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Telecommunications
Industry
Ombudsman

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

At the connect.resolve launch in Melbourne on November 21 are Anne Hurley, CEO Communications Alliance; Larry Kestelman,
CEO Dodo Internet; Deirdre 0'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:
e being given wrong or unhelpful advice
e 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:
e failed to do what they specifically undertook to do
e failed to internally escalate the complaint when the customer
clearly remained unhappy
e did not acknowledge written complaints, or

e 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.

OQ/Q M
Deirdre O’Donnell
Ombudsman



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 TI0. 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.

Landline service
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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 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

10,000

9,850 | 100%

8,000

8,694 | 100%

6,000

4,000

2,000

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 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.

June 2008 quarter Total issues 8,694
September 2008 quarter Total issues 9,850

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.

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

TIO Talks Issue no. 41 Summer 2008 page 5



Jajsued] pue ‘AaeALld ‘ss22dy pue ‘AJLjLqestq sapnjouL 1dylQ v

Butuotsinolg pue “AaeALld ‘sS220y pue ‘spiedauoyd ‘A3LjLqestq ‘s911032a1q SapnjuL 1aylQ #

55920y pue pue ‘sauoydAeyd ‘spiedauoyd ‘A3LjLqestq ‘saLi0329itg SaPNIIUL IBYIQ «

92udd1) JaLued spjoy = (2 ) Jayjo = (0) Japiaoid 3dLAIRS JPuIRIUL = (1) Japiaoid 9I1AIRS Buoydalel = (3)

22udd1] JaLIed sploy = (2)
19y30 = (0) 1apraosd 2d1AIBS JaULRUL = (1) sapLaoid 3d1AIaS duoyda)ay = (3)

