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[bookmark: _Toc26193297]Customer service from Australia’s largest telcos

[bookmark: _Hlk530745931]As part of the ACMA’s monitoring of the experience of telco consumers, this report provides a snapshot of the customer service performance of five major Australian telcos[footnoteRef:1].  [1:  The ACMA gave statutory notices to the five selected telcos to obtain the performance data. It is not permissible for the ACMA to publicly disclose the information collected under notice without the permission of that company. Consequently, the information provided by the telcos has been anonymised.] 

[bookmark: _Hlk530746846]Under the Telecommunications Consumer Protections Code telcos are required to ensure customer service enquiries are dealt with in a timely and effective manner. This includes:
keeping average wait times to a minimum 
aiming to resolve customer service enquiries at the first contact. 
The selected telcos have different strategies to respond to customer service enquiries, which may impact on individual results and may not allow for direct comparisons between telcos. For example, a strategy focusing on resolving enquiries at the first contact may impact on wait time. The individual results assist in understanding the varied experiences of customers when making a customer service enquiry. 
The infographic below summarises the performance data. 
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[bookmark: _Toc26193298]Detailed results
[bookmark: _Toc26193299]Consumers like to talk to telcos
Consumers made a total of over 88 million contacts to the five telcos in 2017–18 (Figure 1). 
Picking up the phone was the most common way for consumers to make contact with the selected telcos. This was followed by webchat, which increased in use over the 12 months to the June 2018 quarter. Email and social media were the least utilised channels (Figure 2).
Figure 1: Total customer contacts (millions), by quarter
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Figure 2: Customer contact by channel (%), by quarter
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[bookmark: _Toc26193300]Wait times vary
The average initial time that a caller had to wait[footnoteRef:2] when contacting a telco by phone varied by telco over the course of the year, from 44 seconds in the September 2017 quarter for Telcos A, B and C, to over six minutes in the March 2018 quarter for Telco E (Figure 3). [2:  The initial wait time may not be the only wait time customers experienced when making a customer service enquiry by phone. There may be additional wait times if callers are transferred to a different customer service agent, depending on the enquiry.] 

Figure 3: Average call wait times (minutes) for the selected telcos, by quarter (lower is better)
[image: ]
Figure 4 contains the average call wait times for the five telcos. Three of the five telcos had an average call wait time of less than two minutes. 
Figure 4: Average call wait times (minutes and seconds) for the selected telcos in 2017–18 (lower is better)
Average = 1:54

[bookmark: _Toc26193301]Some callers are hanging up
[bookmark: _GoBack]The average percentage of calls that were abandoned per quarter varied by telco over the course of the year, from 3.6 per cent (Telco C) in the September 2017 quarter to 21.2 per cent in the March 2018 quarter (Telco E).
Figure 5: Average call abandonment rate (%) by consumers contacting the selected telcos, by quarter (lower is better)
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Four of the five telcos had an average call abandonment rate over the year of less than 10 per cent. 
Figure 6: Average call abandonment rate (%) for the selected telcos in 2017–18 (lower is better)

[bookmark: _Toc26193302]Resolving issues at first contact 
[bookmark: _Hlk530747639]The rate that matters raised by consumers were resolved on first contact varied over the course of the year, from 59 per cent for Telco D in the December 2017 quarter, to 86 per cent for Telco E in the March 2018 quarter.
Figure 7: Minimum and maximum rates of first contact resolution (%) for the selected telcos, by quarter (higher is better)
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Telco E had a substantially higher average rate of first contact resolution than the other telcos. 
Figure 8: Average rate of first contact resolution (%) for the selected telcos in 2017–18 (higher is better)

[bookmark: _Toc26193303]Next steps
The ACMA is using the information received through this exercise to:
assist its industry monitoring and compliance activities
provide a baseline for any future monitoring and reporting of performance
provide an opportunity for comparison against performance in other sectors
inform ACMA contributions to the government’s Consumer Safeguards Review.
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New customer service performance stats from
Australia’s five largest telcos reveal how we prefer
to contact them, how long they’re making us wait
and if we’re getting the answers we need first time.
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