telephone network, mobile network or the internet. ]  [10:  A device relies on its internet connection either from a separate mobile service or it connects to wi-fi from a home internet services other networks outside the home. ] 

It included three related surveys, targeting:
individuals[footnoteRef:11]—about the personal telco services they use (mobile phone services and mobile broadband services) [11:  Residents of Australia aged 18 years and over, at least one type of mobile service; either a mobile phone service or a mobile broadband service—for which they were the main or joint decision-makers for those service(s).] 

households[footnoteRef:12]—about telco services used by members of a household (home phones, home internet, mobile broadband services and family plans for data sharing among multiple mobile phones used by household members) [12:  Any adult in a household who was a main or joint decision-maker able to report on the household’s experience and expectations related to services in the household: a landline voice service, a landline data service which enabled the dissemination of a wi-fi signal in the households (such as ADSL, cable or NBN), mobile broadband services to household devices which enable the dissemination of a wi-fi signal in the household or a family plan for data sharing among multiple mobile phones in the households.] 

small and medium-sized businesses[footnoteRef:13] (with up to 199 employees)—about telecommunications services paid for by the business and used in the business (fixed-line business phones, business internet services, mobile phones and mobile broadband services for business purposes that are paid for by the business). [13:  Private businesses with employment size between 1–199 and self-employed sole proprietors of private businesses with no employees, for a landline voice service, a landline data service which enabled the dissemination of a wi-fi signal in the business (such as ADSL, cable or NBN), mobile broadband services or mobile phones paid for business purposes.] 

[bookmark: _Toc54689057]Objectives
The research was conducted to:
understand consumers’ changing behaviours, expectations and engagement with modern telecommunication services
[bookmark: _Hlk47955076]monitor consumers’ experience and satisfaction with telecommunications products and service providers (telcos)
explore current and emerging issues that impact telecommunications consumers’ experience.   
[bookmark: _Hlk45095671][bookmark: _Toc54689058]Methodology
[bookmark: _Toc54689059]Individual survey
The target population for the individual survey was residents of Australia aged 18 years and over who were a main or joint decision-maker for either a mobile phone service or a mobile broadband service. 
Services were excluded if they were provided by an employer or another person. To avoid overlap, it also excluded services primarily for use in a household or shared by members of a household, which were included in the household survey.
Interviews were conducted between 18 September and 3 October 2019. The survey was conducted by telephone, using Computer-Assisted Telephone Interviewing (CATI) and Random Digit Dialling (RDD) from a single mobile phone sample frame. 
We obtained a sample size of 900 completed interviews from an initial 938 respondents who were screened against the in-scope criteria described above. 
Those in scope were interviewed about their usage and attitudes for their own mobile phone services and mobile broadband services. All respondents had at least one eligible personal service with a telco and these were the focus of the research. 
To gain a complete view of their usage patterns, individuals were also asked about other personal devices that they used (for example, laptops, tablets, e-readers or wearables) and other connection methods they used to access the internet with any of their mobile devices. 
The data was post-weighted as follows:
initial weights were calculated to account for the fact that a respondent’s probability of selection for the survey was proportional to the number of mobile phones used by each respondent 
a calibration process was then used to align the data with the Australian Bureau of Statistics (ABS) Estimate Resident Population (ERP) September 2019 data, classified by age, gender and state or territory of residence.
[bookmark: _Toc54689060]Household survey
The target population for the household survey was residents of Australia aged 18 years or over who were a main or joint decision-maker for telco services primarily for use in a household or shared by members of a household—home phones, home internet, mobile broadband, and family plans for data sharing among multiple mobile phones used by household members. The majority (88 per cent) of households in Australia have at least one telco service. 
Interviews were conducted between 8 October 2019 and 3 November 2019. The survey was conducted by telephone, using CATI and RDD from a single mobile phone sample frame. 
We obtained a sample size of 1,101 completed interviews from an initial 1,228 respondents who were screened against the in-scope criteria described above. 
Those in-scope were interviewed about their household’s usage and attitudes for their household telco services—home phones, home internet, mobile broadband services, and family plans for data sharing among multiple mobile phones used by household members. All respondents had at least one eligible household service with a telco, and these were the focus of the research.
The data was post-weighted as follows:
initial weights were calculated to account for the fact that a household’s probability of selection for the survey was proportional to the number of mobile phones used by household members aged 18 and over in the household 
a calibration process was used to align the data with the Australian Bureau of Statistics (ABS) household counts for 2019, classified by household size and location (using the definition of Greater Capital City Statistical Area to classify those in capital cities and other areas of their state or territory).
More detail on the methodology used for both surveys can be found in the separate Methodology report, published alongside this report on the ACMA website.
[bookmark: _Toc513808090][bookmark: _Toc513820960][bookmark: _Toc514082416][bookmark: _Toc514084314][bookmark: _Toc516217823][bookmark: _Toc516219981][bookmark: _Toc522522305][bookmark: _Toc54689061]Statistical reliability of the quantitative results
As this survey is a random sample of a defined population, standard errors based on a simple random sample apply. In addition, there is a Weight Effect (WEFF) due to the sampling and weighting design which needs to be accounted for in calculating statistical tests. The margin of error for various sample sizes and sample results (proportions of totals), with the appropriate WEFF for each survey, is shown in the separate Methodology report, published alongside this report on the ACMA website.
[bookmark: _Toc54689062]General notes for reading this report
Where bases refer to respondents with a service it represents those who are also the main or joint decision-maker for that service or those services.
The research often asked about ‘the last six months’—this is the period prior to when data was collected, from approximately May to December 2019.
Unless otherwise stated, all percentages are based on weighted estimates.
Base sizes are shown as the unweighted number of respondents.
All percentages have been rounded to the nearest whole number. As a result, there may be discrepancies between sums of the component items in a table or chart and the total.
Some of the questions invited a multiple response, so total responses may sum to more than 100 per cent.
Some questions have been filtered depending on the respondent’s previous response (for example, a question asked only of those who made a complaint to their telco). This is always shown as the ‘base’ on a chart or in a table. Care needs to be taken when interpreting the results, so that the data is read in the correct context.
In some cases, ‘don’t know’ or other responses with only small levels of response are not shown—these are noted.
A <0.5 per cent in a cell in a table of percentages indicates that while there was at least one respondent in the cell, the weighted percentage was less than 0.5.
All results shown have been tested for statistical significance at the 95 per cent confidence level.
The report refers to those who live in ‘major cities’ and ‘other areas’. Major cities are defined based on The Australian Statistical Geography Standard Remoteness Structure, so includes Australian cities with populations in excess of 250,000 (Sydney, Melbourne, Brisbane, Perth, Adelaide, Gold Coast-Tweed Heads, Newcastle-Maitland, Canberra-Queanbeyan, Central Coast, Wollongong and Geelong), together with the surrounding areas that have easy road access (as defined by the Remoteness Area definitions) to those cities. 
[bookmark: _Toc54689063]Terms used in this report
Refer to Appendix A.
[bookmark: _Toc42521027][bookmark: _Hlk48572295][bookmark: _Toc348105641][bookmark: _Toc54689064]Individual survey
[bookmark: _Toc42521028]The individual survey explored the experience of Australian adults’ use of personal telco services, including mobile phone and mobile broadband services.
[bookmark: _Toc54689065]Chapter summary—At a glance
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	Internet connections used away from home in the previous six months
60% via the sim card in the device
57% wi-fi at family/friends
56% mobile phone hotspots
4% did not connect their device to the internet away from home
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	Devices used to connect to the internet in the previous six months
92% mobile phone
71% laptop
50% tablet
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	Uses of a mobile phone in the last month
96% sending messages
88% voice or video calls 
82% Google Maps
8% only use their phone for voice, video, sending messages 
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	Personal information and data sharing concerns
79% concerned about sharing personal information online
73% concerned that data provided online will be shared by the organisation it was given to
66% concerned about the ability for a device location to be shared
62% concerned about mobile phone listening to conversations
45% aware (39% not aware) of what happens to personal information shared online
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	Important telco service factors
85% issues and faults being fixed
84% mobile coverage
81% customer service
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	Enquiries
22% with a mobile service contacted their telco for an enquiry in the previous six months.
Rate of enquiries (most recent enquiry) for those with each service:
20% of those with mobile phone
12% of those with mobile broadband
Most recent enquiry about:
27% to change, renew or buy new plan (or data pack/top-up) 
14% for a billing enquiry or issue
11% for interruptions or dropouts 
7% about a new handset or equipment 
Overall, 80% satisfied with how enquiry was handled
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	Issues or faults with mobile services
29% with a mobile service had an issue or fault in the previous six months
Issues and faults among all those with each service:
31% of those with mobile broadband
27% of those with mobile phone
Among those with issues or faults, 53% interruptions or dropouts most frequent reason
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	Complaints 
13% with a mobile service made a complaint to their telco in the previous six months
Complaints for all those with each service:
12% of those with mobile phone
13% of those with mobile broadband
Most common reason (for most recent complaint) was:
28% interruptions or dropouts
25% billing 
Most recent complaint resolved:
33% on same day
7% in two working days
18% between three working days and three weeks 
8% more than three weeks
34% unresolved at time of interview
With resolved complaints (indicative data, small sample):
53% satisfied with complaints-handling, 30% dissatisfied
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	Time with telco provider
Mobile phone: 75% 2+ years, 53% for 5+ years
Mobile broadband: 69% 2+ years, 45% for 5+ years

	[image: ]
	Satisfaction
Mobile phone:
85% satisfied with reliability of voice service
85% satisfied with data service
73% satisfied with monthly cost
Mobile broadband service:
74% satisfied with reliability
67% satisfied with monthly cost
Overall, 71% satisfied with customer service


[bookmark: _Toc54689066]Introduction 
[bookmark: _Toc45280335][bookmark: _Toc42521031]Between 18 September and 3 October 2019, 900 Australians aged 18 years and over who were a main or joint decision-maker for either a mobile phone service (n=895) or a mobile broadband service (n=169) were interviewed by phone. 
The data has been weighted to represent Australian adults.
In this research, the profile of the weighted target population included: 
seven in 10 (71 per cent) Australian adults lived in major cities[footnoteRef:14]  [14:  Major cities were defined according to The Australian Statistical Geography Standard Remoteness Structure, Remoteness Areas divide Australia into five classes of remoteness on the basis of a measure of relative access to services. Major cities: Sydney, Melbourne, Brisbane, Perth, Adelaide, Gold Coast-Tweed Heads, Newcastle-Maitland, Canberra-Queanbeyan, Central Coast, Wollongong and Geelong), together with the surrounding areas which have easy road access (as defined by the Remoteness Area definitions) to those cities. ] 

51 per cent were female and 49 per cent were male
[bookmark: _Hlk48631588]31 per cent were aged 18–34 years, 33 per cent were aged 35–54 and 36 per cent were aged 55+. 
[bookmark: _Toc54689067]Detailed findings
[bookmark: _Toc54689068]Types of services in use
Nearly all Australian adults (99 per cent) who used a mobile phone were the main or joint decision-maker for that service. 
One in five (21 per cent) used a mobile broadband service. Nearly all were the main or joint decision-maker for that service—19 per cent had at least one mobile broadband service for which they were the main or joint decision-maker. Among those, half (49 per cent) had a data-only SIM card to be inserted into a laptop or tablet, one third each had a pocket or portable wi-fi hub (34 per cent) or a dongle or USB modem (32 per cent) (Figure 1).
Main or joint decision-maker for mobile phone or mobile broadband service (%) 
[image: ]
Base: Decision-maker for a mobile service: Individuals with a mobile service (n=900); Among those with mobile broadband: Individuals with a mobile broadband service (n=169) 
PS2a. And are you the main or joint decision-maker for a mobile phone that you use, not including a phone supplied by an employer or other person?
PS2b. Which, if any, of the following mobile broadband data devices do you use, which also allows you to access the internet when not at home? Please do not include if you share the use of it with other household members. We are not including your mobile phone here (Options read out, except for ‘None’, Refused’ or ‘Don’t know’. Data includes multiple responses).
PS2c. And are you the main or joint decision-maker for that device/any of those devices, not including those supplied by an employer or other person?
[bookmark: _Toc42521032][bookmark: _Toc54689069]Australians with multiple services
Nearly all (96 per cent) of Australian adults had one mobile phone that they regularly took calls on. A small group had an additional mobile phone service—four per cent had two, and less than one per cent had three mobile phones. 
Among the 18 per cent of Australians with a mobile phone and mobile broadband service, seven in 10 (71 per cent) used one telco for their mobile services. Three in 10 (29 per cent) used more than one telco.
[bookmark: _Toc42521033][bookmark: _Toc54689070]Postpaid and prepaid mobile phone services
Seven in 10 Australian adults with a mobile phone service (71 per cent) had a postpaid contract—telco services that are paid for after use, e.g. a monthly invoice. Just over one quarter (28 per cent) had a prepaid mobile phone service—where use is paid for in advance, by purchasing credit or a top-up to use the phone. Less than one per cent had a mix of prepaid and postpaid arrangements (Figure 2). 
Type of mobile phone service (%)

Base: Individuals with a mobile phone service (n=895).
PU1a. Thinking now about your own mobile phone/phones (and not including phones supplied by an employer or other person). Are your own personal mobile phones prepaid where use is paid for in advance, you buy credit or a top-up in order to use your phone? Or postpaid where you pay for your telco services after you use them, e.g. receiving a bill each month? 
Note: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown.

Those with only a mobile phone service were more likely to have a prepaid service (29 per cent) compared with those with a mobile phone service and at least one mobile broadband service (19 per cent prepaid). 
Those aged 35–64 were more likely to have a postpaid contract (76 per cent), compared with those aged 18–34 (64 per cent). 
Young Australian adults (in the 18–24 age group) were nearly twice as likely to have a prepaid service (41 per cent) compared with those aged 35 and older (25 per cent). 
Australians living in a household with an annual household income under $60,000 were more likely to have a prepaid service (34 per cent) compared with those living in higher income households (21 per cent prepaid). 
[bookmark: _Toc42521034][bookmark: _Toc54689071]Devices used to connect to the internet 
Australian adults used a variety of devices to connect to the internet in the previous six months. Australians were most likely to connect to the internet using:
mobile phones: 92 per cent 
laptops: 71 per cent 
tablets: 50 per cent. 
Other devices included wearables or watches (15 per cent), portable games consoles (10 per cent), e-readers (eight per cent), or an internet-connected medical device (two per cent). 
A small proportion (four per cent) did not use any of these devices to connect to the internet (Figure 3).
Devices used to connect to the internet (%)

Base: Individuals with a mobile service (n=900).
PU1. Which, if any, of the following devices that you own, have you used to access the internet in the last six months? 
Note 1: Options read out.
Note 2: Data includes multiple responses.

As age group increased, the proportion of Australian adults who accessed the internet on their mobile phone declined:
age 18–54: 98 per cent
age 55–64: 91 per cent
aged 65+: 76 per cent.
Those aged 18–54 were more likely to use a laptop to access the internet (78 per cent) compared with those aged 55+ (58 per cent).
Younger Australians (aged 18–34) were less likely to use a tablet to go online (44 per cent) than older Australians (53 per cent). The use of an e-reader (such as Kindle or Kobo) was half as likely among those in the 18–34 age group (five per cent) compared with Australians aged 65+ (11 per cent).
Users of portable games consoles on the internet (such as a PSP or Nintendo DS) were more likely to be aged 18–34 (20 per cent). One in 10 (11 per cent) of those aged 35–54 used games consoles and just one per cent of those aged 55+. 
Australians aged 18–34 were twice as likely to use wearables connected to the internet (such as an Apple Watch or Fitbit) (21 per cent) compared with those aged 55+ (nine per cent).
Australians in major cities were more likely to have used their mobile phone to access the internet (94 per cent) compared than those outside major cities (89 per cent).
Australians in lower income households (under $60,000 per annum) were less likely to use some devices to connect to the internet compared with those in households with a higher income. 
	Australians in households with income $60,000 or over were more likely to connect to the internet with devices including:
	Australians in households with income under $60,000 were less likely to connect to the internet with devices including:

	mobile phone—98 per cent
	mobile phone—85 per cent

	laptop—80 per cent
	laptop—58 per cent

	tablet—58 per cent
	tablet—41 per cent

	wearables—19 per cent.
	wearables—8 per cent.