0 T A 0Ly 81y [ (9) (3) pastwiy eyenysny suojepop| 29 [z t u [t Jeov Js o et Jo Jo Jo Jo Jo Jo Jo Jo Jo J»s Jo o Jo Je Jo [t [ Js [0 Jsv [ouz (183) p11 fad 10u3sap]
(3P| [z19 ¢ z ot |19 [vit e o6 [ter [svi'Elor  [ev  [eev [ove |ser [uzy [uee Jov9 [T o 0 1 0 0 0 0 o [0 o [ese () (3) panwiy eyei3sny auosepoy
0 £ & GABM fad (enenisny) SUGOW UIBMA| - errrzie o7 [igs [tez |ros |se  Jsse [sic [626'Ejez L |eee |ese |rev ot [sse |5t [reiile st ¢ Jelv |59 ez |or |zt Jee |r8 [oezs (1°37) P31 fad (eieaasny) a1iqow utbay
g @ & 9vse |mdiog CY@vopeodioyensil| &=t |5 |t o s & o o b o b o o o Jo o Jo o Jo o o o Jo P Jo o e () (13.3) P31 A3 eqesisny pamun)
0 1 22 0¢ eg P11 K1 WS_US.EEEOW__M%W w o o | L z 8 o1 £ o € 0 2 T o o T 88 |z 3 S ot [t | |t € 9 2z |9gT (2) (133) suoyzesrunwwo) jezide) [ysued]
o 5 T < 20 ) poviwr Kaq oniqow smdwrs| (992 |22 [y e6t [co1 oyt [6  [por feer ey [y et 8 [6 8 o [t |» [ev [z Jz¢ o for s [¢ [z s [ Jor |os8 (1) P11 Mad 30us03u1 94|
0 B € 0¢ e @) poaur Kgonqowpiemay| 0 [0 0 Jo Jo o Jo Jo Jo 8 Jo Jo o Jo Jo Jo Je Jo 2o Jo Jo Jo Je o fur T J¢ o st ot () P11 R34 Butped] piog sewoy]
) 0 3 268 006 YW prikgongowsmdg] |9 0 Jo o Jo Jo o Jo Jo  Jweoor[9ez |26  |2£0'T [60€'T [200°2 |#81'T [1€1°2 [109°2 Joseor [209 [696'T |52y |€/8°T[€66 |81v'€ 689 |€812 [TOE'T |L6v'€ [ussez (5) (3) uonjeiodio) ensia]]
) 7 0 0F R (0) p1] g wodaeL gui| [7£9°9s91 1oy [t18 [oe8 [18€'Tlvsy [e80'1]ogstlo o o o Jo Jo o fo Jo Jo o o Jo Jo Jo Jo Jo Jo Jo Jo [n99 (1) puog Big ensial]
0 1 92 oLy 16% | (0) P31 A3d eeissny o¢ uostyoiny| |9 T 0 0 0 2 0 2 0 7 0 0 0 0 0 0 T € 152 |0 4 2 2z |89 G€ [y |12 113 95 092 (1) p11 Aad amg 0913
0 0 Z 08 28 O spww] € o Jo Jo Jo t o | Jo Jo o o o Jo Jo Jo Jo 9 s Jo Jo Jo [z ]z o f Jo ¢ Jpo (183) P11 34d dy12ed 1]
y19he7 | € 1997 | 2 19A97 | T 19A91 | 1e30L T o o Jo Jo [t Jo Jo Jo Jo Jo Jo Jo o Jo Jo Jo Jo vt o Jo Jo Jeg e [er s [iw [z g Jewr (183 p31 34 uonedUNWIWO93]3) Jupds)
S o o [ o o 0 B z ve [0 0 € € 6 € 9 ot [ev Jo o z S T 1 [z z € 1 |28 (3) Auedwo) auoyg uiayInog
669°'T[sT |8y |co1 [tez [18¢ [sor [ece [oty [90T'y[te sz oez [66S [1S6 |sSv |cLG |eee’T|L62z |y |05 |L  |90T |v61 [evvy |8y [ive |siz |ez8  [2018 (133) p11 A14 suoygestunwwo) Jnog
R o 0 0 0 0 o o R et [p1 o Js6 [rer Joer [evr Jo o o 0 0 0 0 o 0 o o LLS (3) pasuwiy Aad a11qol SMAWIS|
(19psenb ay3 104 pabbO) oo o o o o o o o o o [ m it 5t B &t o b b o o o b b b b b @ (3) paaiuin A3d 211G0W piemay
sjuLe)dwod oW 10 GZ PIALIIAL JeY) SIqWIdW [BOL |91 [ss et oL [est [te ot |so ps U e sy ;w9 Jo et lserely  [p9 o |soz |z g8t [ie  [sor Joor ez [tv6E | () (13%) uﬁjv?_ SUOLRILUNWIWO0)3]3) 2“_5
681 ot 8 [sz g1 v Jo ee v J6rt o ¢ J¢  Jer sz [ [s¢ sz Jsze ¢ [t [ [re Jor Je9 Jo9  Jee oz Jro [es9 1) P11 suoyedLuNWwod3]3) 3)doay
sapn)aUI) 8002 Jaquaidas o - 800z AInr 1 026 [s€  Jrs ozt Joer [0z ps fe€r ez o o Jo o o o Jo Jo o [ez6z e sy 59  [evy Jorz [ez9 Jove [ece o1z [tos  |6%6€ () (3) p11 Mg syioman snido
o o o o o o o o o 5%9°9|58T |9/  Joz6 |58 |6IS'T |665 |¥E0'T |L€¥'T |0 o o o 0 0 0 o o o o 5799 (2) (3) p11 Aad a11qop smdo|
wL6T|se  |eL  oce |1y [1sv Jeer |62 ey o o o o o o o o Jo 0 o o o o Jo Jo Jo o o Jo [|uer (1) p31 A4 puegpeoig snydg
80z [0 [iv € [z [ty |8 e ov 0 o o o o o o o Jo [#9 |t Jet o Jor v |z ¢ s [ oz etz (1) P31 A3d swa3shs aupug adedsiaN
0o o Jo Jo o o o o o o Jo Jo o o Jo Jo Jo Jo pz Jo Jo Jo e Jo Joz o fr J& Jo [m () P11 Ad 12Lu013eN
» o Jo Jo Jo & o g o Jo Jo Jo Jo o Jo Jo Jo Jo Jes o Jo Jo [ixt [er it ¢ g Jo et [ts (183) P11 A1d duo4 33N A
o o o o o o o o o €2 ¢ z 8y [z o5 |t 8 8 o o o o o o o o o o o €L2 (3) p11 K14 burresadg priomayigop|
o o [0 o o o Jo o o o Jo o o Jo o Jo Jo Jo s o & [t Jeot |8 |t Jo Jor [t st |9 () (3) p11 Md puegpeoiqiy
18 0 o J¢ Jot vz o [t e Jo Jo Jo Jo o Jo Jo Jo Jo o o Jo Jo Jo Jo o Jo Jo Jo Jo |8 (1) yaeuuay uoser ‘Keyo
