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Unsolicited communications in Australia: Consumer experience research 2021
 
Questionnaire
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Introduction
Good morning/afternoon/evening, my name is [INTERVIEWER NAME] from ENGINE, one of Australia’s leading providers of social and market research. 

INTERVIEWER IF NECESSARY: We’re not selling anything. 

[bookmark: _Hlk16179770]We are carrying out an important national study on behalf of the Federal Government telecommunications regulator, the Australian Communications and Media Authority (IF NECESSARY: ACMA) and would like your views about unsolicited communications including calls, texts, emails and scams. This will help the government understand views and experiences of real people to see what protections are needed.

For most people the survey takes about 15 to 20 minutes depending on your answers. Any information you provide will be anonymous and combined with other responses.

IF NECESSARY: It doesn't matter if you have not received unsolicited communications, we are still interested in your views.

[bookmark: _Hlk74900700](IF ASKED HOW PHONE NUMBER WAS OBTAINED: Your phone number was randomly generated by a random digit dialling system.)

(IF SAY THEY ARE ON THE DO NOT CALL REGISTER: The telecommunications regulator (ACMA) introduced a Do Not Call register for telemarketers in 2007. Market research is allowed under the Do Not Call register.)
IF THEY STILL OBJECT TO BEING CALLED – USE SOFT REFUSAL CONVERSION – Your number was randomly generated, not from a marketing list, and we do not put you on a list to call again for other research or any marketing lists. We are just keen to include your views on this research. 
THEN IF REFUSE: We can add you to our own Do not call list so that our company does not contact you again for future research.  

For this survey, we need to speak to people living in Australia aged 18 years or more.
Is now a good time? / Could you help us out now?
IF ‘YES’ PROCEED, OTHERWISE ARRANGE CALL-BACK.

Safety
Firstly, is it safe and convenient for you to take this call right now?  Are you driving at the moment?
IF NOT SAFE/CONVENIENT NOW: 
[IF DRIVING] That’s OK, I will call you back another time.  
[IF NOT DRIVING] When would be a good time to call you back? What state or territory are you in (so that I can account for any time differences)? Should I call you back on this number? And could I just take your first name?
<RECORD TIME> 
<RECORD STATE> 
<RECORD NUMBER TO BE CALLED – IF DIFFERENT>

<RECORD RESPONDENT NAME>
SELECT APPROPRIATE MENU CODE TO PROCEED, ALSO RECORD REASON FOR CALL-BACK

IF SAFE/CONVENIENT TO CONTINUE ON MOBILE:
Can I just check, are you 18 years or older and the main user of this mobile phone? 

	Yes – 18 years or older and main user of mobile phone
	1
	CONTINUE

	No – under 18 years of age
	2
	THANK & CLOSE

	No – not main user of mobile phone
	3
	ASK TO SPEAK TO MAIN USER

	Refused
	98
	THANK & CLOSE

	Don’t know/Can’t Say
	99
	THANK & CLOSE


MONITORING & RECORDING
Before we start, I need to let you know that this call is being recorded for quality control and training purposes, and that my supervisor may listen in to check my work. Is that okay with you?
(IF REQUIRED: This survey is carried out in compliance with the Privacy Act, and your answers will be used only for research purposes. You will not be able to be identified in any reporting.)

	Yes – INTERVIEWER: I’m now recording as you agreed
	1

	No – INTERVIEWER: OK, I understand
	2




DEMOGRAPHICS (FOR WEIGHTING) (D)

I just need to ask a few questions to make sure we get a good cross-section of people and to help us identify whether you are in scope for the survey.

ASK ALL
D1.	RECORD RESPONDENT GENDER – DO NOT READ OUT
SR
	Male
	1

	Female
	2



ASK ALL
D2.	Firstly, could you please tell me your age? 
RECORD EXACT AGE [ALLOWABLE RANGE 18-120]: ___________
IF REFUSED EXACT AGE: What is your age group, are you: READ OUT
SR
	Under 18 years
	0
	THANK & CLOSE

	18 – 19 years
	1
	

	20 – 24 years
	2
	

	25 – 29 years
	3
	

	30 – 34 years
	4
	

	35 – 39 years
	5
	

	40 – 44 years
	6
	

	45 – 49 years
	7
	

	50 – 54 years
	8
	

	55 – 59 years
	9
	

	60 – 64 years
	10
	

	65 – 69 years
	11
	

	70 – 74 years
	12
	

	75 – 79 years
	13
	

	80 + years
	14
	

	Refused
	98
	THANK & CLOSE



IF UNDER 18 YEARS OR REFUSED, THANK & CLOSE: TERMINATE AS “Out of scope – Aged under 18” OR “Refused – Age”.