[bookmark: _Toc42521035][bookmark: _Hlk46238979][bookmark: _Toc54689072]Connecting devices to the internet outside of home
Respondents who had used devices to connect to the internet in the six months prior to the research were asked if they connected to networks when away from home, and which types of networks.  
The most common methods for connecting to the internet outside of home were:
a SIM card in the device itself: 60 per cent
wi-fi at family or friends’ homes: 57 per cent
a mobile phone hotspot: 56 per cent. 
[bookmark: _Hlk46654587]Other wi-fi connections were also used, including hotels (49 per cent), shopping centres, public transport, airports, university, libraries, cafes (47 per cent), or at work (41 per cent). A small group (four per cent) of those who had connected their devices to the internet in the previous six months reported they had not connected them when away from home (Figure 4).
Connecting devices to the internet outside of home (%)

Base: Individuals who used a device to access the internet in the previous six months (n=855).
PU3. Thinking about your laptop/mobile phone/tablet/e-reader/portable games console/wearables/medical device. How do you access the Internet with these when you are not at home?
Note 1: Options read out, except for ‘Never connect to internet when not at home’, ‘Refused’ and ‘Don’t know’. 
Note 2: Data includes multiple responses. 
Note 3: Data less than one per cent not shown.

Methods used to connect to the internet when away from home varied between age groups. 
A SIM card in the device was most likely for those aged 55–64 (71 per cent), compared with those younger (60 per cent for those aged 18–54) or older (49 per cent for those aged 65+). 
Wi-fi at family or friends’ homes was more likely to be used by those aged 18–34 (73 per cent) than those aged 35+ (49 per cent).
Connection via a mobile phone hotspot was also most common among those aged 18–34 (69 per cent). It was slightly lower for those aged 35–54 (63 per cent) then continued to decline with age group, with 46 per cent of those aged 55–64 and 31 per cent of those aged 65+ using mobile hotspots.
Public wi-fi networks such as shopping centres, public transport, airports, university, libraries or cafes was more likely to be used by young Australians aged 18–24 (72 per cent), compared with all older age groups (44 per cent).
Australians aged 65+ who used a device to connect to the internet were most likely to report they did not connect any of their devices away from home (15 per cent) compared with only a very small proportion of those aged 18–64 (2 per cent). 
[bookmark: _Toc42521036][bookmark: _Toc54689073]Mobile phone uses 
[bookmark: _Hlk53519220]Australian adults used their mobile phones in a variety of ways. The most common uses of a mobile phone in the previous month were for communications: 
sending messages: 96 per cent
voice or video calls: 88 per cent.
[bookmark: _Hlk46654655]However, many other data-centric uses were also common:
Google Maps[footnoteRef:15]: 82 per cent [15:  There are a variety of navigation apps available, the research asked only about the use of Google Maps.] 

banking, paying bills or sending emails: 75 per cent
social media (e.g. Facebook, Twitter, Instagram etc): 73 per cent
reading news content: 70 per cent
listening to audio (radio, music services or podcasts): 65 per cent
[bookmark: _Hlk53519149]watching video content (streaming Netflix, Foxtel, catch-up for free-to-air TV or You Tube): 62 per cent (Figure 5).

[bookmark: OLE_LINK1]Mobile phone uses (%)

Base: Individuals with a mobile phone service (n=895).
PU4. Which, if any, of the following things have you used your own mobile phone for in the last month?
Note 1: Options read out.
Note 2: Data includes multiple responses. 

Sending messages and making voice or video calls were common across all age groups, with only slightly lower rates for older Australians. 
However, for all other types of mobile use, activity declined as age group increased. The biggest differences by age were seen for watching video, listening to audio, social media and banking, paying bills or sending emails (Figure 6). 
Mobile phone uses by age group (%)

Base: Individuals with a mobile phone service: aged 18–34 (n=242); aged 35–54 (n=277); aged 55–64 (n=161); aged 65+ (n=215).
PU4. Which, if any, of the following things have you used your own mobile phone for in the last month?
Note 1: Options read out.
Note 2: Data includes multiple responses.

Australians living both in and outside of major cities (Table 1) had similar levels of use for:
sending messages 
making voice or video calls
using an app on a phone for gambling. 
However, those in major cities (Table 1) were more likely to:
use Google Maps
use banking, pay bills or send emails
use social media 
read news content
use loyalty or gift cards
use tap-and-go payments
watch video or listen to audio. 
Location differences for mobile phone uses in the previous month (%)
	
	Major cities (%)
	Outside major cities (%)

	Sending messages*
	97*
	94*

	Making and receiving voice or video calls*
	89*
	87*

	Google Maps
	85
	74

	Banking, paying bills or sending emails
	79
	64

	Social media (e.g. Facebook, Twitter, Instagram)
	78
	61

	Reading news content
	75
	57

	Listening to audio (radio, music services or podcasts)
	70
	52

	Watching video (streaming Netflix, Foxtel, catch-up for free-to-air TV or YouTube)
	69
	45

	Loyalty or gift cards (e.g. Woolworths Rewards, Ikea, Coles Myer)
	22
	13

	Tap-and-go payments or paying for public transport with your phone, watch or fitness tracker
	22
	13

	Used app on phone for gambling*
	11*
	8*


Base: Major cities: Individuals living in a major city (n=622); Outside major cities: Individuals living outside a major city (n=273).
PU4. Which, if any, of the following things have you used your own mobile phone for in the last month?
Note 1: Options read out.
Note 2: Data includes multiple responses. 
* No statistical difference between major cities and outside major cities for these data points.

A little over four in five Australians (82 per cent) used Google Maps on their mobile phone in the previous month. They tended to be urban, younger and living in households with higher annual income. 

	More likely to use Google Maps on a mobile phone included those:
	Less likely to use Google Maps on a mobile phone included those:

	aged 18–54—91 per cent
	aged 55+—65 per cent

	in major cities—85 per cent
	outside major cities—74 per cent

	living in a household with an annual income $60,000 or over—90 per cent.
	living in a household with an annual income under $60,000—69 per cent.



Most Australians (83 per cent) used their mobile phone for either watching video, listening to audio, or reading social media in the previous month. Young Australian adults were the most likely, and older Australians less likely—though nearly half of those aged 65 and over have undertaken at least one of those activities on their mobile phone in the previous month:
aged 18–34: 99 per cent 
aged 35–54: 92 per cent 
aged 55–64: 79 per cent
aged 65+: 46 per cent.
Those in major cities and living in a household with an annual income $60,000 or over were more likely to use their mobile for video, audio or social media.
	More likely to use phone for video, audio or social media included those:
	Less likely to use phone for video, audio or social media included those:

	in major cities—87 per cent
	outside major cities—73 per cent

	living in a household with an annual income $60,000 or over—92 per cent.
	those living in a household with an annual income under $60,000—69 per cent.


Three quarters (75 per cent) of Australians used their mobile phone for banking, bills or emails. They tended to be urban, younger and living in households with higher income.
	More likely to use phone for banking, bills or emails included those:
	Less likely to use phone for banking, bills or emails included those:

	aged 18–54—89 per cent 
	aged 55–64—68 per cent or 
65+—36 per cent

	in major cities—79 per cent
	outside major cities—64 per cent

	living in households with an annual income $100,000 or over—90 per cent.
	living in a household with an annual income of $60,000–$99,000—79 per cent or under $60,000—63 per cent.



Seven in 10 Australians consumed news on their mobile phones. Australians aged 18–54, those in major cities or living in households with higher annual incomes were more likely to consume news on a mobile phone.
	More likely to consume news on a mobile phone included those:
	Less likely to consume news on a mobile phone included those:

	aged 18–54—79 per cent
	aged 55+—53 per cent

	in major cities—75 per cent
	outside major cities—57 per cent

	living in a household with an annual income of $100,000 or over—85 per cent.
	living in a household with an annual income under $100,000—61 per cent.



Three in 10 Australians (31 per cent) with a mobile phone service used their phone for interactions such as tap-and-go payments or loyalty cards.

	More likely to use phone for tap-and-go or loyalty cards included those:
	Less likely to use phone for tap-and-go or loyalty cards included those:

	aged 64 and younger—35 per cent
	aged 65+—12 per cent

	in major cities—35 per cent
	outside major cities—21 per cent

	living in a household with an annual income $60,000 or over—38 per cent.
	living in a household with an annual income under $60,000—24 per cent.



[bookmark: _Hlk46654692]A small group of Australians (eight per cent) used their mobile phone only for voice or video calls or sending messages, and not for other activities.

	More likely to use phone only for calls or messages included those:
	Less likely to use phone only for calls or messages included those:

	those aged 65+—
28 per cent
	those aged 64 and younger—3 per cent

	outside major cities—14 per cent
	in major cities—5 per cent

	those living in a household with an annual income below $60,000—16 per cent.
	those living in a household with an annual income $60,000 or over—3 per cent.



Differences in mobile phone uses between those with a prepaid or postpaid service were few. Those with a postpaid mobile phone service were more likely (84 per cent) to have used Google Maps compared with prepaid service (76 per cent). 
[bookmark: _Toc42521038][bookmark: _Hlk46309689][bookmark: _Toc54689074]Awareness and concerns about sharing personal information, data or location 
The research explored levels of awareness and concern around data privacy, and the sharing and use of personal information that is collected from users of mobile phone and mobile broadband services. Respondents were asked their level of agreement or disagreement with five statements.
[bookmark: _Hlk46654752]When combining the proportion of Australians who strongly agreed or agreed with the statements, the highest levels of concern were about sharing personal information online, with 79 per cent agreeing they were concerned. This statement also had the highest levels of ‘strongly agree’ responses (50 per cent). 
There were also high levels of concern that the data provided online could be shared by the organisation it was given to (73 per cent agreed). 
[bookmark: _Hlk46654764]Less than half agreed that they were aware of what happens to their personal information after it was shared online (45 per cent), and just 17 per cent strongly agreed with this statement. Four in 10 (39 per cent) disagreed, meaning they were not aware of what happens to their personal information after they share it online (Figure 7).
Concerns about personal information and data sharing (%)
[image: ]
Base: Individuals with a mobile service (n=900).
PP4. I am now going to ask a series of statements related to the way you use your mobile phone/mobile broadband. For each one can you please tell me whether you strongly agree, agree, neither agree nor disagree, disagree or strongly disagree?  
[bookmark: _Hlk43197183]Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. Order rotated. 
[bookmark: _Hlk43197073]Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown.

There were differences by age group in the levels of awareness of what happens to personal information after it is shared online. Those aged 18–24 were more likely to agree they were aware (71 per cent), than those aged 25–34 (50 per cent), or aged 35+ (40 per cent).
For other statements included in the research, there were differing levels of concern across the age groups:
Concern about sharing personal information online was slightly higher among those aged 35–64 (83 per cent), than those aged 18–34 (74 per cent). 
Concern about location sharing was similar among all those aged 18–64 (68 per cent) and slightly lower among those aged 65+ (59 per cent). While there are various apps on devices that can share your location, Google Maps is commonly used. Those aged 65+ were the least likely to have used Google Maps on their device in the past month (55 per cent) compared with 89 per cent of those aged 18–64. This lower level of usage corresponds with their lower levels of concern about location sharing. 
For the statements about concern with data being shared online by the organisation it was given to, or a mobile phone listening to conversations, there was little variation across age groups.
[bookmark: _Toc42521039][bookmark: _Hlk46309807][bookmark: _Toc54689075]Importance of telco service experience factors
The research measured the relative importance Australians placed on five factors that might affect their experience with their mobile services. 
There were three factors with a higher likelihood to be rated extremely important or very important:
issues and faults being fixed: 85 per cent
mobile coverage: 84 per cent
good customer service: 81 per cent. 
Price was also important to most, with three quarters of Australians (74 per cent) rating it as either extremely or very important. 
Not being locked into contracts was rated as less important than the other factors (45 per cent) (Figure 8).
Importance of telco service experience factors (%)
[image: Figure 8: Importance of telco service experience factors (%). Refer to data files for more information.]
Base: Individuals with a mobile service (n=900).
PU5. I’m now going to read some factors that might affect your experience with your own mobile phone/mobile broadband data. For each one could you please tell me whether it is extremely important, very important, moderately important, slightly important, or not important at all to you.
Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. Order randomised. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

Some groups of Australians considered some aspects of their telco service to be more important (extremely or very important), with differences between those with postpaid or prepaid phones, or by age.
	More likely to consider issues or faults being fixed important were those:
	Less likely to consider issues or faults being fixed important were those:

	with a postpaid mobile phone—88 per cent
	with a prepaid mobile phone—77 per cent

	aged 35–54—89 per cent.
	aged 18–34—79 per cent.



	More likely to consider mobile coverage important were those:
	Less likely to consider mobile coverage important were those:

	with a postpaid mobile phone—87 per cent
	with a prepaid mobile phone—75 per cent

	aged 35–54—88 per cent.
	aged 18–34—81 per cent.



	More likely to consider good customer service important were those:
	Less likely to consider good customer service important were those:

	with a postpaid mobile phone—85 per cent
	with a prepaid mobile phone—71 per cent

	aged 65+—88 per cent.
	aged 18–34—72 per cent.



	More likely to consider price of services important were those:
	Less likely to consider price of services important were those:

	with a postpaid mobile phone—76 per cent
	with a prepaid mobile phone—68 per cent

	aged 25+—75 per cent
	aged 18–24—63 per cent

	living in households with an annual income up to $149,000—81 per cent.
	living in households with an annual income $150,000 or over—67 per cent.



Those with a prepaid contract were less likely to consider being locked into a contract important (61 per cent) compared with those with a postpaid contract (39 per cent).
[bookmark: _Toc42521040][bookmark: _Hlk46310221][bookmark: _Toc54689076]Expectations of information about own telco plan
Respondents were asked whether they agreed or disagreed about three statements relating to their own mobile services and their expectations of their telco in sharing that information. 
Around nine in 10 Australians strongly agreed or agreed to each statement. 
However, they were more likely to strongly agree that they expected their telco to not share data or personal information without permission (81 per cent) or to be given access to their account information when requested (72 per cent). Just under half (47 per cent) strongly agreed that they were on the right plan to meet their needs (Figure 9).
Information on mobile plans and expectations about sharing (%)
[image: ]
Base: Individuals with a mobile service (n=900).
PE1: I am now going to read some statements related to your own mobile phone and mobile broadband. For each one, can you please tell me whether you strongly agree, agree, neither agree nor disagree, disagree, or strongly disagree?
Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. Order randomised. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown.

Younger and older Australians agreed in similar proportions about expectations of their telco giving access to information about their mobile account when needed. 

However, those aged 35+ were more likely to strongly agree with the expectation of their telco to not provide data or personal information without permission (85 per cent) compared with those aged 18–34 (72 per cent).


[bookmark: _Toc42521041]

[bookmark: _Toc45280345][bookmark: _Toc54689077]Contact with telcos
[bookmark: _Hlk40189886]Respondents were asked if they had contacted their telco/s about their own mobile services in the previous six months. One third of Australian adults (33 per cent) had contacted their telco at least once.  
[bookmark: _Hlk43033333]Respondents were asked if the reason for their contact was to make a complaint[footnoteRef:16]. The alternate reason for contact was described in the research as ‘another reason, not a complaint’ which is referred to as an enquiry.  [16:  The definition provided in the survey was consistent with the Telecommunications (Consumer Complaints Handling) Industry Standard 2018 as ’an expression of dissatisfaction made to a carriage service provider by a consumer in relation to its telecommunications products or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected by the consumer’.] 