o Jo Jo o Jo Jo Jo Jo Jo Jese v ¢ Jer Jee o8 [es [es Jort Jor _Jo Jo o [z & Jo Jo Jo Jo o [e9g (0) P31 R3q wod2y3y gul
2 o Jo Jo Jo [t Jo Jo [t o b I T o & o Jo |t [est Jo [t o v ez [ee s Jix [t ez tot (183) P11 Mad 123u0y
G €1 l6e a1 81 [v a1 s o o o o o o o o o €1 |0 o o s o B i 3 o 3 vst (1) P11 Aad swasshs apoulaguy]
wvy ;1 sy Jsor S5 o6 6 Jor o8 o o o [0 o Jo Jo o Jo Joog ¢ [eg ¢ Jsor [yt | [sv [ |r  |ov |wwL (1) 133Ny
€66 |1 ¢ [oy1 |01 [ev1 [vor a8t [e0¢ [L0s'Sles [t [err'T 8o 596 |62y [e26 |svetjo o Jo Jo o o Jo o Jo Jo Jo  [oose (0) P11 R34 eiRaIsnY 9¢ uosIyINY
dudy LI POy =(2) g9 Jor [t oot oot Joer ;1 69 vt 89 [Tt |7 [t et |z |8 [z [e8L |ot Jee |t [t6 Jez [wr [1s st Joc [sic 8wl () P31 R34 enessny qe3oo)
12430 = (0) Japiroud dtnsas JousauL = (1) Jepiroid dinesauoyda A=) o o o o ¢ o o s o o [ Jo |z o o |z [08s o Jo o 8oz |st Jesz |z s oz |t |68s (3) P11 K1d 199UU0293103
98 ¢ v sz otz o J¢ i Jo o o o Jo Jo Jo Jo o Jog o & Jo ix o s g | o [t Jour (1) P31 Rad 1939%3
. . w bzs o Lz los lez |2 us Esmw%‘ uwu_w__.m 91z |8 € 2z oz Jue e oy iz o o o o 0 o o o o 9LT [ o v € 0z 61 Jes e |t g€ [e6g (133) p11fad 18143
: gy 0 _fo o fo Jo fo Jo Jo Jo oz v | g Jm oo ez Ju Je9 Jo o Jo fo Jo Jo fo o Jo o Jo [z () P31 Rad pa1p3
P11 Mg (enesjsny) | [PZET[9T Jor  Joor [zt [ter o5 otz Jove 862 |8 [or |sT e [t [2L a5 |06 [2§9 |z [ez st Jev [8z oot |z |e8 |ez  |yiz |veie (1) P11 Mg eyensny opog
0 v 8 |e8t o |5 Jog |or |z |vie LYY o P O O 2 O O O O O T O O O A O O O O 7 O A O A O A R O A T (183) P11 K14 eyenIsny Japuewwo)
)@ Jor Jo o g | | T : s e P o Jg o e o |z L 162 0 ¢ g s [s¢ e oz pe s Jer  [wE (133) 11 A1d (3sny) swodajay teay)|
L |¢S |eer |8s6e|s  |8T |5 |980T|. 981y | uoneiodiod eASLI g loJor it et ¢ Jet iz 0 0 o o 0 o o o o Jo o o Jo o o o o o o Jo |se ) (1) p1 3008y
B o T o o o o o P o o [t b Jo o st s p [t ¢ ¢ [ b o |t s (1733) p¥1 A3d Tie0pIe)
0 O T R €9 |est |0 |99 T nos| [rzr o ) £ [e s s 12 tz o o T T o & i o T 1€ o T ) 6 ) 6 T 3 H L 8sT (181) p171 A1d suonjeladp woda)s) z31g
@ paywny| [0 o 0 0 0 0 0 o o i o o o ) ) o B T €61 |0 o B 0 0z |8 95 [t ez [y |6 (2) (1733) p31 K34 wod3)3] pue 32uta3u 153g|
0 |s & |z jo jo jer |62 |0 |€el |MdenqowsmdnIs) p o o g o o o o 8 P P o f o |t [ JF J& o o o F et J&r T 5 P s s (3) p11 fad swodajay sixy|
L L e o (o [ fg gsm_w,_wwﬁﬂ L z £ e oe [0 z 2 o o o o o o o o o 2t o o 0 9 0 s B o o o 68 [ (9) (183) p11Aad SHOMIBN 21eALJ URLRIISNY|
e e P P o o[ fo ke e B g profor fes o o o s for f6 ¢ Jo Jo fr mu (183) suoyedrunwwo) Jeis eljesisny)
o loz |z losotlz |z |ver lses |5 |voor| Aad onqowsmdo| 862 6t ot Jov Jre Jt6 o Jee Jos o o Jo o o Jo Jo o Jo [ o Jo Jo gz Jo g o o Jo Jo [zo€ P11 14 SU013N0S 32UIIU] BLjRIISNY]
© () P11 A4 s9d1A19g|
o |t o [ o s |s oz o sz fadqwodspprgu| [ o |2 o Jo ¢ o o o [t o o Jo Jo Jo |t o Jo 86 o jo |9 g |t 1z Pt |6 | |z [eoT UOLJRWIOJU] PUB UOLRILUNWIWOY UOL)SY|
©pn| |85 |o € 9 BGER L 6 [0 o o 0 0 Q 0 o o [8r o 3 o 3 € L o € 0 E €L () (1) p11 Aad s10m3aN 01BNy
. L [0 o P wwmcwmmwm__n 6 [t 91 sz |6 a v 6 1o 0 0 0 o o o o o k2 o 7 o o 0 0 0 o o o 66 (1) 11 A1d wepy]
e v Tee T Tz Ttz Tre To Teer | G) gy pE vy € o 1 o 0 1 0 0 T 67 |1 o 6 2 S S 21 st [eg [z 0 0 0 T ¥ T y 9 1 |v8 (1733) 11434 2y12ed NIV
B 2 =2l o 2 = REARTRERRE J ets Joe Joe |urr [t [evt [89 a9 [eor [wst s ¢ |8 [tz [t |pe Jer ee  [eesr|er [tor Joz ezt e [see o€ |61z |86z |€9s |6692 () (189) P11 LdVY]
S|EB| S| S| &8 5|82 g 5|5 |&| 2|8 &8|5 |5 |e|s|&| 2|2 |&|&58|&8|E|=|5|8|E|&|&8|&8|8 |28 |8|c)|4
285 g|=| 2|8l s = S I R - T - B B O G - T I - 2| = SISl s | 2| 8| &=
S|SS| R|E| 2| E|E|0|R = S|lg|s|°|=| 8 S| 2| g|° 3 3 s | 5| S| g E
|72 8|z 2 8|=| 8 £ E|E| & £ (= £ 5| = R & S| E|E|[=]2|®
&3 S| S| 5| 3| 2|8 53 =8| = = =8| = = 5 2] S| == &
glE|&|°|8]< el 3|3 £ g 3|3 2 (s S| 8| E|8| 8
=} (=}
aWaYS ISdW JauIU] 31q0W auy pueq
(1934enb By3 104 pabbo) sjuLe)dwOod BI0W 10 GZ PAALDIDL (4934enb 3Y3 10y

