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With our strong commitment to 
helping the telecommunications 
industry improve its record in this 
regard, the TIO is now actively 
working with industry through a 
new initiative – connect.resolve 
– a strategic TIO campaign, 
launched in November by the 
Federal Minister for Broadband, 
Communications and the Digital 
Economy, Senator Stephen Conroy. 

connect.resolve is designed to 
assist service providers connect 
effectively with their customers, 
and resolve their concerns fairly 
and efficiently.  It highlights 
a collaborative approach to 
improving customer service and 
complaint handling procedures, 
with the TIO actively working 
with industry players on a number 
of fronts – as always, we are here 

to work with them to help  
their customers.

Over the course of the next six 
months, we will closely monitor 
developments - examining 
complaint trends, undertaking 
concise and useful analysis of 
the data, and providing reports 
to our largest members (who 
understandably, in line with their 
customer numbers, typically 
generate the largest number of 
complaints). We want to work 
closely with service providers  
and encourage them to develop 
ways of alleviating these 
customer concerns.

Industry regulators also have a 
role in connect.resolve, and we 
will keep them regularly informed 
of important trends and details as 
they emerge from the data. Our 

goal is of course to see a clear 
decrease in the growth rate and 
in the overall number of these 
types of customer complaints. 
Over the medium to longer term, 
we hope to see this reduction 
in complaints as a trend across 
the broad range of complaint 
categories we handle at the TIO.

Members assure the TIO that  
they take customer complaints 
and concerns very seriously –  
we hope to see evidence of this  
in the data, on which we will 
report publicly at the conclusion 
of the campaign.

More information on the  
connect.resolve campaign,  
which runs until 30 June 2009,  
is available at www.tio.com.au

The TIO’s campaign for better customer service  
and complaint handling practices – connect.resolve

The TIO’s complaint data over the past three years consistently shows increases in complaint 

volumes in two basic but fundamental areas - customer service and complaint handling.
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At the connect.resolve launch in Melbourne on November 21 are Anne Hurley, CEO Communications Alliance; Larry Kestelman, 
CEO Dodo Internet; Deirdre O’Donnell, Telecommunications Industry Ombudsman; Senator the Honourable Stephen Conroy, 
Minister for Broadband, Communications and the Digital Economy; and Ravi Bhatia, CEO Primus Telecom.
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Ombudsman’s Overview
In recent years, the TIO has gathered and examined complaint data 

which reveals consistently high volumes of complaints about poor 

customer service and inconsistent complaint handling practices in the 

industry. This needs to change.

So, in November, we launched connect.resolve – our strategic campaign for better 
customer service and complaint handling, to encourage service providers to really 
connect with their customers and resolve their concerns fairly and efficiently. 

With the support of the Federal Minister for Broadband, Communications 
and the Digital Economy, Senator Stephen Conroy, connect.resolve is now 
rallying the industry with a distinctly collaborative call to action – one that 
acknowledges that poor customer service and complaint handling outcomes 
are letting us all down, and diverting resources away from more serious and 
complex issues. It is an approach which recognises that these are relatively 
simple problems, and easy to fix.

Common complaints stem from customers:

•	 being given wrong or unhelpful advice

•	 having difficulties in contacting their service provider

•	 experiencing rudeness or other discourtesy, or 

•	 not receiving any action from their service provider after 
straightforward requests, such as cancelling a service or updating  
an address.

And then there are too many complaints that service providers:

•	 failed to do what they specifically undertook to do

•	 failed to internally escalate the complaint when the customer  
clearly remained unhappy

•	 did not acknowledge written complaints, or 

•	 did not advise customers of the outcome of their complaint.

Early indications from our largest member organisations and other key 
stakeholders are that they support this initiative, and that TIO data on 
customer service and complaint handling issues can provide really useful 
information about their customers.   

We have committed to providing monthly data and analysis of complaint trends 
to our largest members, to shine a light on problem areas needing attention. 
Designed to help them track their performance in these areas in some detail, 
we hope that these regular reports will assist these service providers develop 
their own action plans to address the problems highlighted by the data.

We also hope an encouraging picture will emerge of significant improvements 
in these areas.

As in other aspects of our work, with connect.resolve we are saying to all our 
stakeholders that we are listening to consumers’ concerns, and working with 
service providers to improve industry practices.

 
Deirdre O’Donnell
Ombudsman

Om
budsm

an’s Overview
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Casenotes of poor customer service 
or complaint handling practices

The following scenarios are taken from real complaints recorded by the TIO, 

essentially expressed in the complainants’ own words. The identities of 

service providers and complainants have been changed or masked.

Marta tells her story…

I called them again today (Friday) about my phone problems.  It basically 
went around in circles. I was transferred three times, only to be told that I 
have to wait until Tuesday when they will speak to the TIO, even though I 

already told them that I'm acting on advice from the TIO.  This phone call with them 
lasted for one hour and twenty minutes.  They (the three people I spoke to) kept on 
telling me that the problems I've encountered are all separate…

and Anan…

I am contacting you again due to a lack of response from them. I have delayed doing 
so as their officers keep telling me someone will ring me. So I wait, and give them the 
benefit of the doubt. However my patience has now run out…

and Stacey…

Phone centre staff are a lucky dip, it seems. After the five or six people I spoke with 
in the past two days, including a manager named "Paula" whose word is worthless 
because she doesn't keep it, I encountered one useful staff member this morning who 
did keep her word, and I am now pleased to report my phone has been reconnected, 
and there's therefore no need for further action. Thank you all the same. It's reassuring 
to know you’re there…

and Amira…

I spoke with them regarding unsolicited premium SMS's. I had conversations with 
four different operators who all gave me different advice. I then spoke with a helpful 
operator who told me to pay the bill in full and he would contact the SMS provider and 
arrange a refund.  I made the first contact in March 2008. I would like them to take 
some responsibility in this, because their logo is on top of the bill, but most of the 
time they have just been very rude and unhelpful…

and Nam…

I telephoned them on many occasions (20-30 calls on record) in a period of six 
months, waiting for around 40 minutes before anyone answered the call. The personnel 
were not very helpful and one employee told me she gets 400 calls a day from irate 
customers like me, with her response being – “what do you expect me to do?” – and 
she hung up on me. The calls were made during my working 
hours as I could not get through after 6.00 pm. As I spent 
a lot of time on the phone trying to get through and each 
call taking approximately 40 minutes, I got a reprimand 
from my manager, which is now on my record...
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Investigations Update