As a proportion of all Australian adults with at least one mobile service, a total of:
22 per cent contacted their telco with an enquiry 
13 per cent contacted their telco to make a complaint. 
Of those who made contact in the previous six months (33 per cent):
67 per cent made an enquiry (made up of 60 per cent who only made an enquiry and 7 per cent who made both an enquiry and a complaint)
39 per cent made a complaint (made up of 32 per cent who only made a complaint and 7 per cent who made both an enquiry and a complaint) (Figure 10).
Contact with telco and reason for contact (%)
[image: ]
Base: Total: Individuals with a mobile service (n=900); Reason for contact: Individuals who contacted their telco in the previous six months (n=229).
PO1. In the last six months have you contacted any of your current telco/any of your current telcos about your own mobile phone/mobile broadband services? This contact could have been in any form such as by phone, online, in person etc but doesn’t include bill paying.
PO2. And for which of the following did you contact your telco about your mobile phone/mobile broadband services in the last six months? To make a complaint, for another reason, not a complaint, or both complaint and another reason (Options read out, except for ‘Refused’ and ‘Don’t know’). 
Note: ‘Don’t know’ and ‘Refused’ not shown due to being less than one per cent. 
[bookmark: _Toc54689078]Enquiries
Individuals who contacted their telco in the previous six months for an enquiry were asked about the most recent enquiry they had made, and which service it related to.
Among all adults with each service (not just those that made enquiries), the rate of most recent enquiries was higher for mobile phone:
mobile phones: 20 per cent (20 per cent that enquired about mobile phone only, and one per cent that enquired about both mobile phone and mobile broadband)
mobile broadband: 12 per cent (eight per cent that enquired about mobile broadband only, and four per cent that enquired about both mobile broadband and mobile phone).
Among only those who made enquiries, the majority of most recent enquiries were about mobile phones:
mobile phones: 92 per cent (88 per cent that enquired about mobile phone only, and three per cent that enquired about both mobile phone and mobile broadband)
mobile broadband: 11 per cent (7 per cent that enquired about mobile broadband only, and three per cent that enquired about both mobile broadband and mobile phone).
The much higher proportion of enquiries about mobile phones was due to a combination of the rate of enquiry being higher and more Australian adults having mobile phones compared with mobile broadband services.  
[bookmark: _Toc54689079][bookmark: _Toc42521043]Reasons for most recent enquiry
The reasons for an enquiry (for both mobile phones and mobile broadband services combined) were most likely to be to change, renew or buy a new plan (or data pack or top-up) (27 per cent) or for a billing enquiry or issue (14 per cent) (Figure 11).
Reasons for most recent enquiry (%) 

[bookmark: _Hlk41470647]Base: Individuals who made an enquiry in the previous six months (n=197).
PN2. What did you most recently contact your telco about in that case? (contacted about an enquiry).
[bookmark: _Hlk43197708]Note 1: If more than one reason, probe for most important/primary reason.
Note 2: Data does not add to 100 per cent, data less than four per cent, ‘Other’, ‘Refused’ and ‘Don’t know’ not shown.
[bookmark: _Toc42521044][bookmark: _Toc54689080]Contact channel for most recent enquiry 
When making an enquiry the more likely channel for initial contact was telephone (43 per cent) or in person at a store (35 per cent). Online chat or web chat was used by 13 per cent of those who made an enquiry (Figure 12).

Contact channel for most recent enquiry (%)


Base: Individuals who made an enquiry in the previous six months (n=197).
PN3. How did you first contact your telco for this enquiry (for your most recent enquiry)? 
Note: Data less than one per cent not shown. 

[bookmark: _Toc42521045][bookmark: _Toc54689081]Satisfaction with enquiries 
There were high rates of satisfaction with the handling of enquiries. Four in five (80 per cent) of those who contacted their telco to make an enquiry were very satisfied or satisfied with how their enquiry was handled. Eleven per cent were dissatisfied (Figure 13).
Satisfaction with handling of enquiry (%)
[image: ]
Base: Individuals who made an enquiry in the previous six months (n=197).
PN4 Overall, how satisfied or dissatisfied were you with how your query was handled by your telco? Would you say you were very dissatisfied, dissatisfied, neither satisfied nor dissatisfied, satisfied, or very satisfied?
Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’.
[bookmark: _Hlk43198171]Note 2: Data may not add up to 100 per cent, ‘Don’t know’ not shown.

[bookmark: _Toc42521046][bookmark: _Toc54689082]Issues or faults with mobile services
Respondents were asked to indicate whether they had experienced any types of issues or faults with their mobile services in the previous six months, regardless of whether they had contacted their telco about them. The research does not report how many times a type of issue or fault occurred.
For Australian adults, 29 per cent of those with a mobile service had an issue or fault in the previous six months.
Of those with each service—three in 10 (31 per cent) of those with mobile broadband services experienced an issue or fault with their service, and a little over one quarter (27 per cent) of those with a mobile phone service had experienced at least one issue or fault (Figure 14).
Among adults that had an issue or fault: they were much more likely to be about mobile phones:
mobile phone: 94 per cent
mobile broadband: 6 per cent. 
The much higher proportion of issues and faults about mobile phones was due to a combination of the rate of issues or faults being slightly higher and more Australian adults have a mobile phone.  
Issues or faults by mobile service type (%)

Base: Mobile broadband: Individuals with a mobile broadband service (n=169); Mobile phone: Individuals with a mobile phone service (n=895). 	
PI1: In the last six months, have you had any issues or faults with your own mobile phone services? It doesn’t matter if you did not contact your telco provider about it, only that they happened.
PI1a: In the last six months, have you had any issues or faults with your own mobile broadband data services? It doesn’t matter if you did not contact your telco provider about it, only that they happened.

Older Australians (aged 65+) were less likely to report an issue or fault with their mobile phone (21 per cent) than those aged 18–54 (29 per cent). 
Only seven per cent of all mobile service users experienced more than one type of issue or fault or the same issue or fault with more than one service. 
[bookmark: _Toc42521047][bookmark: _Hlk47436593][bookmark: _Toc54689083]Types of issues or faults 
[bookmark: _Hlk46016456]The most common type of issues or faults experienced by those with mobile services were interruptions or dropouts to the service (53 per cent of those who had issues or faults)—which were over three times more likely than any other type of issue or fault. 
Other issues or faults related to an account enquiry not related to billing (15 per cent), internet speeds (14 per cent) or a billing enquiry or issue (13 per cent) were experienced in the previous six months (Figure 15).
[bookmark: _Hlk45095969]Types of issues or faults with mobile services (%)

Base: Individuals with a mobile phone service or mobile data device who had experienced an issue or fault in the previous six months (n=262). 
PI2a. What issues or faults have you experienced with your mobile phone services in the last six months? Which others? Any others?
PI2b: What issues or faults have you experienced with your mobile broadband data services in the last six months? Which others?
Note 1: Data includes multiple responses.
Note 2: Data less than two per cent not shown.

[bookmark: _Toc42521049][bookmark: _Toc54689084]What those with issues or faults did next
Those who experienced issues or faults with their mobile service/s were asked what, if anything, they did about it. Not all Australian adults that experienced an issue or fault with their service contacted or made a complaint to their telco. Some took other actions, and some took no action.
Nearly half (45 per cent) that had experienced at least one issue or fault in the previous six months contacted and/or complained to their telco and nine per cent went to their local store for assistance. One in 10 (nine per cent) switched their phone or modem on-off. Just over a third (35 per cent) did nothing (Figure 16).
Actions in response to issues or faults (%)

Base: Individuals who had an issue or fault with their mobile phone or mobile broadband device in the previous six months, and for those with more than one, their biggest problem (n=262).
PI4. What, if anything, did you do about the issue or fault with your mobile phone or mobile broadband data? 
Note 1: Data includes multiple responses.
Note 2: ‘Don’t know’ and ‘Other’ not shown due to being less than two per cent.

Australians aged 18–34 were nearly twice as likely to do nothing when issues or faults occurred with their mobile services (48 per cent) compared with those aged 35+ (28 per cent). The younger group was also less likely to complain or contact their telco (32 per cent) compared with those aged 35–64 (53 per cent). 
Those who experienced dropouts with their mobile phone service were less likely to complain or contact their telco (32 per cent) compared with those who had any other type of issue or fault (60 per cent). Those with dropouts were also more likely to do nothing about the issue or fault (45 per cent) compared with those with other types of issues or faults (20 per cent). 
[bookmark: _Toc42521050][bookmark: _Hlk45013772]

[bookmark: _Toc54689085]Complaints 
[bookmark: _Toc42521051]Respondents who had contacted their current telco were asked if the reason was to make a complaint.[footnoteRef:17]  [17:  The definition provided in the survey was consistent with the Telecommunications (Consumer Complaints Handling) Industry Standard 2018 as ‘an expression of dissatisfaction made to a carriage service provider by a consumer in relation to its telecommunications products or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected by the consumer’.] 

As noted earlier in this report, over one in seven (13 per cent) of all Australian adults with mobile telco services had made at least one complaint to their current telco in the previous six months. The research explored the experience of their most recent complaint.
[bookmark: _Hlk47945462][bookmark: _Toc54689086]Most recent complaints by service
Among all Australian adults with each service (not just those who made complaints), the rate of most recent complaints was similar for both mobile phones and mobile broadband:
mobile phone: 12 per cent (10 per cent of complaints only about mobile phone and one per cent about both mobile phone and mobile broadband) 
mobile broadband: 13 per cent (six per cent of complaints only about mobile broadband and seven per cent about both mobile broadband and mobile phone).
Of Australian adults who complained to their telco, the majority of most recent complaints related to mobile phones:
mobile phone: 91 per cent were about mobile phone (81 per cent who complained about mobile phone only and 10 per cent who complained about both mobile phone and mobile broadband)
mobile broadband: 19 per cent (nine per cent who complained about mobile broadband only and 10 per cent who complained about both mobile phone and mobile broadband).
The rate of complaints for each service was similar, so the much higher proportion of complaints about mobile phones was mainly driven by more Australian adults having mobile phones.  
[bookmark: _Toc54689087]Reason for most recent complaint 
The most common reasons for the most recent complaint made to telcos about mobile services were interruptions or dropouts (28 per cent) and billing enquiries or issues (25 per cent). 
While interruptions or dropouts were twice as likely as billing to be a type of issue or fault, the proportion of complaints across these two reasons were very similar. Those who reported internet speeds as the reason for their complaint were a fraction of those who experienced them as an issue or fault (Figure 17).
Reason for most recent complaint (%)


[bookmark: _Hlk48838388]Base: Most recent complaint: Individuals who made a complaint in the previous six months (n=119); Issues or faults with mobile services: Individuals with a mobile phone service or mobile data device who had experienced an issue or fault in the previous six months (n=261). 
PC2. What was your most recent complaint about?
PI2a. What issues or faults have you experienced with your mobile phone services in the in the last six months? (Data includes multiple responses). 
PI2b: What issues or faults have you experienced with your mobile broadband data services in the last six months? Which others? (Data includes multiple responses).
Note: ‘Don’t know’ not shown. 

The link between issues and faults and complaints is clear—the rate of complaint was over 15 times higher for Australian adults with an issue or fault in the previous six months (38 per cent) compared to those with no issues or faults (two per cent).
[bookmark: _Toc54689088]Contact channel for most recent complaint
Those who made a complaint about their mobile services were most likely to first contact their telco via phone (68 per cent), followed by online chat or web chat (13 per cent), or a visit to a store (11 per cent) (Figure 18).
Contact channel for most recent complaint (%)

Base: Individuals who made a complaint in the previous six months (n=119).
PC3. How did you first contact your telco to make your most recent complaint?
Note: Data may not add to 100 per cent due to rounding, ‘Don’t know’ not shown less than four per cent, ‘Other’ not shown, less than one per cent.

[bookmark: _Hlk46658683]Those who made a complaint were more likely to use the phone to first contact their telco (68 per cent) compared with those that used the phone to make enquiries (43 per cent). 
Complaints were less likely to be made in-store (11 per cent) compared with enquiries (35 per cent). 
[bookmark: _Toc42521053][bookmark: _Hlk45875407][bookmark: _Toc54689089]Time to resolve most recent complaint
One third (33 per cent) of those with mobile services indicated that their most recent complaint to their telco was resolved on the same day it was made. A further seven per cent said that it was resolved in one or two working days.
Nearly one in five (18 per cent) said that their most recent complaint to their telco took between three working days and three weeks to resolve, with eight per cent reporting it took more than three weeks.
A third (34 per cent) said that their most recent complaint was unresolved at the time of the research[footnoteRef:18] (Figure 19). [18:  If complaint described as not resolved, respondent was asked to confirm that they were still awaiting a response from their telco.] 

Time to resolve most recent complaint (%)

Base: Individuals who made a complaint in the previous six months (n=119).
PC4. And how long did it take to resolve your most recent complaint, from the first time you contacted your telco until your complaint was resolved? Was it resolved on the same day, within 2 working days, within 3 working days, between 4 working days and one week, between one week and 3 weeks, more than 3 weeks, or it is not currently resolved, refused, don’t know/can’t say? 
[bookmark: _Hlk43199856]Note 1: Options read out until answered, except for ‘Refused’ and ‘Don’t know’. 
Note 2: ‘Don’t know’ not shown as it is less than one per cent.
[bookmark: _Hlk43199889]Note 3: Those with unresolved complaints were asked to confirm that they were still waiting for their telco to respond to them on the complaint.
[bookmark: _Toc42521054][bookmark: _Toc54689090]Satisfaction with complaints-handling
For complaints reported to be resolved, those who had made a complaint were asked how satisfied or dissatisfied they were with how the complaint was handled.
These results should be considered indicative as the sample size is small (n=77) and for that reason a chart has not been included in the report. Just over half (53 per cent) with a resolved complaint indicated that they were very satisfied or satisfied, with 30 per cent very dissatisfied or dissatisfied with how the complaint was handled by the telco.
Due to the small sample size, it is not possible to report reasons for dissatisfaction with complaints-handling.
[bookmark: _Toc54689091]Comparing satisfaction with complaints-handling and enquiries
Overall, those who had contacted their telco for an enquiry were more satisfied compared with those who contacted their telco for a complaint. 
Eighty per cent of Australian adults who contacted their telco for an enquiry were very satisfied or satisfied, compared with just over half (53 per cent) of those with a resolved complaint. 
Rates of dissatisfaction were higher for those with a resolved complaint (30 per cent) compared with those who had made enquiries (11 per cent). 
[bookmark: _Hlk47956193]

[bookmark: _Toc54689092]Telco plans and providers
Respondents were asked how long they had been with their current telco for their mobile phone or mobile broadband service. 
A little over half (53 per cent) of Australian adults had been with their current telco for their mobile phone for more than five years. Around one in six (15 per cent) had been with their telco for less than one year. 
A little less than half (45 per cent) of Australian adults with a mobile broadband service had been with their current telco for more than five years. Around one in five (18 per cent) had been with their telco for less than one year. 
Three quarters of Australian adults with mobile phone services had been with their current telco for two or more years (53 per cent 5+ years and 22 per cent for 2–5 years). Nearly seven in 10 (69 per cent) with mobile broadband had been with their current telco for two or more years (45 per cent 5+ years and 24 per cent for 2–5 years) (Figure 20).
Time with current telco (%)

[bookmark: _Hlk48838451]Base: Mobile phone: Individuals with a mobile phone service (n=895); Mobile broadband: Individuals with a mobile broadband service (n=169).
PW1a. And how long have you been with your current telco provider for your mobile phone service/service? 
PW1b. And how long have you been with your current telco provider for your mobile broadband data service?
Note 1: Options read out, except for Don’t know’ and ‘Refused’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ not shown. 

Prepaid mobile phone users had often been with their telco for a shorter period of time than postpaid users. Prepaid users were twice as likely to have been with their telco provider for less than one year (24 per cent) compared with those with a postpaid plan (12 per cent). 
It was more common for Australians with a mobile phone service aged 18–34 to have been with their telco provider for less than one year (20 per cent) compared with older Australians (12 per cent). Those aged 18–34 were less likely (39 per cent) to have been with their telco for more than five years, compared with those aged 35+ (60 per cent).
Certain groups were more likely than others to have been with their telco provider for more than five years for their mobile phone service:
postpaid customers (60 per cent) compared with 35 per cent for prepaid
Australians who live outside of a major city (64 per cent) compared with those living in major cities (49 per cent)—for some customers outside of major cities there may be fewer or no other options to change telco. 
[bookmark: _Toc54689093]Changed telco plan or provider in the previous two years
A little over half of Australian adults (52 per cent) had changed their mobile service plan or provider in the previous two years.
Changing a plan or provider was more likely among:
those who had experienced an issue or fault in the previous six months (62 per cent) compared with those with no type of issue or fault (49 per cent)
those aged 18–54 (59 per cent) compared with those aged 55–64 (47 per cent) or over 65 (37 per cent)
Australians living in major cities (57 per cent) compared with those who lived elsewhere (43 per cent).
[bookmark: _Hlk46659405]Among those who changed their plan or provider in the previous two years, two thirds (six per cent) with a mobile phone service were with their provider for more than two years, so can only have changed their plan. Of those with a mobile broadband service who changed their plan or provider in the previous two years, six in 10 (60 per cent) were with their provider for more than two years, so can only have changed their plan.
[bookmark: _Toc42521057][bookmark: _Toc54689094]Active consideration of changing telco plan or provider
Australians who had not changed their telco plan or provider in the previous two years were asked if they had actively considered[footnoteRef:19] changing either in the same period. Just under one third (31 per cent) indicated that they had actively considered changing their telco plan or provider in the previous two years.  [19:  ‘Actively considered’ was defined as ’looked for information, visited a telco store, looked on websites, or contacted your telco, contacted other telcos or sought advice from forums, comparison websites or family or friends’.] 