ey} slaquiaw sapnjdul) 800z Jaqwaidss o€ - 800z AnC T pabboy sjute)dwod a1ow 10 G2 PaALRIAIL JeYY SI9QWAW SIPNJIUT) 8002 1aqwaldss o€ - 8002 AInC T

TIO Talks Issue no. 41 Summer 2008 page 6



92udd1) JaLIIed sploy = (2 ) Jayjo = (0) Japtaoid 9d1AIBS JBuULRIUL = (1) Japlaosd DILALRS Buoyda)al = (3)

0 0 T 29 €9 (13°3) P31 Rad 30U3sam

@ 01 LL €8T 296°T (2) (3) pa3twi] eresIsny suosepop

0 91 122 8212 TLE? (1 33) p11 A4 (enenisny) ajiqop utbuip

0 0 0 0€ 0€ (9) (13 3) P31 A3d eneaIsny paimun

0 @ 8 09 0L (3) (1)83) suorjestunwwo) jerde) |Jysuel]

0 v €1 0%y LGY (1) p31 A4 30uI93UT 941

1 2 1 LE 174 (3) a1 A1d butpesy pioq sewoy]

9¥ 82y 0501 06%'21 %10'Y1 (2) (3) uorjesodio) e13s)aL

*J9pJo jed13aqeyd)e uL pajst) aie siaquaw ay| ‘id3Jenb 2 32 €81 26TE 28¢€’e A VE puod big enisial

