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[bookmark: _Toc89269323][bookmark: _Toc89852601]Introduction
[bookmark: _Hlk86405116]Just like electricity, water and gas, telecommunications services are now considered essential. If something goes wrong with your telco service, it is more important than ever that you can contact your provider in a timely manner.
In July 2021, the Australian Communications and Media Authority (the ACMA) began an audit to assess the level of telecommunications providers’ (telcos’) compliance with telco contactability and related customer service obligations in the Telecommunications Consumer Protections Code C628:2019 (the TCP Code) and the Telecommunications (Consumer Complaints Handling) Industry Standard 2018 (the Complaints Handling Standard). 
The TCP Code contains important protections that require telcos to deal with customer enquiries in a timely and effective manner. To meet this requirement, telcos must: 
inform customers about how to contact them with customer service enquiries and the hours of operation of these contact methods 
monitor average wait times experienced by customers for a customer service enquiry and seek to keep the average wait times to a reasonable minimum in the circumstances
monitor the level of first-contact resolution of customer service enquiries, take reasonable steps to understand the root causes of why enquiries cannot be resolved at first contact, and address those root causes.
Complementing the TCP Code is the Complaints Handling Standard, which includes important consumer protections relating to accessibility of information about a telco’s complaints-handling process, how consumers can make a complaint and the acknowledgement of complaints. 
In its 2020–21 annual report, the Telecommunications Industry Ombudsman (TIO) recorded an 88.4% increase in complaints about telcos being uncontactable (up from 4,672 in 2019–20 to 8,800 in 2020–21).[footnoteRef:1] The TIO explained that this rise in complaints was primarily driven by COVID-19 impacts on telcos’ call centre operations, as well as several telcos making changes to their contact methods during the pandemic. The TIO also observed that complaints about telcos being uncontactable reduced substantially by the fourth quarter of 2020–21, which was a positive development for consumers.[footnoteRef:2] [1:  Telecommunications Industry Ombudsman (TIO), Annual Report 2020-21, TIO, 2021, accessed 19 November 2021, p 46.]  [2:  TIO, Annual Report 2020-21, Annual Report 2020-21.] 

We undertook this audit to:
determine the extent to which a telco’s ability to be contacted had recovered from the disruptions the COVID-19 pandemic caused to their business operations
build consumer confidence in the telco industry by identifying and addressing any telco non-compliance with the contactability-related rules 
see whether the emergence of telcos with a digital-preferred customer service model[footnoteRef:3] is posing any challenges to the suitability of the existing contactability rules. [3:  A digital-preferred telco relies primarily on digital contact methods, such as mobile apps and web chat, to support their customers. Belong, Felix and Gomo are examples of digital-preferred telcos.] 

Our audit involved reviewing information collected from 11 telcos for the 6-month period from 1 January to 30 June 2021. This period was chosen so that an assessment of telco contactability was undertaken when telco call centre performance had largely normalised, following the disruptions caused by the COVID-19 pandemic. 
The 11 telcos involved in our audit included 4 large telcos[footnoteRef:4] – iiNet Limited (iiNet), Singtel Optus Pty Limited (Optus), Telstra Corporation Limited (Telstra) and Vodafone Pty Ltd (Vodafone), 4 small- to medium-sized telcos – Amaysim Mobile Pty Ltd (Amaysim), Dodo Services Pty Ltd (Dodo), Southern Phone Company Ltd (Southern Phone), Spintel Pty Ltd (Spintel), and 3 digital-preferred telcos – Optus trading as Gomo, Telstra trading as Belong and Vodafone trading as Felix.   [4:  For the purposes of our audit, ‘large’ telcos had total customer contacts (enquiries and complaints) of more than 2 million over the relevant period.] 