This represents 14 per cent of Australian adults who had not changed their telco plan or provider in the previous two years but had actively considered it.  
Active consideration was more likely among the following that had not changed their plan or provider:
those with a postpaid mobile phone service (35 per cent) compared with those with a prepaid mobile phone service (23 per cent) 
those who had experienced at least one issue or fault with their mobile service in the previous six months (45 per cent) compared with those who had not (26 per cent)
those who had contacted their telco in the previous six months for any reason (48 per cent) compared with those who had not made any contact with their telco in that period (25 per cent)
Australians aged 25–54 (40 per cent) compared with those either younger or older (22 per cent).
[bookmark: _Toc42521058][bookmark: _Toc54689095]Reasons for not changing telco plan or provider
Among Australians who had actively considered changing their telco plan or provider, but had not done so, the main reasons were (Figure 21):
they were unable to save money or find a cheaper plan: 33 per cent
it would take too much time or effort: 11 per cent
they were still in contract: 11 per cent 
they considered it too hard to compare offers or too confusing: 10 per cent.  
Reasons active considerers not changing telco plan or provider (%)

[bookmark: _Hlk48207071]Base: Individuals who have not changed telco plan or provider in the previous two years but actively considered it (n=133).
PW4. Can you tell us why you did not change plan with your current telco provider or change telco provider after actively considering it? Which other reasons? Any other reasons?  
Note 1: Data includes multiple responses.
Note 2: Data less than one per cent not shown, including ‘Don’t know’.

[bookmark: _Toc42521059][bookmark: _Toc54689096]Satisfaction 
Respondents were asked about their satisfaction with services (overall and reliability), the monthly cost of their service and customer service overall.
Overall, Australians with a mobile phone service were more likely to be satisfied (very satisfied or satisfied) with the reliability of the voice and data services of their phone (85 per cent for both), compared with those with a mobile broadband service (74 per cent satisfied with reliability) (Figures 22, 23 and 24). 
Australians were less likely to be satisfied with costs of their mobile services—73 per cent for mobile phone and 67 per cent for mobile broadband. Seven in 10 (71 per cent) were satisfied with customer service overall (Figures 22, 23 and 24). 
Satisfaction with mobile phone service (%)
[image: ]
Base: Individuals with a mobile phone service (n=895).
PF1. I’d now like you to tell me how satisfied you are with the reliability of the voice service (including coverage), the reliability of the mobile phone data service and the monthly cost of your mobile phone service. For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
[bookmark: _Hlk42604367]Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’.
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ not shown.

Australians were likely to have higher levels of satisfaction with a mobile phone service when they had no type of issue or fault, had not contacted their telco or made an enquiry in the previous six months.
	[bookmark: _Hlk43300788]More likely to be satisfied with the reliability of the voice service (including coverage) of their mobile phone were those who:
	Less likely to be satisfied with the reliability of the voice service (including coverage) of their mobile phone were those who:

	had no type of issue or fault in the previous six months—90 per cent
	experienced any type of issue or fault in the previous six months—73 per cent

	did not contact their telco in the previous six months—87 per cent
	contacted their telco in the previous six months—82 per cent

	made an enquiry in the previous six months—85 per cent
	made a complaint in the previous six months—72 per cent

	made no complaint about their phone in the previous six months—87 per cent
	made a complaint about their phone in the previous six months—72 per cent

	lived in major cities—87 per cent.
	did not live in major cities—81 per cent.



	More likely to be satisfied with the reliability of the mobile phone data service were those who:
	Less likely to be satisfied with the reliability of the mobile phone data service were those who:

	used their phone for entertainment (audio, video, and/or social media)—87 per cent
	did not use their phone for entertainment (audio, video, or social media)—76 per cent

	had no type of issue or fault in the previous six months—90 per cent
	experienced some type of issue or fault in the previous six months—72 per cent

	did not contact their telco in the previous six months—87 per cent
	contacted their telco in the previous six months—81 per cent

	contacted their telco with an enquiry in the previous six months—85 per cent.
	made a complaint about their phone in the previous six months—70 per cent.

	made no complaint about their mobile phone in the previous six months—87 per cent
	made a complaint about their phone in the previous six months—71 per cent



	More likely to be satisfied with the monthly cost of their mobile phone service were those who had:
	Less likely to be satisfied with the monthly cost of their mobile phone service were those who:

	no issue or fault in the previous six months—77 per cent
	had any type of issue or fault with phone in the previous six months—60 per cent

	not contacted their telco in the previous six months—75 per cent
	contacted their telco for any reason in the previous six months—67 per cent

	contacted their telco about an enquiry in the previous six months—71 per cent
	made a complaint for any reason in the previous six months—57 per cent

	made no complaint about their mobile phone in the previous six months—75 per cent
	Made a complaint about their mobile phone in the previous six months—58 per cent

	not changed telco plan or provider in the previous two years, and not actively considered it—76 per cent.
	not changed telco plan or provider in the previous two years, but had actively considered it—66 per cent.



The length of time with their telco provider was not associated with differences in their satisfaction with their mobile phone service. 
Satisfaction with mobile broadband service (%) 
[image: ]
Base: Individuals with a mobile broadband service (n=169).
PF1. I’d now like you to tell me how satisfied you are with the reliability of the mobile broadband data service and the monthly cost of your mobile broadband data service. For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’.
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown.

	More likely to be satisfied with the reliability of their mobile broadband service were those who:
	Less likely to be satisfied with the reliability of their mobile broadband service were those who:

	had no type of issue or fault with mobile broadband in the previous six months—86 per cent.
	experienced any type of issue or fault with mobile broadband in the previous six months—46 per cent (indicative only due to small sample size of n=52).



Respondents were asked about customer service overall, not relating to a particular mobile service.
Overall satisfaction with customer service (%)
[image: ]
Base: Individuals with a mobile service (n=900).
PF1. I’d now like you to tell me how satisfied you are with customer service overall for your own mobile phone/mobile broadband data services. Can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. Order rotated.
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

	More likely to be satisfied with customer service overall were those who:
	Less likely to be satisfied with customer service overall were those who:

	had no type of issue or fault in the previous six months—77 per cent
	had any type of issue or fault in the previous six months—55 per cent

	contacted their telco about an enquiry in the previous six months—74 per cent
	made a complaint about any issue or fault in the previous six months—47 per cent

	made no complaint in the previous six months—74 per cent
	made a complaint any issue or fault in the previous six months—47 per cent

	had not changed telco plan or provider in the previous two years—75 per cent
	had changed telco plan or provider in the previous two years—68 per cent

	not changed telco plan or provider in the previous two years, and not actively considered it—79 per cent 
	not changed telco plan or provider in the previous two years, but had actively considered it—68 per cent

	were aged 55+—76 per cent.
	were aged 18–54—68 per cent.



The length of time an individual was with their telco was not associated with differences in satisfaction with customer service.

[bookmark: _Hlk43723391]

[bookmark: _Hlk48572328][bookmark: _Hlk45095478][bookmark: _Toc54689097]Household survey
The household survey explored the experience and use of telco services by members of a household (home internet, home phones, mobile broadband services and family plans for data sharing among multiple mobile phones used by household members).
[bookmark: _Toc54689098]Chapter summary—At a glance
[bookmark: _Toc45280366]
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	Telco services
89% home internet
59% home phone (44% in use, 15% not in use)
30% mobile broadband
20% mobile phone shared family data plan
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	Internet 
Households use internet (previous six months) to:
85% watch video 
69% listen to audio 
60% stream FTA TV live or for catch-up 
42% study 
42% work from home 

	[image: ]
	Smart devices 
Of all households with internet at home:
62% had at least one type of smart device
most often a smart TV (56%) 
60% concerned about the amount of information smart devices collect
54% knew steps to remove personal information before disposing of a smart device, (35% did not know the steps)
28% agreed there was enough transparency to understand how smart devices use information, 54% disagreed
63% aware (25% not aware) of how to make smart devices private and secure 
48% aware (37% not aware) of the amount of information their smart devices collect
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	Important telco service factors 
92% issues and faults being fixed 
90% protection of personal information
86% good customer service
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	Enquiries 
27% contacted their telco for an enquiry in the previous six months
Rate of enquiries (most recent enquiry) for those with each service: 
23% home internet
8% home phone
9% mobile broadband
2% mobile phone family shared data plan
2% not specific to a service
Most recent enquiry about:
20% changing, renewing, buying a new plan 
10% install of NBN equipment 
9% loss of service
7% dropouts 
7% setting up a household service
Overall, 72% satisfied with how enquiry was handled
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	Issues or faults with home telco services
57% with telco services had an issue or fault in the previous six months
Issues and faults among all those with each service:
56% home internet
22% home phone
16% mobile broadband services
8% mobile phone family shared data plan
Most common reason/s:
Loss of service or outages (44% internet and 39% phone)
Dropouts (37% internet and 23% phone)
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	Complaints 
28% made a complaint to their telco in the previous six months
Most recent complaints for all those with each service:
26% home internet
9% home phone
4% mobile broadband
2% mobile phone family shared data plan
1% not specific to a service
Most common reason (for most recent complaint) was:
30% outages
20% dropouts
16% internet speed
Most recent complaint resolved:
22% on same day
15% in two working days
26% between three working days and three weeks 
13% more than three weeks
23% unresolved at time of interview
Overall, for those with resolved complaints:
47% satisfied with complaints-handling, 35% dissatisfied
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	Time with telco provider
 71% for 2+ years
49% for 5+ years
22% for 2-5 years

	[image: ]
	Satisfaction 
Reliability with service:
91% mobile phone shared family data plan
83% mobile broadband
79% home phone
74% home internet
63% satisfied with monthly cost
Overall, 70% satisfied with customer service


[bookmark: _Toc54689099]Introduction 
Between 8 October 2019 and 3 November 2019, 1,101 households with at least one telecommunication service in the home were interviewed by phone. 
Of the total sample there were:
990 households with home internet 
477 households with a home phone in use 
339 households with mobile broadband 
248 households with a family plan for sharing data among mobile phones.
The data has been weighted to represent Australian households.
In this research, the profile of the weighted target population included: 
two-thirds of households in major cities[footnoteRef:20] [20:  Major cities were defined according to The Australian Statistical Geography Standard Remoteness Structure, Remoteness Areas divide Australia into five classes of remoteness on the basis of a measure of relative access to services. Major cities: Sydney, Melbourne, Brisbane, Perth, Adelaide, Gold Coast-Tweed Heads, Newcastle-Maitland, Canberra-Queanbeyan, Central Coast, Wollongong and Geelong), together with the surrounding areas which have easy road access (as defined by the Remoteness Area definitions) to those cities. ] 

one in five (21 per cent) were single person households, two in ten (40 per cent) were two person households, one in six (16 per cent) were three person households, and one quarter (24 per cent) had four more people.
[bookmark: _Hlk49436557][bookmark: _Toc54689100]Detailed findings
[bookmark: _Toc44583515][bookmark: _Toc54689101]Types of technologies connecting households
With the rollout of the National Broadband Network (NBN) nearing completion at the time of the research, many Australian households now have services delivered over the NBN. There are also households that are yet to connect to the NBN or have alternative arrangements for phone and internet services. At the time of the research there were approximately 6.2 million premises with services delivered over the NBN[footnoteRef:21] (‘on the NBN’).  [21:  As at 31 October 2019, NBN Co weekly progress report. ] 

Among all households with home internet, seven in 10 (69 per cent) were on the NBN. Other technologies included:
ADSL, ADSL2 or ADSL2+: 14 per cent
cable: 7 per cent
non-NBN fixed wireless broadband: 4 per cent
satellite (non-NBN): 1 per cent
either non-NBN high-speed broadband or dial-up: less than 1 per cent each.
Among all households with a home phone, 61 per cent were on the NBN. Of those with a home phone in use, 65 per cent were on the NBN.  
[bookmark: _Toc54689102]Types of services in use
Among households with at least one household telco service, home internet was the most common service (89 per cent). 
[bookmark: _Hlk46660324]While six in 10 (59 per cent) had a home phone service, only 44 per cent had a home phone that they used, and 15 per cent had a home phone service connected but it is not in use. 
Three in 10 households have mobile broadband and one in five have mobile phone family shared data plan (Figure 25).
Household telco services (%)
[image: ]
Base: Households with one or more telco services (n=1,101).
HS1. Which of the following services does your household have? Home phone connected to make or receive calls, home phone connected (with or without handset) but not used, home internet, mobile broadband, or family plan for data sharing among multiple mobile phones in the household. 
[bookmark: _Hlk37149186]Note 1: Options read out, except for ‘None of the above’, ‘Don’t know’ and ‘Refused’.
Note 2: Data includes multiple responses.

Of those with a household telco service, households not on the NBN, outside of major cities, with a low annual income or single-person households, were less likely to have home internet.
	Households more likely to have home internet included those:
	Households less likely to have home internet included those:

	on the NBN—99 per cent
	not on the NBN—72 per cent

	in major cities—91 per cent
	outside major cities—84 per cent

	with an annual household income of $40,000 or more—91 per cent
	with an annual household income of less than $40,000—82 per cent

	households with two or more residents—91 per cent.
	with one person—81 per cent.



A little more than half (56 per cent) of Australian households with a telco service either did not have a home phone or their home phone was not in use.
Those with a home phone in use were more likely to be those without children, with lower household income, or with two people in the household.
	Households more likely to have home phone in use included those: 
	Households less likely to have a home phone in use included those:

	with an annual income of less than $60,000—52 per cent
	with an annual income $60,000 or over—38 per cent

	without children—50 per cent
	with children—30 per cent

	with two people—51 per cent.
	with four or more people—37 per cent.



Having household mobile broadband varied across different household types:
	Households more likely to have mobile broadband included those: 
	Households less likely to have mobile broadband included those:

	not on the NBN—42 per cent
	on the NBN—24 per cent

	one person households—37 per cent.
	households with more than one person—28 per cent.



A family plan for data sharing among multiple mobile phones (a family plan) was more common for those in larger households and those with children.
	Households more likely to have a family plan included those: 
	Households less likely to have a family plan included those:

	with children—33 per cent
	without children—14 per cent

	with four or more people—34 per cent.
	with one to three people—15 per cent.



[bookmark: _Toc44583516][bookmark: _Hlk45885253][bookmark: _Toc54689103]Number of household telco services 
Among households with at least one telco service:
31 per cent had one household service 
45 per cent had two household services
20 per cent had three household services
4 per cent had all four household services included in the research. 
The proportion of households with each service is listed below. The figure in brackets is the percentage of households that had only that service:
home internet: 89 per cent (23 per cent)
home phone in use: 44 per cent (2 per cent)
home phone connected but not used: 15 per cent (0 per cent)
mobile broadband: 30 per cent (5 per cent)
family plan for data sharing among multiple mobile phones in household: 21 per cent (1 per cent).
Overall, four in ten (40 per cent) households had home internet and home phone, and the groups more likely were those on the NBN, lower income, those without children in the household, or two-person households.
	Households more likely to have home internet and a home phone in use included those:
	Households less likely to have home internet and a home phone in use included those:

	on the NBN—47 per cent
	not on the NBN—29 per cent

	with an annual income of up to $60,000—47 per cent
	with an annual income of $60,000 or over—37 per cent

	without children—
46 per cent
	households with children—28 per cent

	with two people—47 per cent.
	with three people—33 per cent.