0 € 9 921 SET 1) p31 R34 amg 02191

8002 Jaqwaidas ay3 uL wayj ysutebe pabboy sjutejdwod 5 7 : o o (7% 3) PYT 31d SU0EIToL

2l0W 10 G2 Yilm sisquaw uo u\_oaw\_ SJL3stle}s 9say ] 0 0 m 69 174 (133 p37 A34 uoLedIUNWWOI9)3) JuLidg

0 1 1 2y Y (3) Auedwo) auoyq usaynos

‘1997 1€ Aj91eLpawwl pasted 0 Y5 8¢ Ger’e L05°E (133) p11 K34 suogedstunwwo) Jnog

: ) : 0 L 0% 6€2 982 (3) paytwty A34 a1tqo sndwIs

91043.49Y3 aJe pue burwnsuod swl} pue xa)dwod ainjeu Aq 0 0 S 92 It () poatwr] K3d 211GoW piemay

1B ‘S3NSSL SS9IJB PuB) SB YoNs ‘sansst jute)dwod awos 0 81 15 9.8 576 () ('33) p31 A1d suoljedLuNILI0d3}3] SNuilig

: o 0 ] 02 L0€ 2€€ (3) p37 suoledLUNWwWod313] a1doay

JBY3 pulW UL 3UI0g 3¢ PINOYS 3L “USAIMOH "ddUeWI04Id 3 92 oTT €98'T 9002 (3) @) P31 Aad Siom3aN snidg

UOLIN|0SaL 93ndSLp JeUIdIUL S I3 B JO UOLJRILPUL U SL 0 9 423 802°¢ 97€’E (9) (&) P31 A3d @1tqow smdo

0 1 £2 100°T G20°T (1) p31 R34 pueqgpeoug snidg

paajosai a1om sjuLe1dwod YyaLym e sjaAd) ays ‘Ajjesauan 0 ¥ €1 021 I€1 (1) P37 A1 Swa3shs aunuQ sdedsiaN

0 0 0 3 3 (3) P11 A3d 19LuozeN

‘pasiel sansst 0 1 € L2 1€ . Mn_,w % [ 5] \MA_ 3U04 39N AW

: 0 0 ot pad! Y91 1) p31 A3d butzess 10M3)LGO Y

30 Jaquinu ay3 jou ‘way3 3sutebe pabbo) sutejdwod g = : = = P GEoa En_ouﬂm%mu:aez

40 Jaqwnu ay3 o3 bulplodoe pabieyd ale siaquaw QI 0 0 0 6¢ 6€ (1) y3auuay uoser ‘Aeydp

19A8] Aq sjute)dwod ueyy sansst jutejdwod aiow aq Aew 0 ¢ 3 VAL LT (©) P11 34 wodapaL u

: D 0 [ g 2L 6L (1733) P31 A3d 193W0y

219y} \w:mm.— 9UO0 ueyl ai0wW osLet ued u:_m,_n_Eou 9uo sy 0 0 4 LL 6L (1) p371 R34 swaisAs apousaju

T 11 4 0%€ 9.€ (1) p313oNLL

. 3 9¢ 882 021°E Sv'e (0) P31 A3d erjea3sny 9¢ uosLyINY

591983 ISdW 943 103 SUES 943 2 I3 09 696 G99 (3) P37 A3d enjed3sny 312309

SLSLY] "PaAj0SaL sem Jutedwod ay3 YdLtym Je 19A3) 3y} 03 0 T 8 262 T0¢ (3) P11 R34 393UU033107

- 0 0 2 19 €9 (1) p11 A4 1939x3

Butpiodae st jeyy - 19Ad] Aq siaquiaw jsutebe sjutejdwod 5 . - o o L

smoys ‘34a) ‘a1qe3 ay] “jutejdwod e pabpo) sawolsnd ayy 0 T 5 121 €T () P11 fad 3911p3

0 Yy 3 156 966 (1) p31 A3d ered3sny opoq

YdoLym 3noqe ansst ay3 03 butpiodde sisquaw jsutebe 5 N : = - R L

sjutejdwod jo 1aquinu ay3 smoys 9 abed uo 3)qe3 ay] 0 1 ot <91 o1 {1'37) P17 A1d (35ny) swodaja] 1ea])

0 [4 ¢ 57 67 () (1) p1130LRY)

*SLY3 3091434 M muEEQEOu J0 ainjeu pue Jaqunu 0 v €1 96 [543 (133) p31 Aad negpie)