The TIO received 89,391 complaint issues in the September 2008 quarter, a 19.4 

per cent increase on the 74,895 complaint issues logged in the previous quarter.  

In addition, the TIO received 9,850 complaint issues under the Mobile Premium 

Services Industry Scheme, up from 8,694 in the June 2008 quarter.

A total of 34,734 issues were about mobile services, 32,226 concerned landline 

and 22,431 were about internet services.

June 2008 quarter  Total issues 28,005
September 2008 quarter  Total issues 32,226
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Landline service 
complaint issues
Bars represent percentage, 
numerals indicate totals

June 2008 quarter  Total issues 27,550
September 2008 quarter  Total issues 34,734
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Mobile service 
complaint issues
Bars represent percentage, 
numerals indicate totals

June 2008 quarter  Total issues  19,340 
September 2008 quarter  Total issues  22,431 
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June 2008 quarter  Total issues  8,694 
September 2008 quarter  Total issues  9,850 
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Services

MPSI Services

Billing and Payments

Billing and Payments accounted for the largest source 
of complaint issues in the September 2008 quarter 
(22.7 per cent of all TIO complaint issues).  Of these, 
41.1 per cent related to mobile services, 34.5 per cent 
to landline and 24.4 per cent to Internet.

As with previous quarters, complaint issues relating 
to disputed usage charges accounted for the largest 
number of Billing and Payment complaint issues 
(37.9 per cent), with 7,690 complaint issues.

Customer Service

Customer Service complaint issues accounted for 20.4 
per cent of all TIO complaint issues for the September 
2008 quarter. Mobiles accounted for 39.1 per cent of 
all Customer Service complaint issues, followed by 
landline (35.2 per cent) and internet (25.7 per cent).

Complaint issues relating to claims that suppliers 
gave customers inaccurate and/or inadequate 

advice were the largest source of Customer Service 
complaint issues, at 39.7 per cent. The next 
highest related to claims that suppliers had not 
actioned the customer’s request (30.8 per cent).

Complaint Handling

Complaint Handling accounted for 12.4 per cent  
of all complaint issues, against 10.6 per cent in  
the June 2008 quarter - an increase of 3,169 
complaint issues.  Of the 11,079 Complaint 
Handling complaints, 39.2 per cent related to 
landline services, 35.7 per cent to mobile services 
and 25.1 per cent to internet services.

Complaint issues about an alleged failure of 
suppliers to act on undertakings made to customers 
accounted for 38.2 per cent of all Complaint 
Handling complaints.  The second highest Complaint 
Handling category (18.1 per cent) related to the 
alleged failure of suppliers to advise dissatisfied 
customers of the TIO’s existence.

News Briefs

TIO Annual Report
The TIO Annual Report for 2007/2008, launched in 
October, noted a record increase in the number of 
complaints over the last year, with the TIO receiving 
almost 150,000 complaints from consumers and small 
businesses who could not resolve a problem with their 
landline, internet or mobile phone service provider.  
Customer service complaint issues led the landline and 
mobile service categories, and were second only to 
billing and payments complaint issues in the internet 
category. For more information, see the complete Annual 
Report at www.tio.com.au/Publications. 

New Communications Alliance website to 
inform consumers about mobile premium 
services – 19SMS
In November, Communications Alliance launched a 
web-based “one-stop-shop” – www.19sms.com.au – to 
provide consumers with a comprehensive guide to 
Mobile Premium Services. 19SMS, which incorporates a 
range of useful features, is designed to help consumers 
make informed decisions when choosing to subscribe to 
Premium SMS and MMS delivered through their mobile 
phones. For more information, visit www.19sms.com.au
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Chairman 

Mr John Rohan Vodafone
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Farewell to Council Members  
Trudi Bean & Neil Mounsher
In November, the TIO said farewell to two of its valued Council members,  

Trudi Bean and Neil Mounsher.  

Trudi, a senior member of the Singtel Optus legal team, is moving to take up a 
position with the Department of Broadband, Communications and the Digital 
Economy.  Having served on the TIO Council for more than 2 and-a-half years, 
Trudi made an enormously valuable contribution to the TIO Scheme.  Her 
expertise in regulatory and legal matters, as well as her extensive knowledge of 
the broader telecommunications industry, meant her contributions to Council’s 
deliberations were always significant, balanced, and incisive.  We wish her well 
for the future.  

Neil is one of the TIO’s longest serving Council members, having been appointed 
in March 2003.  Neil brought a wealth of industry experience to the TIO Council, 
having worked with Telstra for more than 35 years in a number of engineering and 
managerial roles.  Neil has shown a great deal of integrity and commitment in all 
his dealings with the TIO, is well known to many of our staff, and has always been 
a welcome visitor to the office.  He has been part of the TIO’s journey, as we have 
grown and developed in response to demand, and has always made well-considered 
and constructive contributions.  It is with great regret that we see him conclude 
his term on Council. 
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