ASK ALL
D3.	What is your postcode?
INTERVIEWER: IF DON’T KNOW POSTCODE, RECORD AS “DON’T KNOW”. IF REFUSED POSTCODE RECORD AS “REFUSED”
PROGRAMMER: ALLOW FOR 4 DIGIT RESPONSE
	RECORD POSTCODE: ________________
	1
	GO TO D6

	Refused
	98
	GO TO D4

	Don’t know
	99
	GO TO D4



ASK IF REFUSED OR DON’T KNOW POSTCODE, D3 = Refused (98) OR Don’t know (99), OR INVALID POSTCODE GIVEN, OTHERS GO TO D6
D4.	What is your suburb please? Or your nearest town if you are in a regional area?
IF NECESSARY: We ask this to compare data from areas all around Australia. Your responses will be kept confidential and reported back in aggregate with those of other respondents.
	RECORD SUBURB: ________________
	1
	GO TO D5

	Refused
	98
	GO TO D5

	Don’t know
	99
	GO TO D5



ASK IF REFUSED OR DON’T KNOW POSTCODE, D3 = Refused (98) OR Don’t know (99), OTHERS GO TO D6
D5.	In which of the following areas do you live?
READ OUT. 
SR
	Sydney
	1
	

	NSW not Sydney
	2
	

	Melbourne
	3
	

	VIC not Melbourne
	4
	

	Brisbane
	5
	

	Queensland not Brisbane
	6
	

	Perth
	7
	

	Western Australia not Perth
	8
	

	Adelaide
	9
	

	South Australia not Adelaide
	10
	

	ACT
	11
	

	Hobart
	12
	

	Tasmania not Hobart
	13
	

	Darwin
	14
	

	Northern Territory not Darwin
	15
	

	Refused (DO NOT READ OUT)
	98
	THANK & CLOSE

	Don’t know (DO NOT READ OUT)
	99
	THANK & CLOSE



ASK ALL
D6.	Do you have another mobile phone that you regularly take calls on apart from this one?
DO NOT READ OUT. 
SR
	Yes
	1
	CONTINUE

	No
	2
	GO TO SCREENER

	Refused
	98
	GO TO SCREENER

	Don’t know
	99
	GO TO SCREENER




ASK IF HAVE ANOTHER MOBILE PHONE TAKES CALLS ON, D6 = Yes (1), OTHERS GO TO SCREENER SECTION
D7.	How many other mobile phones do you regularly take calls on?
DO NOT READ OUT. 
SR
	RECORD NUMBER: _____
	1

	Refused
	98

	Don’t know
	99





SCREENER (S)

ASK ALL
S2. And which of the following have you had, at any stage, in the last 6 months?
READ OUT.
IF NECESSARY: A home phone includes any fixed line phone used at home that is not a mobile phone.  
MR
	A home phone connected to make or receive calls
	1
	

	A work mobile phone
	2
	

	Your own personal mobile phone 
	3
	

	A work email account
	4
	

	Your own personal email account
	5
	

	None of the above (DO NOT READ OUT)
	97
	THANK & CLOSE

	Refused (DO NOT READ OUT)
	98
	THANK & CLOSE

	Don’t know (DO NOT READ OUT)
	99
	THANK & CLOSE



ASK ALL HAD HOME PHONE IN LAST 6 MONTHS (S2 CODE 1) 
S2La. How often in the last 6 months did you answer your home phone when it rang?  Would you say .. READ OUT.
SR
	Always answer it
	1

	Usually
	2

	Rarely
	3

	Never answer it
	4

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99



ASK IF RARELY OR NEVER ANSWER THEIR HOME PHONE (S2La CODE 3 OR 4)
S2Laa. What is the main reason you <<rarely – IF S2La=CODE 3>> << never – IF SL2a=CODE4 >> answer your home phone?  
DO NOT READ OUT
SR
	Unsolicited calls – too many / too annoying
	1

	Only/mostly have home phone for internet connection
	2

	Other reason
	3

	Refused 
	98

	Don’t know 
	99





ASK ALL WITH WORK MOBILE PHONE IN LAST 6 MONTHS (S2 CODE 2) 
S2WMa. In the last 6 months, has your work mobile been used mostly or all for work purposes?  
INTERVIEWER NOTE:  IF THEY SAY 50/50, ASK THEM TO DECIDE WHICH PURPOSE IT IS USED EVEN SLIGHTLY MORE FOR
IF NECESSARY:  If no, would that be mostly personal, all personal…? 
SR
	Mostly work 
	1

	All work
	2

	Mostly personal
	3

	All personal
	4

	Not used in last 6 months
	97

	Refused
	98

	Don’t know
	99



ASK ALL USED WORK MOBILE PHONE IN LAST 6 MONTHS (S2WMa ≠CODE 97) 
[bookmark: _Hlk72410096]S2WMb. Thinking now just about calls and text messages (that is SMS) to your mobile phone account with your telco provider, so not including those through apps such as WhatsApp or Messenger etc.
In the last 6 months, did you use your work mobile for receiving both calls and text messages, or just one of those? PROBE WHICH ONE IF NECESSARY 
SR
	Both calls and text messages
	1