Among households with more than one household telco service, most had their services with the one telco (72 per cent). Less than three in 10 (28 per cent) purchased their household services from more than one telco. 
[bookmark: _Toc44583519][bookmark: _Toc54689104]Frequency of use of home phone 
[bookmark: _Hlk49436728]For households with a home phone in use (44 per cent of all households with at least one telco service), nearly three quarters (72 per cent) used their phone at least weekly in the previous six months. One in five (22 per cent) used their home phone multiple times per day, 22 per cent used their home phone once a day and 27 per cent used it weekly.
One in 10 (nine per cent) used their phone monthly and seven per cent less often than monthly. Nearly one in eight (11 per cent) that had a home phone connected to make or receive calls had not used their home phone at all in the previous six months (Figure 26).
Home phone in use, frequency of use in previous six months (%)
[image: ]
Base: Households that have a home phone in use (n=477).
HU2a. How often has your household used your home phone over the past six months? Would that be multiple times a day, once a day, weekly, monthly, less often than monthly, or not at all in past six months.
Note 1: Options read out, except for ‘Don’t know’ and ‘Refused’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

Comparing households that used their home phone at least weekly, and those that used it less often:
	Households more likely to use their home phone at least weekly included those:
	Households less likely to use their 
home phone at least weekly included those:

	outside major cities—83 per cent
	in major cities—68 per cent

	with an annual income of less than $60,000—83 per cent
	with an annual income $60,000 or over—67 per cent

	without children—75 per cent.
	with children—64 per cent.



[bookmark: _Hlk49436744][bookmark: _Hlk49437030][bookmark: _Toc54689105]Internet use in households in previous six months
[bookmark: _Hlk53519305]The research explored a range of internet activities among households with home internet or mobile broadband. Nearly all of these households (94 per cent) had undertaken at least one of the activities included in the research in the previous six months.
[bookmark: _Hlk53519275]The majority (85 per cent) of households had watched video content (such as Netflix, Foxtel, catch-up services for free-to-air TV or YouTube) and seven in 10 (69 per cent) had listened to audio on the internet. 
[bookmark: _Hlk53519844]Six in 10 households (60 per cent) streamed free-to-air TV (either live or catch up).
Around four in 10 households (42 per cent) used the internet for studying at home and the same proportion for working from home (Figure 27).
Uses of internet in the previous six months (%)

Base: Households with home internet or mobile broadband (n=1,077). 
HU4. Which, if any, of the following has your household used with the household’s internet for in the last six months? 
Note 1: Options read out, except for ‘None of the above’, ‘Refused’ or ‘Don’t know’.
Note 2: Data includes multiple responses. 
Note 3: ‘Don’t know’ not shown due to being less than 0.5 per cent.
Many internet activities were more likely to occur in households in major cities, with higher income or with children, as demonstrated in the following comparisons.  
Using the internet to watch video, listen to audio or stream TV 
	Households more likely to watch video included those:
	Households less likely to watch video included those:

	with internet only in use—92 per cent
	with internet and other services in use—85 per cent

	in major cities—88 per cent
	not in major cities—80 per cent

	with an income $60,000 or over—92 per cent
	with an income under $60,000—75 per cent

	with children—96 per cent.
	without children—80 per cent.



	Households more likely to listen to audio included those:
	Households less likely to listen to audio included those:

	in major cities—71 per cent
	not in major cities—64 per cent

	had an income $60,000 or over—77 per cent 
	had an income under $60,000—55 per cent

	with children—80 per cent.
	without children—64 per cent.



	Households more likely stream free-to-air TV included those:
	Households less likely to stream free-to-air TV included those:

	on the NBN—63 per cent
	not on the NBN—54 per cent

	in major cities—63 per cent
	not in major cities—53 per cent

	with an income $60,000 or over 
—65 per cent
	with an income under $60,000 
—50 per cent

	with children—69 per cent.
	without children—56 per cent.


   
Using the internet to study, work from home or run a business from home
	Households more likely to study included those:
	Households less likely to study 
included those:

	in major cities—45 per cent
	not in major cities—36 per cent

	with an income $60,000 or over—49 per cent
	with an income under $60,000—27 per cent

	with children—64 per cent.
	without children—32 per cent.



	Households more likely to run a business from home included those:
	Households less likely to run a business from home included those:

	not in major cities—24 per cent
	in major cities—17 per cent

	with an income $60,000 or over—22 per cent.
	with an income under $60,000—10 per cent.



	Households more likely to work from home included those:
	Households less likely to work from home included those:

	in major cities—45 per cent
	not in major cities—36 per cent

	with an income $60,000 or over—55 per cent.
	with an income under $60,000—16 per cent.



Using the internet for online gaming
	Households more likely to participate in online gaming included those:
	Households less likely to participate in online gaming included those:

	with internet-only in use—
41 per cent
	with internet and other services in use—32 per cent

	in major cities—34 per cent
	not in major cities—27 per cent

	with an income $60,000 or over—35 per cent
	with an income under $60,000—26 per cent 

	with children—45 per cent.
	without children—26 per cent.


[bookmark: _Toc54689106]Smart devices in households
Households with home internet or mobile broadband (98 per cent) were asked which of a range of smart devices[footnoteRef:22] available they have connected to their internet at home. Six in 10 (62 per cent) households had at least one smart device. [22:  In this report a smart device referred to devices that connect to the internet, were for household use and excluded computers, tablets, mobile phones or wearables (such as an Apple watch or fitness tracker). Those included in this research include smart TVs, smart lighting, smart security system or security cameras, smart heating or cooling systems, voice controlled smart speakers (such as Amazon Echo, Google Home or Apple HomePod) or other types of smart devices used in the household as nominated by respondents.] 

[bookmark: _Hlk53519047]Households with home internet or mobile broadband were more likely to have the following types of smart devices (Figure 28):
smart TVs: 56 per cent
voice-controlled smart speakers: 16 per cent
smart security systems or security cameras: 10 per cent. 
Smart devices in households (%)  

Base: Households with home internet or mobile broadband (n=1,077).
HU3. Which, if any, of the following smart devices does your household have connected to the internet at home? Not including computers, tablets and mobile phones. Smart TV, smart lighting, smart security system or security cameras, smart heating, voice controlled smart speaker like Google Home, Amazon Echo or Apple home pod, or any other home smart device used in the household. 
Note 1: Options read out. 
Note 2: Data includes multiple responses.
Note 3: ‘Don’t know’ and ‘Refused’ not shown due to being less than one per cent.

Of all households with home internet or mobile broadband, four in 10 (41 per cent) had just one type of smart device, 14 per cent had two types and six per cent had three or more types.
The likelihood among all households of having at least one type of smart device:
increased with household annual income: 
under $40,000: 39 per cent
$40,000 to $59,000: 52 per cent
$60,000 to $150,000: 66 per cent 
$150,000 or more: 81 per cent—double the rate of those in the lowest income category
increased with the number of household residents:
single person: 43 per cent
two people: 61 per cent
three people: 68 per cent 
four or more people: 74 per cent
was greater in major cities compared with households outside major cities 
(66 per cent and 51 per cent respectively).
[bookmark: _Hlk46135085][bookmark: _Toc54689107]Security of household smart devices
Households with smart devices were asked what they did about security for them. The average number of actions was 2.7.  
Only four per cent reported that they did nothing about the security of their household smart devices. 
A total of 79 per cent of households with smart devices ensured they were updated, with 65 per cent doing updates when they came up, and 50 per cent setting updates to happen automatically (Figure 29).
Other actions reported:
setting passwords for smart devices: 63 per cent 
turning smart devices off when not in use: 55 per cent
setting up specific wi-fi networks for their smart devices: 33 per cent. 
Actions taken by households for security of smart devices (%)

Base: Households with at least one smart device (n=704).
HPI: Thinking about the smart devices in your home, which, if any, of the following does your household do about security for those devices? Do updates when they come up, set updates to automatically happen, set passwords, turn off the smart devices when not in use, set up specific wi-fi network for smart devices, or other. 
Note 1: Options read out, except for ‘Nothing’, ‘Refused’ and ‘Don’t know’.
Note 2: Data includes multiple responses. 
Note 3: ‘Don’t know’ and ‘Refused’ not shown.

Households with one type of smart device were less likely to perform most of the security actions, compared with households with two or more types of smart devices—apart from turning off smart devices when not in use, which was more likely for households with one type of smart device (Table 2). 
Security of household smart devices
	
	One type of smart device (%)
	Two or more types of smart devices (%)

	Set passwords
	55
	77

	Do updates when they come up
	59
	76

	Set updates to automatically happen
	46
	60

	Set up specific wi-fi network for smart devices
	26
	47

	Turn off the smart devices when not in use
	60
	46


Base: Households with one type of smart device (n=473); Households with two or more types of smart devices (n=231).
HPI: Thinking about the smart devices in your home, which, if any, of the following does your household do about security for those devices? Do updates when they come up, set updates to automatically happen, set passwords, turn off the smart devices when not in use, set up specific wi-fi network for smart devices, or other. 
Note: Options read out, except for ‘Nothing’, ‘Refused’ and ‘Don’t know’.

Given that smart TVs were by far the most common type of smart devices connected to the internet by households (88 per cent of those with a smart device have a smart TV), they are the device most likely to be in households with only one type of smart device. They are more likely to be turned off when not in use, whereas most other smart devices are designed to be kept on.  
[bookmark: _Hlk46135466][bookmark: _Toc54689108]Knowledge of smart devices
Respondents who had smart devices in their household were read five statements to explore levels of awareness and concern about personal information in relation to smart devices.  
Households agreed (strongly agreed or agreed) that they:
were aware of how to make smart devices private and secure (63 per cent), one quarter disagreed with that statement, meaning they were not aware
were concerned about the amount of information their smart devices were collecting (60 per cent).
Around half agreed that:
when replacing a smart device, they knew the steps to take to remove any personal information before disposal (54 per cent were aware)—over one third (35 per cent) disagreed with that statement, meaning they were not aware of the steps
they were aware of the amount of information their smart devices were collecting (48 per cent)—over one third (37 per cent) disagreed with that statement, meaning they were not aware.
Households were least likely to agree that there was enough transparency to understand how smart devices used their information (28 per cent), with over half disagreeing (54 per cent) (Figure 30).
Agreement with statements about smart devices (%)
[image: ]
Base: Households with a smart device (n=704).
HP2. I am now going to read out some statements relating to the smart devices in your household. For each one, can you please tell me whether your household would strongly agree, agree, neither agree nor disagree, disagree, or strongly agree. 
Note 1: Options and scale read out, except for ‘Refused’ and ‘Don’t know’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 
Note 3: Totals may not equal the sum of the rounded percentages shown for the individual responses. The totals are calculated on the unrounded data.

Households in major cities were more likely (58 per cent) to know the steps to remove any personal information from smart devices before their disposal compared with those not in major cities (45 per cent).
[bookmark: _Toc54689109]Importance of telco service experience factors 
The research measured the relative importance households placed on six factors that might affect their experience with their telco services. 
There were three factors more likely to be rated extremely important or very important:
issues and faults being fixed: 92 per cent
protection of information: 90 per cent
good customer service: 86 per cent. 
Price was also important to most, with nearly three quarters of households (72 per cent) rating it as either extremely or very important. However, price was less likely to be considered extremely important (29 per cent) than the top three factors. 
Not being locked into contracts was less important, with just under half (46 per cent) rating it as either extremely or very important.
Rewards or loyalty programs were the least important of the factors, with just one in 10 rating it as either extremely or very important for their household. Just over half (51 per cent) rated it as not important at all (Figure 31).
[bookmark: _Hlk44075924]Importance of telco service experience factors (%)
[image: Figure 31: Importance of telco service experience factors (%). Refer to data files for more information.]
Base: Households with one or more telco services (n=1,101).
HU5. I’m now going to read some factors that might affect your household’s experience with your household’s telco services such as home phone/home internet/mobile broadband/mobile phone family shared data plan. For each one could you please tell me whether it is extremely important, very important, moderately important, slightly important, or not important at all to your household. 
[bookmark: _Hlk37149219]Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. Order randomised. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 
Note 3: Totals may not equal the sum of the rounded percentages shown for the individual responses. The totals are calculated on the unrounded data.

Not being locked into contracts was more likely to be extremely or very important for households with income less than $60,000 (56 per cent) compared with households with higher income (43 per cent). 
Households with children were more likely to rate the protection of personal information as extremely important (70 per cent) than households without children (62 per cent).
[bookmark: _Toc45280375][bookmark: _Toc44583522][bookmark: _Toc54689110]Information awareness—telco plans and internet speed 
The research asked the extent to which households agreed or disagreed with statements about their understanding of telco-related information. 
Households were more likely to strongly agree or agree that they knew that their household had the right telco plan to meet their needs (76 per cent) or that it was possible to tailor telco plans if their needs changed (72 per cent). 
Just over half of households (57 per cent) strongly agreed or agreed that they regularly got the internet speed they paid for in their home internet plan. However, just over a quarter disagreed with that statement (27 per cent strongly disagreed or disagreed). 
Just over six in 10 (62 per cent) strongly agreed or agreed they knew what speed their household needed, and one quarter (23 per cent) did not.
The lowest level of agreement was for the ease of comparing telco plans for households at 49 per cent strongly agreed or agreed, and one third (34 per cent) strongly disagreed or disagreed, showing that there was a group who did not find it easy to compare household telco plans (Figure 32).
[bookmark: _Hlk44075956]Views of telco plans and speed (%)
[bookmark: _Hlk37149243][image: ]
Base: Households with one or more telco services (n=1,101); *Households with home internet (n=990).
HX1. I am going to read some statements related to your household’s telco plan or service. For each one, can you please tell me whether you strongly agree, agree, neither agree nor disagree, disagree or strongly disagree. 
[bookmark: _Hlk37149251]Note: Options read out, except for ‘Refused’ and ‘Don’t know’. Order randomised. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown.
Note 3: Totals may not equal the sum of the rounded percentages shown for the individual responses. The totals are calculated on the unrounded data.

Households on the NBN were more likely to strongly agree or agree that they knew their household had the right plan to meet their needs, compared with households not on the NBN (79 per cent and 71 per cent respectively). 
[bookmark: _Toc44583523][bookmark: _Toc54689111]Contact with telcos
Respondents were asked if their household had contacted their telco/s about any of their household telco services in the previous six months. Half of Australian households (50 per cent) had contacted their telco at least once. 
Respondents were asked if the reason for their contact was to make a complaint[footnoteRef:23]. The alternate reason for contact was described in the research as ‘another reason, not a complaint’ which is referred to as an enquiry.  [23:  The definition provided in the survey was consistent with the Telecommunications (Consumer Complaints Handling) Industry Standard 2018 as ‘an expression of dissatisfaction made to a carriage service provider by a consumer in relation to its telecommunications products or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected by the consumer’.] 

As a proportion of all households, a total of:
27 per cent contacted their telco with an enquiry 
28 per cent contacted their telco to make a complaint. 
Of those who made contact in the previous six months (50 per cent):
55 per cent made an enquiry (made up of 44 per cent who only made an enquiry and 11 per cent who made both an enquiry and a complaint)
55 per cent made a complaint (made up of 44 per cent who only made a complaint and 11 per cent who made both an enquiry and a complaint) (Figure 33).
[bookmark: _Hlk44075973][bookmark: _Hlk41313101]Contact with telco and reason for contact (%)
[image: ]
Base: Total: Households with one or more telco services (n=1,101); Reason for contact: Households that contacted telco in previous six months (n=552).
HO1. In the last six months has your household contacted your telco/any of your current telcos about any of your household telco services? This contact could have been in any form such as by phone, online, in-person etc but doesn’t include bill paying. 
HO2. And for which of the following has your household contacted your telco in the last six months? To make a complaint, for another reason, not a complaint, or both complaint and another reason (Options read out, except for ‘Refused’ and ‘Don’t know’). 
Note: ‘Don’t know’ and ‘Refused’ not shown due to being less than one per cent.