. 0 0 0 8L 8L (33) pa1 A4 suonjesadg wod9)3] z31g

9y3 1ey3 pue ‘sadLAIRS wntwaid d)Lgow pue ILgow 3 = oo o = T (s 3) P37 fd Woos1s] pue 505101 1S3

‘JaulajuL dcor_awdmu Jo ainixiw e wE>oE slaquaw Q1] 0 @ Z 12 G2 (3) P31 R34 swodd)a) Sixy

0 0 0 25 29 (9) (183) p11 A3d S10MIBN d3BALI4 UBLRIISNY

1By} pasaquwawal aq os)e pjnoys 3 "dseq Jawolsnd Jabie) 0 c : = = {15 1) SUONEIUNUI0Y 1835 BjEishy

e 3291434 Aew Jaqwaw e Inoge QI 3y} o3 syutejdwod jo 0 0 T 53 95T P31 R34 SUOLINIOS JBUIRIU] BLRIISNY

0 0 0 €g €G (3) P31 A3 S921AISS UOLJBWIOJUT PUB UOLIEILUNWWOY) UOIISY

Jaqunu ybiy e jeyy aseme aq 03 siapeal 10} Jueiiodwt 0 > = T = ) (1) 7 K1 $yi0mI3 01631y

910J919Y3 SL 1] "pasLpiepuels-uou ale aiay _uwu.SoE 0 0 0 LS LS (1) p11 A4 wepy

$31351303S JuLe)dwod 3y “SISqUWNU JSWO3ISNI I1dY3 4O g 0 ¢ L 07 (33) P11 Md 241284 NoV

HSHELs JULe) " q + U4 2 JAs 28 8621 66€'T (2) (1583) P11 LdvY
s|Lelap w_u_>o\_n 0} wa\_mm 9ABY Siaquaw (I 1)e jou sy 7 19A97 € 19A37 2 19A97 T 19A97 1e3o]

(4934eNb 3Y3 104 pabbo) sjute)dwod ai0W 40 GZ PAALIIRL Jey3 SIdqWaW SIPNJIUT) 8002 Jaqwaldas o€ - 8002 Anc T

TIO Talks Issue no. 41 Summer 2008 page 7



Telecommunications
Industry
Ombudsman

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.

his term on Council.

How to contact us

FREECALL* 1800 062 058
*calls from mobiles will be charged
at the applicable rate.

FREEFAX 1800 630 614

FREECALL TTY (teletype)
1800 675 692

FREECALL Interpreter Service
131 450

Web: www.tio.com.au

Postal PO Box 276
COLLINS STREET WEST
VIC 8007

Email: tio@tio.com.au

If you are not on our mailing list
for TIO Talks, but would like to be,
you can subscribe online at
www.tio.com.au/publications.

TIO Talks is a regular publication of

the Telecommunications Industry
Ombudsman Limited. It is produced

for the information of consumers and
providers of telecommunications services
in Australia. The contents

of this publication are copyright and may
be reproduced only with the permission
of the publisher.
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TI0 Council

Chair
Ms Virginia Hickey

User and Public Interest Group

Representatives
Dr Wayne Warburton

Wesley Mission

Ms Teresa Corbin

Consumers’ Telecommunications
Network

Mrs Myra Pincott

Country Womens’ Association
of Australia

Ms Loretta Kreet
Legal Aid Queensland

Mr Chris Dodds

Industry Representatives

Mr Matt Russell
Vodafone

Mr Ross Wheeler
Albury Local Internet Pty Ltd

Mr Rohan Doyle
UsTel Ltd

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

Ld
t-' b welcome visitor to the office. He has been part of the TIO’s journey, as we have
| r ] grown and developed in response to demand, and has always made well-considered

his dealings with the TIO, is well known to many of our staff, and has always been

and constructive contributions. It is with great regret that we see him conclude

TIO Board

Chairman
Mr John Rohan Vodafone

Independent Director

Ms Jane Harvey

Industry Representatives

Mr Trevor Hill

Group Manager, Consumer
and Compliance Legal and
Regulatory Telstra

Mr John Parkin

Director Service Delivery
- Northern Region Telstra

Mr Michael Elsegood
Manager, Consumer Safeguards
and Compliance Optus

Ms Alexandra Thomas

Executive Director,
Reitz Transformation Optus

Mr Brian Chapman

Regulatory Manager,
Fraud and Customer
Complaints AAPT

Mr Stephen Dalby

General Manager,
Regulatory iiNet