	Just calls (but not texts)
	2

	Just text messages (but not calls)
	3

	Have not done these in the last 6 months
	4

	Refused
	98

	Don’t know
	99




ASK ALL WITH PERSONAL MOBILE PHONE IN LAST 6 MONTHS (S2 CODE 3)
S2PMb. << Thinking now just about calls and text messages (that is SMS) to your mobile phone account with your telco provider, so not including those through apps such as WhatsApp or Messenger etc.- IF NO WORK MOBILE S2≠2>>. In the last 6 months, did you use your own personal mobile for receiving both calls and text messages or just one of those? PROBE WHICH ONE IF NECESSARY
SR
	Both calls and text messages
	1

	Just calls (but not texts)
	2

	Just text messages (but not calls)
	3

	Have not done these in the last 6 months
	4

	Not used in last 6 months
	97

	Refused
	98

	Don’t know
	99





SECTION A: INCIDENCE & FREQUENCY OF Unsolicited Communications

ASK ALL WITH HOME PHONE CONNECTED TO MAKE AND RECEIVE CALLS (S2=1) 
I’d now like you to please think about any phone calls received on your home phone in the last 6 months, apart from those from family, friends or other people you know.  We’ll ask you about mobile calls later.
LA1.	Have you received any calls to your home phone in the last 6 months from scammers, or people you suspect were trying to scam you?
Please consider all calls whether you answered or not.
IF NECESSARY: A scam is fraudulent activity which seeks to obtain, personal information, money or goods from an unsuspecting person. 
IF YES, PROBE:  Are you sure or fairly sure, or do you just suspect?
IF DON’T KNOW/UNSURE, PROBE: Is that because you don’t know if it was within the last 6 months or don’t know if you received such calls?
SR
	Yes – Sure or fairly sure
	1

	Yes – Suspect
	2

	No
	3

	Refused
	98

	Don’t know if it was within the last 6 months
	95

	Don’t know if received such calls
	99



ASK IF SCAM CALLS TO HOME PHONE IN LAST 6 MONTHS (CODES 1-2 AT LA1)
LA2.	How often in the last 6 months have you received these scam calls to your home phone? Would that be…READ OUT SCALE
SR.
	Multiple times a day
	1

	Once a day
	2

	Multiple times a week
	3

	Once a week
	4

	2-3 times a month
	5

	Once a month
	6

	Less often
	7

	Refused (DO NOT READ)
	98

	Don’t know (DO NOT READ)
	99



ASK ALL WITH HOME PHONE LAST 6 MONTHS (CODE 1 AT S2)
And thinking now about unsolicited calls to your home phone that you don’t think were a scam.  [PAUSE] These are calls that you haven’t given permission for and don’t think are reasonable for the callers to contact you. These might include sales, marketing calls or nuisance calls. 
Please consider all calls whether you answered or not.

LA3.	How often, if at all, in the last 6 months have you received these unsolicited calls to your home phone that you don’t think were a scam from <<INSERT FIRST ORGANISATION >> ? Would that be…READ OUT SCALE
And how about…. READ OUT NEXT ORGANISATION. REPEAT SCALE AS NECESSARY.
IF DON’T KNOW, PROBE: Is that because you don’t know if you have received in the last 6 months or don’t know how often in the last 6 months?
SR. ROTATE ORDER OF ORGANISATIONS. UNKNOWN CALLERS SHOULD ALWAYS BE LAST JUST, BEFORE “ANY OTHERS”
	 
 
Organisations – not scammers
	Not at all in last 6 months
	Multiple times a day
	Once a day
	Multiple times a week
	Once a week
	2-3 times a month
	Once a month
	Less 
often 
	Refused 
(DO NOT READ)
	Don’t know how often (DO NOT READ)
	Don’t know if received (DO NOT READ)

	Businesses promoting or selling something (telemarketers)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Charities
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Educational institutions
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Social or market research organisations seeking your opinion (not including this call)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Political parties or candidates
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Government agencies – not including those pretending to be
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Unknown callers (including those not answered or hung up too soon) that were not scammers
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Any others (Specify)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99


[bookmark: _Hlk72573601]



INTRO TO MA1 
ASK ALL
Now thinking about any calls received on your mobile in the last 6 months, apart from those from family, friends, other people you know, or this call today. For all the mobile phones you use. << So please include your work mobile too - IF HAVE WORK MOBILE S2=CODE 2>>. 
We are just asking about mobile calls for now.  We’ll ask about text messages later.