[bookmark: _Toc47962379][bookmark: _Toc54689112]Enquiries
Households that had contacted their telco in the previous six months for an enquiry were asked about the most recent enquiry they had made and to the service to which it related. 
Among all households with each service (not just those that made enquiries), the rate of most recent enquiries was higher for internet:
home internet: 23 per cent (21 per cent that enquired about home internet only, and one per cent that enquired about both internet and phone)
home phone: 8 per cent (5 per cent that complained about home phone only, and 3 per cent about both phone and internet)
mobile broadband: 9 per cent
mobile phone family shared data plan: 2 per cent
not specific to one service: 2 per cent.
Of all households that enquired, 73 per cent of the most recent enquiries were about home internet, comprising 69 per cent about internet only and four per cent about both internet and phone in the one enquiry. Of all households that enquired, 13 per cent of the most recent enquiries were about home phone, comprising eight per cent about home phone only and four per cent about both phone and internet in one enquiry. The much higher proportion of enquiries about home internet was due to a combination of the rate of enquiry being higher than for other services and more households with home internet compared with other services (Figure 34).  
[bookmark: _Hlk44076001]Most recent enquiries by services (%)

Base: Households that made an enquiry in the previous six months (n=298). 
HN1. For which particular telco service did your household most recently contact your telco for in that case? Was it specific for a particular service (if household has more than one service)?
Note: ‘Don’t know’ less than 0.5 per cent and is not shown.

[bookmark: _Toc44583526][bookmark: _Toc54689113]Reasons for most recent enquiry
Respondents were asked the reason for their household’s most recent enquiry to their telco. 
The main reasons for contact to enquire (regardless of service type) was to change, renew or buy a new plan (20 per cent), the installation of NBN equipment inside or outside of their homes (10 per cent) or a loss of service or unplanned outage (nine per cent) (Figure 35).
[bookmark: _Hlk44077154]Reasons for most recent enquiry (%)

Base: Households that made an enquiry in the previous six months (n=298).
HN2. What did you household most recently contact your telco for in that case (contacted about an enquiry)?
[bookmark: _Hlk45720181]Note 1: Options not read out, but responses were clarified based on the options.
Note 2: If more than one reason, respondent was asked for the most important/primary reason.
Note 3: Data does not add to 100 per cent, data less than three per cent and ‘Other’ not shown.
[bookmark: _Toc44583527][bookmark: _Hlk46145701][bookmark: _Toc54689114]Contact channel for most recent enquiry
For the most recent enquiries, by far the most common method for first contact to a telco was by phone (72 per cent). Around one in 10 went into a store in person (11 per cent) or used an online or web chat (10 per cent). Email or online forms were used by seven per cent (Figure 36).
[bookmark: _Hlk44077186]Contact channel for most recent enquiry (%)

Base: Households that made an enquiry in the previous six months (n=298).
HN3. How did your household first contact your telco (for your most recent enquiry)?
Note: Data less than 0.5 per cent not shown.
[bookmark: _Toc44583528][bookmark: _Hlk46145754][bookmark: _Toc54689115]Satisfaction with enquiries 
Nearly three quarters (72 per cent) of households that contacted their telco to make an enquiry were satisfied (either very satisfied or satisfied) with how their enquiry was handled. Seventeen per cent were dissatisfied (very dissatisfied or dissatisfied) with the way their telco handled their enquiry (Figure 37).
[bookmark: _Hlk44078296]Satisfaction with handling of enquiry (%)
[image: ]
[bookmark: _Hlk45635316]Base: Households that made an enquiry in the previous six months (n=298). 
HN4. Overall, how satisfied or dissatisfied was your household with how that enquiry was handled by the telco? Would you say that your household was very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
[bookmark: _Hlk45635393][bookmark: _Hlk43198158]Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. 
Note 2: Data may not add up to 100 per cent due to rounding, ‘Don’t know’ not shown.
[bookmark: _Toc44583530][bookmark: _Hlk46145800][bookmark: _Toc54689116]Issues or faults with household telco services
Households were asked whether they had experienced any types of issues or faults with their household telco services in the previous six months, regardless of whether they had contacted their telco about them. The research does not report how many times an issue or fault occurred for all types of issues or faults.
[bookmark: _Hlk46015508]Overall, just over half (57 per cent) of all households had experienced some kind of issue or fault with their telco services. 
Over half (56 per cent) of all households with home internet reported an issue or fault with that service, compared with one in five (22 per cent) with a home phone, and 16 per cent of those with mobile broadband services. Eight per cent had issues or faults with their family plan for mobile phone data sharing (Figure 38).
[bookmark: _Hlk44078307]Issues or faults by household service type (%)

Base: Households with home internet (n=990); Households with a home phone in use (n=477); Households with mobile broadband (n=339); Households with a mobile phone family shared data plan (n=248).
HI1a. For which particular telco services did your household experience any issues or faults with (in the last six months)?
Note 1: Data includes multiple responses. 
[bookmark: _Hlk45717375]Note 2: ‘Don’t know’ and ‘Refused’ not shown as they were less than 0.5 per cent.

[bookmark: _Hlk38637833]Among only households that had an issue or fault, they were more likely to be about home internet:
home internet: 88 per cent
home phone: 17 per cent
mobile broadband: 8 per cent
mobile phone family shared data plan: 3 per cent.
The much higher proportion of issues and faults about home internet was due to a combination of the rate of issues and faults being higher and more households with home internet than other services.  
[bookmark: _Toc44583531][bookmark: _Hlk46145893][bookmark: _Hlk40883485][bookmark: _Toc54689117]Types of issues or faults 
There were many different types of issues or faults reported by households with telco services in the previous six months. 
[bookmark: _Hlk53578298]Among the households that reported an issue or fault: 
[bookmark: _Hlk46016711]the most common type was a loss of service or outage (44 per cent for home internet and 39 per cent for home phone)
dropouts were common (37 per cent for home internet and 23 per cent for home phone)
internet speed issues were reported by 30 per cent of households with internet and were more often about general internet speeds than speeds in the evening  
some other type of fault or technical issue accounted for a further 11 per cent of home internet-related issues and 27 per cent of home phone issues reported by households with some type of issue within the previous six months (Figure 39).  
[bookmark: _Hlk44078708]Types of issues or faults with internet and phone services (%) 

[bookmark: _Hlk53662445]Base: Households with home internet and had issues or faults in the previous six months (n=565); Households with home phone and had issues or faults in the previous six months (n=103)
HI2a/b. What issues or faults has your household experienced with your home phone/home internet in the last six months?
Note 1: Data includes multiple responses. 
Note 2: Data may not add up to 100 per cent due to rounding, ‘Don’t know’ not shown as it is less than two per cent for each group.
Note 3: HI2 was also asked of those with issues with their mobile broadband or mobile phone family shared data plan, but the sample sizes for those groups were too small to report. 

The comparisons below show which households with an issue or fault with their home internet were more or less likely to have had particular types of issues or faults.
	Households more likely to have experienced dropouts included those that: 
	Households less likely to have experienced dropouts included those that:

	used the internet in their 
household for business purposes—46 per cent
	did not use the internet in their household for business purposes—35 per cent

	used the internet for studying—44 per cent
	did not use the internet for studying—32 per cent

	used the internet for five or more types of activities—47 per cent.
	used the internet for fewer than five types of activities—32 per cent.



	Households more likely to have experienced issues with internet speed included those who: 
	Households less likely to have experienced issues with internet speed included those who:

	had at least one smart device in the household—35 per cent
	did not have any smart devices in the household—21 per cent

	disagreed (strongly disagreed or disagreed) that their household got the speed paid for in their home internet plan—48 per cent
	agreed (strongly agreed or agreed) that their household got the speed paid for in their home internet plan—18 per cent

	had four or more residents—37 per cent.
	had fewer than four residents—28 per cent.



[bookmark: _Toc44583532][bookmark: _Hlk46146189][bookmark: _Toc54689118]Type of issue or fault nominated as biggest problem 
Around a third of households experienced more than one type of issue or fault, or the same type of issue or fault with more than one service in the previous six months. They were asked which had been the biggest problem for their household. 
Outages were made up of unplanned outages, planned outages or those not known if they were planned or unplanned.
Outages, dropouts or an issue or fault with internet speed were most likely to be reported as one of the types of issues or faults that had occurred, and also to be the biggest problem (Figure 40).
With multiple issues and faults, which were biggest problem (%)

Base: Households that had two or more types of issues with their telco services, or the same type of issue or fault with more than one service in the previous six months (n=264).
HI3. Which one of those issues or faults has been the biggest problem for your household in the last six months?

[bookmark: _Toc44583534][bookmark: _Hlk46146326][bookmark: _Toc54689119]Frequency of dropouts or outages
[bookmark: _Hlk48572092]Households that indicated dropouts or a loss of service/unplanned outage were the biggest problem or their only issue were asked to report how often they occurred. 
Among those with an outage as their biggest problem or only type of issue, in the previous six months:
one third (33 per cent) reported one outage 
one third (33 per cent) reported two or three outages
one quarter (25 per cent) reported between four and 20 outages
a small group (7 per cent) reported a high number of outages (20 or more) in the previous six months. 
[bookmark: _Hlk47644748]For those that reported dropouts as the biggest problem or only type of issue, in the previous six months:
one third (33 per cent) reported between one and five dropouts 
one third (32 per cent) reported between six and 50 dropouts
one in five (19 per cent) reported between 51 and 500 dropouts 
[bookmark: _Toc44583535]one in seven (14 per cent) reported over 500 dropouts over a six-month period.  
[bookmark: _Toc54689120]What those with issues or faults did next
Households that experienced an issue or fault in the previous six months were asked what they did about it (or if more than one, their biggest problem). Not all households that experienced an issue or fault with their service contacted or made a complaint to their telco. Some took other actions, and some took no action. 
More than half (55 per cent) contacted and/or complained to their telco. One quarter (24 per cent) reported they had switched the phone or modem on and off. One quarter (24 per cent) did nothing (Figure 41).
[bookmark: _Hlk44079061]Actions in response to issue or fault/biggest issue or fault (%)

Base: Households with issues or faults in previous six months (n=632).
[bookmark: _Hlk48572149]HI4. What, if anything, did your household do about your only issue or fault, or biggest issue or fault on the last occasion?
Note 1: Data includes multiple responses.
Note 2: Data less than one per cent not shown.

[bookmark: _Toc44583537][bookmark: _Toc54689121]Complaints
[bookmark: _Hlk45606870]Respondents were asked if the reason for their contact was to make a complaint[footnoteRef:24].  [24:  The definition provided in the survey was consistent with the Telecommunications (Consumer Complaints Handling) Industry Standard 2018 as ‘an expression of dissatisfaction made to a carriage service provider by a consumer in relation to its telecommunications products or the complaints handling process itself, where a response or resolution is explicitly or implicitly expected by the consumer’.] 

As noted earlier in this report, over one quarter (28 per cent) of all Australian households with telco services had made at least one complaint to their telco in the previous six months. The research explored the experience of their most recent complaint.
[bookmark: _Toc54689122]Most recent complaints by service
Among all households with each service (not just those that made complaints), the rate of most recent complaints was higher for home internet:
home internet: 26 per cent (24 per cent that complained about home internet only, and 2 per cent that complained about both internet and phone)
home phone: 9 per cent (5 per cent that complained about home phone only and 4 per cent that complained about both internet and phone)
mobile broadband: 4 per cent
mobile phone family shared data plan: 2 per cent
not specific to one service: 1 per cent.
Of those that complained to their telco, the majority (83 per cent) of the most recent complaints were about home internet, and 14 per cent about a home phone in use (Figure 42).
[bookmark: _Hlk44080669]Most recent complaint by service (%)

Base: Households that made a complaint to their telco in the previous six months (n=307).
[bookmark: _Hlk45634167]HC1. For which particular telco service did your household most recently make a complaint to your telco? Was it for a particular service? 
[bookmark: _Hlk45634232]Note: Data may not add up to 100 per cent, ‘Don’t know’ not shown. 

Of all households that complained, 83 per cent of the most recent complaints were about home internet, comprising 77 per cent about internet only and six per cent about both internet and phone in the one complaint.  
[bookmark: _Hlk46151929]Of all households that complained, 14 per cent of the most recent complaints were about home phone, comprising eight per cent about phone only and six per cent about both phone and internet in the one complaint.  Reason for most recent complaint.
The much higher proportion of complaints about home internet was due to a combination of the rate of complaint being higher and more households with home internet than other services.  
[bookmark: _Hlk46702717][bookmark: _Hlk45608124]The most common reasons for the most recent complaint made to telcos about household telco services were outages (30 per cent), dropouts (20 per cent) and internet speed (16 per cent).
While dropouts were three times as likely as billing to be a type of issue or fault, they were only twice as likely to be the reason for a complaint (Figure 43).
[bookmark: _Hlk44080784]Reason for most recent complaint (%)

Base: Households that made a complaint to their telco in the previous six months (n=307); Households with an issue or fault in the previous six months (n=632).
HC2. What was your household’s most recent complaint about?
HI2a/b/c/d. What issues or faults has your household experienced with your home phone/home internet/mobile broadband/mobile phone family shared data plan in the last six months?
Note: Data less than seven per cent not shown.

[bookmark: _Toc44583539]The link between issues and faults and complaints is clear—the rate of complaint is over 10 times higher for households that had an issue or fault in the previous six months (46 per cent) compared to those with no issues or faults (four per cent).
[bookmark: _Toc54689123]Contact channel for most recent complaint
[bookmark: _Hlk46703079][bookmark: _Hlk40883782]For complaints made to telcos in the previous six months, the majority (87 per cent) made their initial complaint by phone (Figure 44).
[bookmark: _Hlk44080938][bookmark: _Hlk44080977]Contact channel for most recent complaint (%)

Base: Households that made a complaint to their telco in the previous six months (n=307).
HC3. How did your household first contact your telco to make your most recent complaint?
[bookmark: _Hlk45712430]Note: Data may not add to 100 per cent due to rounding, ‘Don’t know’ not shown. 
 
Households were even more likely to use the phone to first contact their telco for their most recent complaint (87 per cent) compared with their most recent enquiry (73 per cent).
[bookmark: _Toc44583540][bookmark: _Hlk46152117][bookmark: _Hlk45875457][bookmark: _Toc54689124]Time to resolve most recent complaint
One in five (22 per cent) households who made a complaint reported that their most recent complaint to their telco was resolved on the same day it was made. A further one in six (15 per cent) reported that it was resolved in one or two working days. 
One quarter (26 per cent) of households reported that their most recent complaint to their telco took between three working days and three weeks to resolve, with 13 per cent reporting it took more than three weeks. 
Nearly a quarter (23 per cent) reported that their most recent complaint was unresolved at the time of the research[footnoteRef:25] (Figure 45). [25:  If complaint described as not resolved, respondent was asked to confirm that telco was yet to respond to them on their complaint.] 

[bookmark: _Hlk44081575]Time to resolve most recent complaint (%)

Base: Households that made a complaint to their telco in the previous six months (n=307).
HC4. How long did it take to resolve this complaint, from the first time your household contacted your telco until the complaint was resolved? Was it resolved on the same day, within 2 working days, within 3 working days, between 4 working days and one week, between one week and 3 weeks, more than 3 weeks, or it is not currently resolved? 
[bookmark: _Hlk45712323][bookmark: _Hlk43199873]Note 1: Options read out until answered, except for ‘Refused’ and ‘Don’t know’.
[bookmark: _Hlk43199965]Note 2: ‘Don’t know’ not shown as it is less than one per cent.
Note 3: Those with unresolved complaints were asked to confirm that they were still waiting for their telco to respond to them on the complaint.

[bookmark: _Toc44583541][bookmark: _Hlk46152304][bookmark: _Toc54689125]Satisfaction with complaints-handling 
Households that reported their most recent complaint as resolved were asked how satisfied or dissatisfied they were with how the complaint was handled by the telco. 
Just under half (47 per cent) of households were satisfied (either very satisfied or satisfied) with how their complaint was handled by the telco. Just over a third (35 per cent) were dissatisfied or very dissatisfied (Figure 46).
[bookmark: _Hlk44081671]Satisfaction with complaints-handling (%)
[image: ]
Base: Households that had made a complaint to their telco in the previous six months and they report it has been resolved (n=239).
[bookmark: _Hlk48572193]HC6. Overall, how satisfied or dissatisfied was your household with how that complaint was handled by the telco? Would you say your household was very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied? 
[bookmark: _Hlk43200082]Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. 
Note 2: ‘Don’t know’ not shown as data is less than 0.5 per cent.
Note 3: Totals may not equal the sum of the rounded percentages shown for the individual responses. The totals are calculated on the unrounded data. 

[bookmark: _Hlk40883878][bookmark: _Hlk47340570]Satisfaction levels (very satisfied or satisfied) were higher for those with complaints resolved sooner: 
resolved on the same day: 74 per cent
resolved in two working days: 61 per cent
resolved in one week: 57 per cent
resolved over a week: 28 per cent.
Among those with a complaint resolved within one week, a small group (eight per cent) were very dissatisfied with the way the telco handled their complaint. Among those with a complaint that took more than one week to resolve, the proportion that were very dissatisfied with complaints-handling was higher (31 per cent). 
[bookmark: _Hlk46745759]Only a small group (n=81) of households were dissatisfied with complaints-handling, so results should be considered indicative only. Reasons for dissatisfaction included:
the telco taking too long to fix the problem or take action, or multiple calls or contacts to get something done 
that the problem was ongoing, recurring or not resolved
poor communication or lack of communication about problem resolution.
[bookmark: _Toc44583542][bookmark: _Hlk46152441][bookmark: _Toc54689126]Comparing satisfaction with complaints-handling and enquiries
Overall, households that had contacted their telco for an enquiry were more satisfied than those with a resolved complaint. 
Seven out of 10 households (72 per cent) that contacted their telco for an enquiry were very satisfied or satisfied with the way their telco handled it, compared with half (47 per cent) of those with a resolved complaint. 
Rates of dissatisfaction were lower for enquiries. Seventeen per cent of households that contacted their telco for an enquiry were very dissatisfied or dissatisfied with how it was handled by the telco. 
The rate of dissatisfaction was about double for handling of complaints—35 per cent of households with a resolved complaint were either very dissatisfied or dissatisfied. 
[bookmark: _Toc44583543][bookmark: _Hlk46152508][bookmark: _Toc54689127]Compensation for complaints
Twenty-two per cent of those with resolved complaints about their telco services were offered compensation. 
The most common type of compensation offered was to reduce a bill or multiple bills (11 per cent), made up of six per cent reporting they were offered money off the next bill, and five per cent offered a discount or credit for more than one bill.  
Other offers of compensation were less common, including:
extra data: 4 per cent
interim replacement service (e.g. a Dongle, SIM card, mobile phone): 2 per cent 
change of plan: 1 per cent 
other compensation offer: 7 per cent.
[bookmark: _Toc44583544][bookmark: _Toc54689128]Telco plans and providers
A variety of telco services for households exist in the market. They include:
contracts on fixed terms (usually 12, 24 or 36 months, but also six months), most of which then roll over to month-to-month contracts
‘no lock-in’ contracts with monthly costs that often have an up-front and/or free modem if customers stay for a certain time. 
Making changes may mean a change of plan with existing telco or moving to a new telco. 
Half of households (49 per cent) had been with their current telco provider for their household services for more than five years. One in five (22 per cent) had been with their telco for between two and five years. A total of 17 per cent had been with their telco for less than one year.
Seven in 10 (71 per cent) of households had been with their current telco for two or more years (49 per cent five or more years and 22 per cent for two to five years) (Figure 47).
[bookmark: _Hlk44081686]Time with current telco (%)

[bookmark: _Hlk42158982]Base: Households with one or more telco services (n=1,101).
HW1. How long has your household been with your telco provider? 
Note 1: Options read out, except for ‘Refused’ and ‘Don’t know’. 
Note 2: Data can include multiple responses if a respondent has services with more than one telco.
Note 3: ‘Data may not add up to 100 per cent, ‘Don’t know’ not shown. 

[bookmark: _Hlk40884055]Some households were more likely than others to have been with their telco for more than five years. 
	Households more likely to be have been with their telco for more than five years included those that:
	Households less likely to be have been with their telco for more than five years included those that:

	had both home internet and home phone in use—70 per cent
	had home internet as their only household service—18 per cent

	were not on the NBN—55 per cent
	were on the NBN—47 per cent

	considered not being locked into a contract not important—
61 per cent
	considered not being locked into a contract extremely or very important—44 per cent

	had a household income under $60,000—53 per cent.
	had a household income of $60,000 or over—45 per cent.



[bookmark: _Toc54689129]Changed telco plan or provider in the previous two years
A little over half (55 per cent) of households had changed their telco plan or provider in the previous two years.
Changing a telco plan or provider was more likely among those that had experienced an issue or fault in the previous six months (59 per cent) compared with those that had not (50 per cent).
Of those households that had changed their telco plan or provider in the previous two years, two thirds (66 per cent) had been with their provider for two years or longer, so can only have changed plan.
[bookmark: _Toc44583546][bookmark: _Hlk46221623][bookmark: _Toc54689130]Active consideration of changing telco plan or provider 
Households that had not changed their telco plan or provider in the previous two years were asked if they had actively considered[footnoteRef:26] changing either. One third (32 per cent) had actively considered changing their telco plan or provider.  [26:  the definition of ’actively’ considered was read to all respondents as the household has ‘looked for information, or visited a telco store, looked on websites, or contacted your telco, contacted other telcos or sought advice from forums, comparison websites or family or friends etc.’. ] 

This represents 14 per cent of households that had not changed telco plan or provider in the previous two years but had actively considered it.  
	Households more likely to have actively considered changing plan or provider included those that: 
	Households less likely to have actively considered change plan or provider included those that: 

	were not connected to the NBN—37 per cent
	were connected to the NBN—27 per cent

	had one or more smart devices—38 per cent
	had no smart devices—
25 per cent

	had any type of issue or fault in the previous six months—43 per cent
	had no issues or faults in the previous six months—21 per cent

	did not agree their household gets the internet speed paid for—55 per cent
	agreed their household gets the internet speed paid for—
25 per cent

	had an annual income $60,000 or over—38 per cent.
	had an annual income of less than $60,000—24 per cent.



[bookmark: _Hlk46221733][bookmark: _Toc54689131][bookmark: _Toc44583547]Reasons for not changing plan or telco provider 
The most common reasons for households not changing after they had actively considered doing so were (Figure 48):
not being able to save money or get a better deal: 29 per cent
other offers being the same or similar: 16 per cent
too much time and effort: 14 per cent. 
[bookmark: _Hlk44081804]Reasons for active considerers not changing telco plan or provider (%)

Base: Households that had not changed telco plan or provider in the previous two years but actively considered it (n=155).
[bookmark: _Hlk47958912]HW4. Can you tell us why your household did not change plan with your current telco provider or change telco provider after active consideration? Which other reasons? Any other reasons?
[bookmark: _Hlk37152483]Note 1: Data includes multiple responses.
Note 2: Data may not add up to 100 per cent, data less than four per cent not shown including ‘Don’t know’ and ‘Refused’. 
[bookmark: _Toc44583548]

[bookmark: _Hlk46222943][bookmark: _Toc54689132]Satisfaction
Households were asked about their satisfaction with their services (overall and reliability), the monthly cost of their service and customer service overall.
Across all service types, households were more likely to be satisfied than dissatisfied.
Households with mobile phone family plans reported the highest levels of satisfaction compared with other household services. Three quarters of those with the most widely used household service, home internet, were satisfied with the overall service or its reliability (figures 49, 50, 51, 52 and 53).
Satisfaction with services (%)

Base: Households with a mobile phone family shared data plan (n=248); Households with mobile broadband (n=339); Households with a home phone in use (n=477); Households with home internet (n=990); All services: Households with one or more telco services (n=1,101).
[bookmark: _Hlk48836982]HF1. I’d now like you to tell me the extent to which your household is satisfied with each of the following aspects of your household’s telco services. For each aspect I read out, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied? So firstly, how satisfied is your household with your <each service they have> overall? The reliability of your <each service they have? The monthly cost of your household telco services? Customer service overall?  Would you say…(read out scale)?
Note 1: Options and scale read out, except for ‘Not applicable’, ‘Refused’ and ‘Don’t know’. 
Note 2: Data shown is the addition of very satisfied and satisfied. 

Satisfaction with home internet service (%)
[image: ]
Base: Households with home internet (n=990).
HF1. I’d now like you to tell me the extent to which your household is satisfied with your home internet service overall and the reliability of your home internet service. For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options and scale read out, except for ‘Not applicable’, ‘Refused’ and ‘Don’t know’. 
Note 2: ‘Don’t know’ not shown as data is less than one per cent. 
Note 3: Totals may not equal the sum of the rounded percentages shown for the individual responses. The totals are calculated on the unrounded data.

Overall satisfaction (very satisfied or satisfied) with home internet was impacted by the incidence of issues and faults, contact, complaints, complaints-handling and by active consideration of changing telco plan or provider.
The incidence of an issue or fault or complaint negatively impacted satisfaction with the service—not just satisfaction with the complaint-handling process—though how a complaint is handled made a difference.
When a household complained and was satisfied with how that complaint was handled, their overall satisfaction with their service was higher compared with households that had complained and were dissatisfied with how their complaint was handled. Households that were satisfied with how their complaints were handled had similar levels of satisfaction with their service to households that had made no complaint:
	More likely to be satisfied:
	Less likely to be satisfied:

	no issue or fault with home internet in the previous six months—89 per cent
	an issue or fault with home internet in the previous six months—68 per cent

	not contacted their telco—
86 per cent
	contacted their telco for any reason—69 per cent

	made an enquiry—76 per cent
	made a complaint—62 per cent

	made no complaint about home internet—83 per cent
	made a complaint about home internet—60 per cent

	made a complaint and were satisfied with how it was handled—85 per cent
	made a complaint and were dissatisfied with how it was handled—51 per cent

	not changed telco plan or provider in the previous two years, and not actively considered it —84 per cent.
	not changed telco plan or provider in the previous two years, and not actively considered it —63 per cent.



Satisfaction with the reliability of their home internet was also impacted by the incidence of issues or faults, contact, or complaints-handling and by active consideration of changing telco or plan: 
	More likely to be satisfied:
	Less likely to be satisfied:

	no issue or fault with home internet in the previous six months—91 per cent
	an issue or fault with home internet in the previous six months—61 per cent

	not contacted their telco in the previous six months—84 per cent
	contacted their telco for any reason in the previous six months—65 per cent

	made an enquiry in the previous six months—74 per cent
	made a complaint in the previous six months—55 per cent

	made no complaint about home internet in the previous six months—82 per cent
	made a complaint about home internet in the previous six months—54 per cent

	not changed telco plan or provider in the previous two years, and not actively considered it —82 per cent.
	not changed telco plan or provider in the previous two years, and not actively considered it —61 per cent.



[bookmark: _Hlk44081939]Satisfaction with home phone service in use (%)
[image: ]
Base: Households with a home phone in use (n=477).
HF1. I’d now like you to tell me the extent to which your household is satisfied with the reliability of your home phone service and your home phone service overall. For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options and scale read out, except for ‘Not applicable’, ‘Refused’ and ‘Don’t know’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

Satisfaction with the reliability of a household’s home phone was impacted by the incidence of issues or faults, or contact with their telco:
	More likely to be satisfied:
	Less likely to be satisfied: 

	no issue or fault with their home phone in the previous six months—85 per cent
	an issue or fault with their home phone in the previous six months—60 per cent

	not contacted their telco in the previous six months—85 per cent.
	contacted their telco for any reason in the previous six months—73 per cent.



Satisfaction with mobile broadband service (%)
[image: ]
Base: Households with mobile broadband (n=339).
HF1. I’d now like you to tell me the extent to which your household is satisfied with the reliability of the mobile broadband service at home and the mobile broadband service at home overall. For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options and scale read out, except for ‘Not applicable’, ‘Refused’ and ‘Don’t know’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

Satisfaction with the reliability of mobile broadband was impacted by the incidence of issues or faults, or contact with their telco when households had:
	More likely to be satisfied:
	Less likely to be satisfied: 

	not contacted their telco in the previous six months—88 per cent.
	contacted their telco for any reason in the previous six months—79 per cent.




[bookmark: _Hlk44081952]Satisfaction with mobile phone family shared data plan service (%)
[image: ]
Base: Households with a mobile phone family shared data plan (n=248).
HF1. I’d now like you to tell me the extent to which your household is satisfied with the reliability of your mobile phone family shared data plan and your mobile phone family shared data plan overall. For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options and scale read out, except for ‘Not applicable’, ‘Refused’ and ‘Don’t know’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

Satisfaction was lower for customer service overall (70 per cent) than the satisfaction recorded for individual telco services, and the lowest levels of satisfaction were for the monthly cost of household telco services (63 per cent) (Figure 54).
[bookmark: _Hlk48746447]Households were asked about customer service overall, not relating to a particular mobile service and the monthly cost of all household services.
Overall satisfaction with customer service and cost (%)
[image: ]
Base: Households with one or more telco services (n=1,101).
HF1. I’d now like you to tell me the extent to which your household is satisfied with customer service overall and the monthly cost of your household telco services (home phone in use/home internet/mobile broadband service/mobile phone family shared data plan). For each of these, can you please tell me whether you are very satisfied, satisfied, neither satisfied nor dissatisfied, dissatisfied, or very dissatisfied?
Note 1: Options and scale read out, except for ‘Not applicable’, ‘Refused’ and ‘Don’t know’. 
Note 2: Data may not add up to 100 per cent, ‘Don’t know’ and ‘Refused’ not shown. 

Satisfaction was lower for customer service overall (70 per cent) than the satisfaction recorded for individual telco services, and the lowest levels of satisfaction were for the monthly cost of household telco services (63 per cent) (Figure 54). 
As with satisfaction for telco services, the incidence of issues or faults or complaints were associated with lower levels of satisfaction for customer service and monthly costs.
	More likely to be satisfied (very satisfied or satisfied) with customer service overall were those who:
	Less likely to be satisfied (very satisfied or satisfied) with customer service overall were those who:

	had no type of issue or fault with any of their telco services in the previous six months—80 per cent
	had any type of issue or fault with any of their telco services in the previous six months—62 per cent

	had not contacted their telco in the previous six months—77 per cent
	contacted their telco for any reason in the previous six months—64 per cent

	had made an enquiry in the previous six months—71 per cent
	had made a complaint in the previous six months—53 per cent

	had not made a complaint in the previous six months—76 per cent
	had made a complaint in the previous six months—53 per cent

	had made a complaint and were satisfied with how it was handled—87 per cent
	had made a complaint and were dissatisfied with how it was handled—27 per cent

	not changed telco plan or provider in the previous two years, and not actively considered it —73 per cent.
	not changed telco plan or provider in the previous two years, and not actively considered it —56 per cent.

	[bookmark: _Hlk46421738]More likely to be satisfied (very satisfied or satisfied) with monthly cost of household telco services were those that:
	Less likely to be satisfied (very satisfied or satisfied) with monthly cost of household telco services were those that: 

	had no type of issue or fault with any of their telco services in the previous six months—71 per cent
	had any type of issue or fault with any of their telco services in the previous six months—57 per cent

	had not contacted their telco in the previous six months—69 per cent
	contacted their telco for any reason in the previous six months—56 per cent 

	had made an enquiry in the previous six months—60 per cent
	had made a complaint in the previous six months—51 per cent

	had not made a complaint in the previous six months—67 per cent
	had made a complaint in the previous six months—51 per cent

	not changed telco plan or provider in the previous two years, and not actively considered it —67 per cent
	not changed telco plan or provider in the previous two years, but had actively considered it—51 per cent

	had an income under $60,000—72 per cent.
	had an income $60,000 or over—61 per cent.






[bookmark: _Appendix_A][bookmark: _Toc54689133]Appendix A

Terms used in this report
	Terms used
	Definition

	5G
	The fifth-generation technology for cellular wireless networks. It is the successor to the 4G networks which provide connectivity to most current mobile devices. 5G networks have greater bandwidth, giving faster download speeds. Due to the lower latency, it is more responsive and has the ability to connect more devices simultaneously. 5G became commercially available in 2019.