MA1.	Have you received any calls to your mobile/s in the last 6 months from scammers, or people you suspect were trying to scam you?
Please consider all calls whether you answered or not.
[bookmark: _Hlk72666429]IF NECESSARY: A scam is fraudulent activity which seeks to obtain, personal information, money or goods from an unsuspecting person. 
IF YES, PROBE: Are you sure or fairly sure, or do you just suspect?
IF DON’T KNOW/UNSURE, PROBE: Is that because you don’t know if it was within the last 6 months or don’t know if you received such calls?
SR
	Yes – Sure or fairly sure
	1

	Yes – Suspect
	2

	No
	3

	Refused
	98

	Don’t know if it was within the last 6 months
	95

	Don’t know if received such calls
	99



ASK IF SCAM CALLS TO MOBILE IN LAST 6 MONTHS (CODES 1-2 AT MA1)
MA2.	How often in the last 6 months have you received these scam calls to your mobile? Would that be…READ OUT SCALE
SR.
	Multiple times a day
	1

	Once a day
	2

	Multiple times a week
	3

	Once a week
	4

	2-3 times a month
	5

	Once a month
	6

	Less often
	7

	Refused (DO NOT READ)
	98

	Don’t know (DO NOT READ)
	99



ASK ALL
And thinking now about unsolicited calls to your mobile/s that you don’t think were a scam.  [PAUSE] These are calls that you haven’t given permission for and don’t think are reasonable for the callers to contact you.  These might include sales, marketing calls or nuisance calls. 
Please consider all calls whether you answered or not.
MA3.	How often, if at all, in the last 6 months have you received these unsolicited calls to your mobile that you don’t think were a scam from <<INSERT FIRST ORGANISATION >>? Would that be…READ OUT SCALE
And how about…. READ OUT NEXT ORGANISATION. REPEAT SCALE AS NECESSARY.
IF DON’T KNOW, PROBE: Is that because you don’t know if you have received in the last 6 months or don’t know how often in the last 6 months?
SR. ROTATE ORDER OF ORGANISATIONS. UNKNOWN CALLERS SHOULD ALWAYS BE LAST JUST, BEFORE “ANY OTHERS”
	 
 
Organisations – not scammers
	Not at all in last 6 months
	Multiple times a day
	Once a day
	Multiple times a week
	Once a week
	2-3 times a month
	Once a month
	Less 
often 
	Refused (DO NOT READ)
	Don’t know how often (DO NOT READ)
	Don’t know if received (DO NOT READ)

	Businesses promoting or selling something (telemarketers) 
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Charities
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Educational institutions
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Social or market research organisations seeking your opinion (not including this call)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Political parties or candidates
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Government agencies – not including those pretending to be
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Unknown callers (including those not answered or hung up too soon) that were not scammers
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Any others (Specify)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99




INTRO TO TA1
ASK ALL 
I’d now like you to please think about any text messages received in the last 6 months, apart from those from family, friends or other people you know. <<We’d like you think about texts on all mobile phones you use. << please include your work mobile too - IF HAVE WORK MOBILE S2=CODE 2 >>. 
Just think about text messages for now.  <<We’ll ask about emails later - IF EMAIL S2=4 OR 5>>
Again, we just mean text messages (that is SMS) to your mobile phone account with your telco provider, so not including messages through apps such as WhatsApp or Messenger.
TA1	Have you received any text messages in the last 6 months from scammers, or people you suspect were trying to scam you?
IF NECESSARY: A scam is fraudulent activity which seeks to obtain, personal information, money or goods from an unsuspecting person.
IF YES, PROBE: Are you sure or fairly sure, or do you just suspect?
IF DON’T KNOW/UNSURE, PROBE: Is that because you don’t know if it was within the last 6 months or don’t know if you received such texts?
SR
	Yes – Sure or fairly sure
	1

	Yes – Suspect
	2

	No
	3

	Refused
	98

	Don’t know if it was within the last 6 months
	95

	Don’t know if received such texts
	99



ASK IF SCAM TEXTS in LAST 6 MONTHS (CODES 1-2 AT TA1)
TA2. 	How often in the last 6 months have you received these scam text messages? Would that be…READ OUT SCALE
[bookmark: _Hlk73712440]SR.
	Multiple times a day
	1

	Once a day
	2

	Multiple times a week
	3

	Once a week
	4

	2-3 times a month
	5

	Once a month
	6

	Less often
	7

	Refused (DO NOT READ)
	98

	Don’t know (DO NOT READ)
	99



ASK ALL
And thinking now about unsolicited texts messages that you don’t think were a scam.  [PAUSE] These are texts that you haven’t given permission for and don’t think are reasonable for the senders to contact you.  These might include sales, or marketing or spam. 
TA3.	How often, if at all, in the last 6 months have you received these unsolicited text messages that you don’t think were a scam from <<INSERT FIRST ORGANISATION >>? Would that be…READ OUT SCALE

And how about…. READ OUT NEXT ORGANISATION. REPEAT SCALE AS NECESSARY.
IF DON’T KNOW, PROBE: Is that because you don’t know if you have received in the last 6 months or don’t know how often in the last 6 months?
SR. ROTATE ORDER OF ORGANISATIONS. UNKNOWN SENDERS SHOULD ALWAYS BE LAST JUST, BEFORE “ANY OTHERS”
	 
 
Organisations – not scammers
	Not at all in last 6 months
	Multiple times a day
	Once a day
	Multiple times a week
	Once a week
	2-3 times a month
	Once a month
	Less 
often 
	Refused (DO NOT READ)
	Don’t know how often (DO NOT READ)
	Don’t know if received (DO NOT READ)