	ADSL
	Asymmetric digital subscriber line—Transmission technology that enables high-speed data services to be delivered over a copper line. ADSL2+ is an enhanced ADSL technology that adds new features and functionality that may provide higher data rates.

	businesses
	In this report, ‘businesses’ refer to small and medium sized businesses in Australia. They are private businesses with employment size in the range 1–199 and self-employed sole proprietors of private businesses with no employees. They were part of the broader research conducted on the telco consumer experience, with findings for business published in a separate report.

	combination of services
	Where an individual or household has more than one telco service. Services may or may not be purchased from the same telco.

	complaint
	An expression of dissatisfaction made to a service provider (telco) about an NBN service or its complaints-handling process, where the customer expects a response or resolution. Unless otherwise noted, complaints data relates to complaints made to a current or previous telco.

	considerers
	Telecommunications customers who actively considered changing their telecommunications service in the previous 12 months without actually doing so. By ‘actively’ considering we mean that customers looked at offers available but did not proceed to purchase or make the change to their existing service.

	dongle or USB modem
	A small piece of equipment that is inserted into a device to allow connection to mobile broadband.

	home internet
	A fixed broadband or other fixed internet connection at home, including the use of a wireless modem for home wi-fi.

	home phone
	A phone service to make and receive calls, including a landline (that uses the PSTN network or a fixed-line broadband network) or VoIP telephone. Excludes mobile phones.
Note - The PSTN is the public switched telecommunications network that provides traditional analogue phone services to subscribers.
VoIP refers to voice over internet protocol that delivers voice communications over the internet or some other connected network, instead of the PSTN.

	household
	One or more people who reside at the same dwelling.

	individual
	A resident of Australia aged 18 years and over who is a main or joint decision-maker for either a mobile phone service or a mobile broadband service.

	Interim or replacement service
	When there are issues with the customer’s service, a telco may in some circumstances offer, or be required to offer, an interim or replacement service. For example, the provision of a mobile telephone service (at the standard telephone service rates) to replace a standard telephone service or a call diversion to an existing mobile telephone service. Alternatively, dongles or SIM cards could be provided to replace internet services.

	IoT (Internet of Things)
	The interconnection of many devices and objects utilising internet protocols, with or without the active involvement of individuals. This may include laptops, routers, tablets and smartphones,
which are integral to operating, reading and analysing the state of IoT devices.

	issue or fault—dropout
	When a phone or internet service disconnects unexpectedly, and temporarily stops working. A loss of service for a short period of time, for example between 30 seconds and 5-10 minutes.

	issue or fault—interruptions 
	In streaming audio or video from the internet, buffering refers to downloading a certain amount of data before starting to play the music or video. Sometimes this might happen while watching video or listening to audio, causing an interruption.

	issue or fault—loss of service or outage
	A prolonged period when the internet or phone service is not able to be used. This may be planned (by the telco) or unplanned.

	issue or fault—poor voice quality
	Noise on the phone line, voice distortion or delay. Noise can be static, hum, crosstalk or popping. Voice distortion includes echoed voice, garbled voice or incorrect volume.

	issue or fault—slow data speed in the evening
	Lower than expected internet speeds between 7 and 11 pm.

	issue or fault—slow data speeds in general
	Lower than expected internet speeds at any time.

	mobile broadband
	A service you use to connect to the internet over the cellular network on devices such as a laptop or a tablet, but not including the internet service on your mobile phone. Mobile broadband connections can be supplied using a data-only SIM card, dongle, a data card, USB modem, or pocket/portable Wi-Fi modem.

	mobile phone
	A handheld, electronic, mobile device used to transmit or communicate data, images or voice over a cellular network.

	NBN
	National Broadband Network—the wholesale broadband network being built across Australia

	NBN Co
	The government-owned business enterprise building and delivering services on the National Broadband Network. 
NBN Co delivers a wholesale-only network to retail service providers (telcos) and does not provide services directly to consumers surveyed in this report.  

	plan
	Product offerings by telcos to consumers for phone and/or internet services delivered over the NBN. 

	pocket or portable wi-fi hub
	A small battery-powered hub that allows multiple devices to connect to the internet simultaneously.

	postpaid
	A contract under which a user is charged on a periodic basis, depending on service usage during the previous billing period (that is, a bill is received and paid after using the service).

	prepaid
	A contract system by which users pay an amount up front to purchase a certain amount of usage or credit.

	satellite 
	Predominately used for remote or rural locations and involves a satellite dish being installed at a customer’s premises. Satellite Broadband (Sky Muster™) is one of the connection types in the NBN multi-technology mix, and there are also some non-NBN satellite connections.

	services delivered over the NBN
	Connecting to and using services provided by telcos that are delivered using the NBN network. 

	SIM card
	Subscriber Identity Module—a small card inserted in a device to provide a mobile voice and/or data service,

	smart device
	Devices that connect to the internet and can be controlled from a remote location. This excludes computers, tablets and mobile phones.  
The household survey prompted for the following types that can be used by a household: smart TVs, smart lighting, smart security system or security cameras, smart heating or cooling systems, voice controlled smart speakers. Smart devices for personal use were excluded. 

	SMS
	Short message service—A mobile telecommunications data transmission service that allows users to send short text
messages to each other using a mobile handset.

	telco
	Telecommunications retail service carriage providers. This report commonly uses the term “telco” but there are instances where other sources cited in this report refer to them as ‘service providers’, ‘retail service providers’ or ‘carriage service providers’. While there are some slight differences in the definitions of these terms, their use in this report can be covered by the term ‘telco’. Telcos retail provide phone and internet services to consumers surveyed in the report. A telco is the main point of contact for their customers about telco services, including ordering a service, connection of service, payments, queries and complaints.

	wi-fi
	A type of wireless technology that uses radio waves to provide
high-speed internet connections.




Types of mobile broadband devices	



Prepaid	Postpaid	Mix of prepaid and postpaid	27.6	71.240000000000009	0.5	
Personal	
None of the above 	Medical device, internet connected	E-reader	Portable games console	Wearables or watches	Tablet	Laptop	Mobile phone	4	1.5	7.88	10.18	14.96	50.080000000000005	71	92.4	

Series 1	
Do not connect to internet when not at home	Use wi-fi at work	Use other public wi-fi networks (e.g. shopping centres, public transport, airports, university, libraries, cafes)	Use wi-fi at hotels	Connect via mobile phone (hotspot)	Using wi-fi at family or friends' homes	Has own SIM card	4.2799999999999994	40.54	47.03	48.85	56.3	56.76	59.96	

Series 1	
Used an app on your phone for gambling (including lottery)	Loyalty or gift cards (e.g. Woolworths rewards, Ikea, Coles/Myer)	Tap-and-go payments or paying for public transport with your phone, watch or fitness tracker	Watching video content (streaming Netflix, Foxtel, catch-up for free-to-air TV or YouTube)	Listening to audio (radio, music services or podcasts)	Reading news content	Social media (e.g. Facebook, Twitter, Instagram etc.)	Banking, paying bills or sending emails	Google Maps	Making and receiving voice or video calls	Sending messages	10.15	19.189999999999998	19.489999999999998	61.919999999999995	64.990000000000009	69.59	72.960000000000008	74.650000000000006	81.8	88.160000000000011	96.179999999999993	

Aged 65+	
Used app on phone for gambling	Loyalty or gift cards (e.g. Woolworth Rewards, Ikea, Coles Myer)	Tap-and-go payments or paying for public transport with your phone, watch or fitness tracker	Watching video (streaming Netflix, Foxtel, catch-up for free-to-air TV or Youtube)	Listening to audio (radio, music services or podcasts)	Reading news content	Social media (e.g. Facebook, Twitter, Instagram)	Banking, paying bills or sending emails	Google Maps	Making and receiving voice or video calls	Sending messages	5	7	6	14	28	48	35	36	55	78	88	Aged 55–64	
Used app on phone for gambling	Loyalty or gift cards (e.g. Woolworth Rewards, Ikea, Coles Myer)	Tap-and-go payments or paying for public transport with your phone, watch or fitness tracker	Watching video (streaming Netflix, Foxtel, catch-up for free-to-air TV or Youtube)	Listening to audio (radio, music services or podcasts)	Reading news content	Social media (e.g. Facebook, Twitter, Instagram)	Banking, paying bills or sending emails	Google Maps	Making and receiving voice or video calls	Sending messages	7	15	14	41	50	61	58	67	80	84	96	Aged 35–54	
Used app on phone for gambling	Loyalty or gift cards (e.g. Woolworth Rewards, Ikea, Coles Myer)	Tap-and-go payments or paying for public transport with your phone, watch or fitness tracker	Watching video (streaming Netflix, Foxtel, catch-up for free-to-air TV or Youtube)	Listening to audio (radio, music services or podcasts)	Reading news content	Social media (e.g. Facebook, Twitter, Instagram)	Banking, paying bills or sending emails	Google Maps	Making and receiving voice or video calls	Sending messages	13	22	21	73	72	77	81	85	89	94	99	Aged 18–34	
Used app on phone for gambling	Loyalty or gift cards (e.g. Woolworth Rewards, Ikea, Coles Myer)	Tap-and-go payments or paying for public transport with your phone, watch or fitness tracker	Watching video (streaming Netflix, Foxtel, catch-up for free-to-air TV or Youtube)	Listening to audio (radio, music services or podcasts)	Reading news content	Social media (e.g. Facebook, Twitter, Instagram)	Banking, paying bills or sending emails	Google Maps	Making and receiving voice or video calls	Sending messages	12	26	30	91	89	80	96	92	94	90	99	


Series 1	
Change, renew or buy a new plan (or data pack/top-up)	Billing enquiry/billing issue	Interruptions or drop-outs to your service	New handset or equipment	General enquiry about your account, other than billing	Gathering information on services such as prices and inclusions	Activating your service for first time	Roaming, usage overseas	27.46	13.66	11.15	6.9	5.3	4	3.9800000000000004	3.6799999999999997	

Series 1	
Phone	In person in a store	Online chat, web chat	Email/online form	42.96	34.86	12.889999999999999	8.39	

Column2	
Mobile phone	Mobile broadband	27.35	30.659999999999997	

Series 1	
Interruptions or dropouts	Account/information not billing	Internet speeds	Billing	Coverage	Handset or software issues	Installation	Other	53.14	15	13.930000000000001	13	7.7200000000000006	6.15	2.5700000000000003	12	

Series 1	
Nothing	Switched providers	Visited telco website for information	Asked a relative or friend to assist	Searched for information online	Switched phone/modem on-off	Went to local store	Complained/contacted telco	34.69	2.11	2.41	2.73	5.84	8.6900000000000013	8.92	44.97	

Most recent complaint	
Interruptions or dropouts	Account/information billing	Account/information not billing	Coverage	Internet speeds	Installation/set-up	Other	27.98	25	20	6.75	3.55	3.1399999999999997	11	Issues or faults	
Interruptions or dropouts	Account/information billing	Account/information not billing	Coverage	Internet speeds	Installation/set-up	Other	53.14	13	15	7.7200000000000006	13.930000000000001	2.5700000000000003	12	


Series 1	
By phone	Online chat, web chat	In person in a store	Via email/online form	68.12	13.020000000000001	11.37	3.3300000000000005	

Column1	
On the same day	In 1-2 working days	In 3 working days	Between 4 working days and 1 week	Between one week and 3 weeks	More than 3 weeks	Not resolved at time of interview	32.659999999999997	6.83	3.32	9.58	5.24	8.17	33.51	

Mobile broadband	
Less than 6 months	6 months–up to 1 year	1 year–up to 2 years	2 years–up to 5 years	5+ years	7.4899999999999993	10.99	11.450000000000001	23.89	45.17	Mobile phone	
Less than 6 months	6 months–up to 1 year	1 year–up to 2 years	2 years–up to 5 years	5+ years	6.8199999999999994	8.1100000000000012	9.44	21.84	52.99	


Personal	
Other	No particular reason	Telco matched or bettered deal 	Confusing	Hard to compare	Still considering what to do	Other offers same or similar	Coverage good with current telco	Still in contract	Too much time or effort, couldn't be bothered	Couldn't save money, wasn’t cheaper	10.94	4.26	5	5	5.7299999999999995	6.9599999999999991	7.24	9.31	10.79	11.4	32.75	

Household	
None of the above	Running a business from home	Watching or participating in online gaming	Working from home (your company's offices are elsewhere)	Studying	Streaming free-to-air TV for live or catch-up viewing	Listening to audio (radio, music services or podcasts)	Watching video content (streaming Netflix, Foxtel, catch-up for free-to-air TV or YouTube)	6.4399999999999995	19.2	31.91	42	42	60.11	69.260000000000005	85.33	

Yes	
Smart TV	Voice controlled smart speaker	Smart security system or security cameras	Smart lighting	Smart heating or cooling system 	Other type of smart device	At least one type of smart device	No smart devices	55.900000000000006	16.170000000000002	9.75	5.09	2.2599999999999998	5.55	61.62	38.379999999999995	

Household	
Ensure smart devices are updated	Do updates when they come up	Set passwords	Turn off the smart devices when not in use	Set updates to automatically happen	Set up specific wi-fi network for smart devices	Other	Nothing	79	64.7	62.51	55.42	50.28	32.67	1.71	4.42	

Yes	
Home internet	Home phone in use	Mobile broadband	Mobile phone family shared data plan	Not specific to a service	73	13	10	1	7.19	

Yes	
Change, renew or buy a new plan	Installation of NBN equipment inside or outside	Loss of service, unplanned outages	Dropouts	Setting up home phone and/or internet service	Billing enquiry/billing issue	Slow internet/data speeds in general	Fault or technical issue with internet 	Gathering information on services such as prices and inclusions	General enquiry about your account, other than billing 	New handset or equipment	19.939999999999998	9.7199999999999989	9.25	7.23	6.75	5.76	5.35	3.52	3.4099999999999997	3.38	3.01	

Total	
By phone	In person in a store	Online chat, web chat	Via email/online form	71.819999999999993	10.84	10.08	6.52	

Total	
Home internet	Home phone in use	Mobile broadband	Mobile phone family shared data plan	56.210000000000008	22.31	15.61	7.6	

Home internet	
Outages	Dropouts	Internet speed	Other fault or technical issue	Installation/set-up	Billing	Other	44	37	30	11	4	2	6	Home phone	
Outages	Dropouts	Internet speed	Other fault or technical issue	Installation/set-up	Billing	Other	39	23	0	27	7	2	4	


Experienced issue	
Outages	Internet speed	Dropouts	Other fault or technical issue	Installation/set-up	Information, account or billing	Appointments 	Other	Biggest problem	
Outages	Internet speed	Dropouts	Other fault or technical issue	Installation/set-up	Information, account or billing	Appointments 	Other	35	22	19	5	4	2	1	4	

Total	
Nothing	Other	Switched providers	Went to your local store for assistance	Asked a relative or friend	Used another service	Fixed it myself	Went to the telco website for information	Searched for information online	Switched the phone or modem on/off	Complained to/contacted your telco	24.279999999999998	1.51	1	1	2	2	4	4	4.79	23.61	54.669999999999995	

Total	
Home internet	Home phone in use	Mobile broadband	Mobile phone family shared data plan	Not specific to one service	83	14	4	2	2	

Issues or faults	
Other	Account information	Installation/set-up	Billing	Other fault or technical issue	Internet speed	Dropouts	Loss of service or outage	7	3	5	3	12	28	37	46	Most recent complaint	
Other	Account information	Installation/set-up	Billing	Other fault or technical issue	Internet speed	Dropouts	Loss of service or outage	9	1	6.8000000000000007	7.6	8	15.7	19.88	30	


Total	
Phone	Online chat/web chat	In person in a store	Via email/online form	87	5	4	3	

Column1	
On the same day	In 1-2 working days	In 3 working days	Between 4 working days and 1 week	Between one week and 3 weeks	More than 3 weeks	Not resolved at time of interview	21.95	14.940000000000001	6.5500000000000007	5.84	13.780000000000001	13.43	22.86	

Household	
Less than 6 months	6 months–up to  1 year	1 year–up to 2 years	2 year–up to 5 years	5+ years	8.1	8.5500000000000007	11.53	21.97	49.49	

Household	
Not cheaper or better deal	Other offers same or similar/own plan is sufficient	Too much time or effort/couldn't be bothered	Too confusing/too hard	No other provider in my area	Still in contract	Coverage good with current telco	Still considering what to do	Offered better deal when told telco thinking of moving	Other	28.560000000000002	16.29	13.94	6.8000000000000007	5.8999999999999995	5.64	5.33	4.5199999999999996	4.33	12.01	


Mobile phone family shared data plan	Mobile broadband	Home phone in use	Home internet	Mobile phone family shared data plan 	Mobile broadband 	Home phone in use 	Home internet 	Customer service overall	Monthly cost of household telco services	Reliability of service	Service overall	    	90.73	83.05	78.97999999999999	74.36	89.149999999999991	79.290000000000006	78.12	77.3	69.959999999999994	62.59	
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