	Businesses promoting or selling something
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Charities
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Educational institutions
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Social or market research organisations seeking your opinion (not including this call)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Political parties or candidates
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Government agencies – not including those pretending to be 
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Unknown senders that were not scammers
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Any others (Specify)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99


 


INTRO TO EA1
ASK ALL WITH AN EMAIL ACCOUNT (CODE 4 OR 5 AT S2)
I’d now like you to please think about any emails received in the last 6 months, apart from those from family, friends or other people you know. Please include both personal and work emails – to any email accounts you use. Also, we only want you to think about emails which reach your inbox, do not include those emails that go straight to your spam or junk folders.
EA1.	Have you received any emails in the last 6 months from scammers, or people you suspect were trying to scam you?
IF NECESSARY: A scam is fraudulent activity which seeks to obtain, personal information, money or goods from an unsuspecting person.
IF YES, PROBE: Are you sure or fairly sure, or do you just suspect?
IF DON’T KNOW/UNSURE, PROBE: Is that because you don’t know if it was within the last 6 months or don’t know if you received such emails?
SR
	Yes – Sure or fairly sure
	1

	Yes – Suspect
	2

	No
	3

	Refused
	98

	Don’t know if it was within the last 6 months
	95

	Don’t know if received such emails
	99


 
ASK IF SCAM EMAILS IN LAST 6 MONTHS (CODES 1-2 AT EA1)
EA2.	How often in the last 6 months have you received scam emails? Would that be…READ OUT SCALE
SR.
	Multiple times a day
	1

	Once a day
	2

	Multiple times a week
	3

	Once a week
	4

	2-3 times a month
	5

	Once a month
	6

	Less often
	7

	Refused (DO NOT READ)
	98

	Don’t know (DO NOT READ)
	99



ASK ALL WITH AN EMAIL ACCOUNT (CODE 4 OR 5 AT S2)
And thinking now about unsolicited emails that you don’t think were a scam.  [PAUSE] These are emails that you haven’t given permission for and don’t think are reasonable for the senders to contact you.  These might include sales, or marketing or spam. 
IF NECESSARY: We don’t mean genuine work-related emails.
EA3.	How often, if at all, in the last 6 months have you received these unsolicited emails that you don’t think were a scam from <<INSERT FIRST ORGANISATION >>? Would that be…READ OUT SCALE
And how about…. READ OUT NEXT ORGANISATION. REPEAT SCALE AS NECESSARY.
IF DON’T KNOW, PROBE: Is that because you don’t know if you have received in the last 6 months or don’t know how often in the last 6 months?
SR. ROTATE ORDER OF ORGANISATIONS. UNKNOWN SENDERS SHOULD ALWAYS BE LAST JUST, BEFORE “ANY OTHERS”
	 
 
Organisations – not scammers
	Not at all in last 6 months
	Multiple times a day
	Once a day
	Multiple times a week
	Once a week
	2-3 times a month
	Once a month
	Less 
often 
	Refused (DO NOT READ)
	Don’t know how often (DO NOT READ)
	Don’t know if received (DO NOT READ)

	Businesses promoting or selling something
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Charities
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Educational institutions
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Social or market research organisations seeking your opinion (not including this call)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Political parties or candidates
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Government agencies– not including those pretending to be
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Unknown senders that were not scammers
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99

	Any others (Specify)
	97
	1
	2
	3
	4
	5
	6
	7
	98
	95
	99


 SECTION B: TECHNIQUES TO MANAGE UNSOLICITED COMMUNICATIONS
[bookmark: _Hlk73698556]
ASK IF SCAM OR UNSOLICITED CALL RECEIVED IN LAST 6 MONTHS TO EITHER HOME PHONE OR MOBILE (CODES 1-2 AT LA1 OR MA1) OR (ANY CODES 1-95 AT LA3 OR MA3)
CB1. 	Thinking now about all the unsolicited calls in the last 6 months, <<including scam calls and those that were not a scam, – IF ANY SCAM CALLS, CODES 1-2 AT LA1 OR MA1>> that you have received <<on either your mobile or home phone – IF HOME PHONE S2=1>>. 
Which, if any, of the following are ways you have managed these types of calls in the last 6 months?  

READ OUT.
MR. 
	Your number is listed on the Do Not Call Register (or you think it is)
	1

	Limited who you give your number to
	2

	Used the call blocking setting on your phone
	3

	Looked at the number and did not answer, or let it go to voicemail
	4

	Did not look at the number and did not answer, or let it go to voicemail 
	5

	Hung up during the call
	6

	Looked up the phone number online to find out more (Reverse Phone Lookup or google, etc)
	7

	Asked them not to call again or to be removed from their list
	8

	Made a complaint (Includes formal and informal complaints)
	9

	Anything else (Specify)
	96

	Did nothing (DO NOT READ OUT)
	97

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99





ASK IF SCAM OR UNSOLICITED TEXT MESSAGES RECEIVED IN LAST 6 MONTHS (CODE 1-2 AT TA1) OR (ANY CODES 1-95 AT TA3)
TB1. And thinking now about all the unsolicited text messages you have received <<, including scam texts and those that were not a scam - IF ANY SCAM TEXT, CODES 1-2 AT TA1>>. 
Which, if any of the following, are ways you managed these types of text messages in the last 6 months?  

PROGRAMMER DO NOT ASK FOR THOSE CODES MARKED BY ^ (OR BY * IF RESPONDENT DOESN’T HAVE HOME PHONE S2≠1) AND AUTOCODE BELOW IF MENTIONED AT CB1.

READ OUT.
MR. 
	Limited who you give your number to*
	1

	Used the phone number blocking setting on your phone ^
	2

	Based on the sender - ignored the text, or did not respond, or deleted it
	3

	Made a complaint (Includes formal and informal complaints)
	4

	Looked up the phone number online to find out more (Reverse Phone Lookup or google, etc)
	5

	Replied to text to unsubscribe with “STOP”, or other opt out
	6

	Anything else (Specify)
	96

	Did nothing (DO NOT READ OUT)
	97

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99






ASK IF SCAM OR UNSOLICITED EMAIL RECEIVED IN LAST 6 MONTHS (CODE 1-2 AT EA1) OR (CODES 1-95 AT EA3)
EB1. 	And thinking now about all the unsolicited emails you have received <<, including scam emails and those that were not a scam – IF ANY SCAM EMAIL CODES 1-2 AT EA1>>. 
Which, if any, of the following are ways you have managed these types of emails in the last 6 months?  

READ OUT.
MR. 
	Made a complaint (Includes formal and informal complaints)
	1

	Withdrew consent to future contact
	2

	Deleted the email
	3

	Blocked emails from them
	4

	Used the unsubscribe link or replied to email to unsubscribe
	5

	Used ‘report as spam’ function 
	6

	Anything else (Specify)
	96

	Did nothing (DO NOT READ OUT)
	97

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99





SECTION H: HARMS (IN LAST 6M)

ASK ALL WHO RECEIVED SCAMS OR UNSOLICITED NON-SCAM IN LAST 6 MONTHS (CODES 1-2 AT LA1/MA1/TA1or EA1) OR (ANY CODES 1-95 AT LA3, MA3, TA3 OR EA3)

Now thinking about all the unsolicited calls, texts, emails  <<, including scams and those that were not a scam,  - IF CODES 1-2 AT LA1/MA1/ TA1 or EA1 >> you have received in the last 6 months.
Which of the following describes how each of them made you feel. 
Different instances in that time may have made you feel different things, so please select all that apply.  
ASK ALL WHO RECEIVED SCAM OR UNSOLICITED NON-SCAM CALLS IN LAST 6 MONTHS (CODES 1-2 AT LA1 OR MA1) OR (ANY CODES 1-95 AT LA3 OR MA3)
CH1. 	Did any of the unsolicited calls <<, including scam calls and those that were not a scam, – IF CODES 1-2 AT LA1 OR MA1>> you received in the last 6 months make you feel…. 
READ OUT

ASK ALL WHO RECEIVED SCAM OR UNSOLICITED NON-SCAM TEXTS IN LAST 6 MONTHS (CODES 1-2 AT TA1) OR (ANY CODES 1-95 AT TA3)
TH1. 	Did any of the unsolicited text messages <<, including scam texts and those that were not a scam, – IF CODES 1-2 AT TA1 >> you received in the last 6 months make you feel……
READ OUT

ASK ALL WHO RECEIVED SCAM OR UNSOLICITED NON-SCAM EMAILS IN LAST 6 MONTHS (CODES 1-2 AT EA1) OR (ANY CODES 1-95 AT EA3)
EH1. 	And emails – Did any of the unsolicited emails <<, including scam emails and those that were not a scam, – IF CODES 1-2 AT EA1 >> you received in the last 6 months make you feel…
READ OUTMR
	
	CH1.
Calls
	TH1.
Text messages
	EH1.
Emails

	Distressed
	1
	1
	1

	Anxious
	2
	2
	2

	Annoyed
	3
	3
	3

	Vulnerable
	4
	4
	4

	Informed
	5
	5
	5

	Appreciated the offer
	6
	6
	6

	Neutral or no feeling
	7
	7
	7

	None of the above (DO NOT READ OUT)
	97
	97
	97

	Refused  (DO NOT READ OUT)
	98
	98
	98

	Don’t know (DO NOT READ OUT)
	99
	99
	99



SECTION C: CONSENT (GENERAL IN LAST 12M)

[bookmark: _Hlk72490590]ASK ALL
[bookmark: _Hlk74910729]C1. 	Now some questions about being asked if you agreed to be contacted for marketing purposes.  Including someone actually asking you, or in an online form, a competition, or as part of a loyalty program. 

At any time in the last 12 months, have you been given a choice if you agreed to be contacted by a business for marketing purposes?

IF NECESSARY: We don’t mean if you agreed, just that you were asked.

SR
	Yes 
	1

	No
	2

	Refused
	98

	Don’t know
	99



ASK ALL WHO HAVE BEEN GIVEN A CHOICE TO BE CONTACTED FOR MARKETING (CODE 1 AT C1)
C2. 	And when given that choice (if you agree to be contacted), how often were the terms and conditions about that contact either provided or explained to you?  Would you say they were…? 
READ OUT
SR
	Always provided or explained
	1

	Sometimes
	2

	Rarely
	3

	Never
	4

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99





ASK ALL WHO HAVE BEEN GIVEN A CHOICE TO BE CONTACTED FOR MARKETING (CODE 1 AT C1)
C3. 	How easy or difficult was it to find the parts of the terms and conditions that are about being contacted for marketing purposes?  Was it usually…? 
READ OUT
SR
	Always easy to find
	1

	Sometimes 
	2

	Rarely 
	3

	Never easy to find; or
	4

	You have not seen/been read those parts in the terms and conditions
	5

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99



ASK ALL WHO HAVE BEEN GIVEN A CHOICE TO BE CONTACTED FOR MARKETING (CODE 1 AT C1) 
C4. 	How much, if any, of the terms and conditions specifically about allowing a business to contact you for marketing purposes would you typically have read, or had read to you? 
READ OUT
SR
DO NOT ASK IF NOT SEE/NOT BEEN READ THOSE PARTS AT  (CODE 5 AT C3),  BUT AUTOCODE AS “NONE OF THOSE PARTS BELOW”

	All of those parts
	1

	Some of those parts
	2

	None of those parts
	3

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99






ASK ALL WHO HAVE BEEN GIVEN A CHOICE TO BE CONTACTED FOR MARKETING (CODE 1 AT C1)
C5. 	Still in the last 12 months, when you were given the choice to be contacted for marketing purposes, which of the following was typically made clear to you? READ OUT
INTERVIEWER TO CONFIRM IF CODES 1-4 NOT SELECTED: Is that because none of this information was made clear to you? 
MR
	Exactly who could contact you
	1

	Why they could contact you 
	2

	How long they were able to keep contacting you for
	3

	How you could tell them not to contact you again
	4

	(CONFIRM IF NO CODES ABOVE SELECTED) None of this information was made clear to you (SR)
	5

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99




ASK ALL
C6. 	Of all the unsolicited marketing calls, text messages or emails you may have received from businesses in the last 12 months, which one, if any, of the following best applies to you? You agreed to be contacted……READ OUT

IF NECESSARY (ONLY TO BE SHOWN FOR THOSE ≠ ANY CODE 1-95 FOR “BUSINESSES PROMOTING OR SELLING SOMETHING” AT LA3/MA3/TA3 OR EA3): Earlier you mentioned that you did not receive any unsolicited calls, texts or emails from businesses promoting or selling something in the last 6 months. This question is asking about the last 12 months.
PROGRAMMER: DO NOT SHOW CODE 97 IF ANY CODE 1-95 FOR “BUSINESSES PROMOTING OR SELLING SOMETHING” AT LA3/MA3/TA3 OR EA3.

SR
	For all marketing you have received
	1

	For some -  and sure you did not agree to the rest
	2

	For some -  but not sure about the rest; or
	3

	You agreed to none
	4

	Did not receive any unsolicited marketing from a business in last 12 months (DO NOT READ OUT)
	97

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99




ASK ALL 
C7. 	In the last 12 months, have you asked a business to stop contacting you for marketing purposes - by either an unsubscribe or stop function in an SMS or email, or saying in a call or in person that you did not want to be contacted again?  
SR
	Yes 
	1

	No
	2

	Refused
	98

	Don’t know
	99



ASK ALL WHO TOLD A BUSINESS TO STOP CONTACTING IN LAST 12 MONTHS (CODE 1 AT C7)
C8. 	How easy or difficult was the process of unsubscribing? Was it…

IF NECESSARY: We do not mean if it worked, just how easy or difficult the process itself was. If you have unsubscribed on more than one occasion how easy or difficult is it usually.

READ OUT
SR
	Very easy
	1

	Somewhat easy
	2

	Somewhat difficult
	3

	Very difficult
	4

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99




ASK IF VERY EASY OR SOMEWHAT EASY OR DON’T KNOW AT C8 (CODES 1 OR 2 OR 99)
C8a.    Have you ever had difficulty with the process of unsubscribing in the last 12 months? 
            	IF YES: Was it very or somewhat difficult?
IF NECESSARY: We do not mean if it worked, just how easy or difficult the 	process itself was. 
READ OUT
SR  
	Yes - very difficult
	1

	Yes - somewhat difficult
	2

	No - never found it difficult
	3

	Refused (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99




ASK ALL WHO TOLD A BUSINESS TO STOP CONTACTING IN LAST 12 MONTHS (CODE 1 AT C7)
C9. 	Have you had any instances where you have still been contacted by those organisations?   
[bookmark: _Hlk73013350]SR
	Yes 
	1

	No
	2

	Refused
	98

	Don’t know
	99




ASK ALL 
C10. 	Do you feel you have control over how your data can be used by businesses to contact you to sell or promote something? Would you say you …?  

IF NECESSARY: We do not mean for other uses of your data (just in regard to it being used for selling or promoting by businesses). 

READ OUT
SR
	Always have control
	1

	Sometimes
	2

	Rarely
	3

	Never have control
	4

	Refused  (DO NOT READ OUT)
	98

	Don’t know (DO NOT READ OUT)
	99



ASK ALL 
C11. 	Would you like more control, or do you have enough control now over how your data is used by businesses to contact you? 
SR
	More control
	1

	Enough control / OK the way it is
	2

	Refused  
	98

	Don’t know 
	99






CLOSING DEMOGRAPHICS

ASK ALL
Now, some final demographic questions to finish off.

ASK ALL
D8. What is the highest level of school or higher education you have completed?    
DO NOT READ OUT UNLESS NECESSARY 
SR
	No formal education
	1

	School up to Higher School Certificate/Leaving/Year 12/6th Form
	2

	TAFE/University/some other tertiary qualification
	3

	Something else (specify)
	96

	Refused
	98

	Don’t know / can’t say
	99




ASK ALL
D9.  Which of the following best describes your personal working situation?
READ OUT. 
SR
	Employed full-time
	1

	Employed part-time
	2

	Employed – variable or casual hours
	3

	Unemployed
	4

	Retired or on a pension
	5

	A full-time student
	6

	Engaged in home duties
	7

	Other (specify)
	96

	Refused (DO NOT READ OUT)
	98

	Don’t know / can’t say (DO NOT READ OUT)
	99





ASK ALL
We are now going to ask a question which may be sensitive. If you do not wish to answer please let me know.

D10. What is your household’s combined annual income from all sources, before tax... Would that be under 60 thousand dollars or over? 
SR
	Under 60 thousand
	1

	Over 60 thousand
	2

	Refused
	98

	Don’t know / can’t say 
	99



IF UNDER $60,000 AT D10.
D10a. Would that be…READ OUT. 
SR
	Under 20 thousand dollars 
	1

	20 to 39 
	2

	40 to 59
	3

	Refused (DO NOT READ OUT)
	98

	Don’t know / can’t say (DO NOT READ OUT)
	99



IF OVER $60,000 AT D10
D10b. Would that be…READ OUT. 
SR
	60 to 79 thousand dollars 
	1

	80 to 99
	2

	100 to 149
	3

	150 thousand dollars or more
	4

	Refused (DO NOT READ OUT)
	98

	Don’t know / can’t say (DO NOT READ OUT)
	99



	INTERVIEWER INFORMATION:
	UNDER $20,000 PA IS UNDER $384 PER WEEK
		$20,000-$39,999 PA IS $384-$769 PER WEEK
	$40,000-$59,999 PA IS $770-$1,154 PER WEEK
	$60,000-$79,999 PA IS $1,155-$1,538 PER WEEK
	$80,000-$99,999 PA IS $1,539-$1,923 PER WEEK
		$100,000-$149,999 PA IS $1,924-$2,884 PER WEEK
	$150,000 OR MORE PA IS OVER $2,885 PER WEEK


ALL

THANK AND CLOSE
That was the final question. Thank you very much for your assistance. May I just confirm your name and telephone number? Sometimes my supervisor needs to ring back and check my work. [CONFIRM DETAILS]

This research has been conducted on behalf of the Australian Communications and Media Authority and in keeping with the Australian Privacy Principles, the industry Privacy Code and the market research industry’s Code of Professional Behaviour. 
Our privacy policy is available on our website (http://www.enginegroup.com/apac). This policy explains how you can access or correct your personal information, the process for making a privacy related complaint.

IF REQUIRED: If you would like to check any of these details further, I can direct you to the Australian Data and Insights Association website or if you have any queries you can call Engine directly. Would you like either of those contact details?
IF YES, SAY: The website is https://dataandinsights.com.au/ or if you have any queries you can call ENGINE on (03) 8639 5200. ACMA’s website is www.acma.gov.au.

IF RESPONDENT WORRIED THEY MAY HAVE BEEN SCAMMED OR WANT TO KNOW HOW TO BLOCK COMMUNICATION:  I can direct you to the ACMA website at:  https://www.acma.gov.au/spam-and-telemarketing
or ACCC scamwatch:  https://www.scamwatch.gov.au/

IF RESPONDENT WANTS TO REGISTER ON THE DO NOT CALL REGISTER (DNCR): If you would like to register your phone numbers on the Do Not Call Register, please go to https://www.donotcall.gov.au/

Just to remind you my name is <<INTERVIEWER NAME>> and I’ve called from ENGINE.

Thank you very much for your time.
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