The 11 telcos each use different strategies when responding to customer service enquiries and complaints, which may affect individual results and not allow for direct comparisons between each. For example, a customer service strategy focusing on resolving enquiries on first contact may affect the wait times experienced by customers. However, the individual results will assist us in understanding the varied experiences of customers when making a customer service enquiry.
Our audit did not include whether telcos are meeting requirements relating to the handling and resolution of complaints. The ACMA’s annual telco complaints report 2020–21 offers anonymised, aggregated time-series data on how more than 30 telcos are performing and areas where they need to improve.
An extract of the relevant TCP Code rules and Complaints Handling Standard provisions is at Attachment A.
[bookmark: _Toc89269324][bookmark: _Toc89852602]Summary of key results and findings
The audit results are for the 6-month period 1 January to 30 June 2021 but include some comparisons with the corresponding period in 2018 for the 4 major telcos.
In the first 6 months of 2021, consumers made 23,074,997 customer service enquiries and 618,711 complaints. For non-digital-preferred telcos, phone was the most common way for customers to make an enquiry or complaint with their telco. For the digital-preferred telcos, web forms and social media were the most used for enquiries, and emails most common for complaints.
Overall, the audit results were positive, indicating that the telcos had recovered strongly from the disruption caused by the COVID-19 pandemic. We found that:
Generally, the telcos complied with their obligations to inform customers about the ways in which they can contact the telco to make an enquiry or complaint, and to provide details about the availability of these contact methods.
Customers had a wide range of options for reporting a complaint to their telco, with 10 out of the 11 telcos permitting their customers to make a complaint by telephone, email, online and letter as required.[footnoteRef:5] Three out of the 11 telcos reported receiving complaints in store.  [5:  The one exception related to one telco that did not permit complaints to be made by email.] 

The average time spent by customers in a call queue was trending down, with the average call wait time for 3 of the 4 largest telcos being under 80 seconds and lower than it was in the corresponding period in 2018. However, 2 small- to medium-sized telcos had average call wait times greater than 5 minutes on multiple occasions; and while one large telco’s average call wait time was below 5 minutes, it was more than 4 times higher than it was in the corresponding period in 2018 and more than 3 times higher than the average of the other large telcos.
There were notable variations in average response times to customer enquiries submitted by online-other contact methods (online webform, social media, online service portal, recorded voice mail and live chat). Three of the 6 telcos had average response times of 7 minutes or fewer, while others had much higher average response times, ranging from 2.3 hours up to a high of 12.85 hours.     
There was a general trend toward call abandonment rates reducing over the period.
The rate for resolving issues at first contact for the 4 largest telcos in the audit (iiNet, Optus, Telstra and Vodafone) ranged from 64.4% to 86.4%. There was not a noticeable change in their performance compared to 2018. 
All of the telcos reported that they obtain customer feedback on how they deal with customer enquiries. No systemic issues were identified by the telcos regarding contactability, with the number of complaints telcos received about contactability, as a proportion of total complaints, ranging from 0.16% to 2.28%. 
However, the audit also flagged areas of non-compliance:
[bookmark: _Hlk88593735]Seven telcos were not consistently meeting the requirements under the Complaints Handling Standard to acknowledge complaints within minimum timeframes. Additionally, not all telcos were able to provide sample complaint data for all the contact methods available to customers for making complaints, suggesting further non-compliance.
[bookmark: _Hlk88600445]Five telcos offered certain contact methods for customer service enquiries but were unable to provide data on their rate of first-contact resolution for each of those contact methods. This raises questions about their compliance with TCP Code requirements to effectively monitor the level of first-contact resolution, take reasonable steps to understand the root causes for why enquiries cannot be resolved at the first contact, and address those root causes.
We will be raising these matters with the respective telcos.
[bookmark: _Toc89269325][bookmark: _Toc89852603]Notes
The information in this report was obtained using the ACMA’s compulsory information-gathering powers under the Telecommunications Act 1997. 
Part 7A of the ACMA Act 2005 constrains the ACMA’s ability to publicly disclose a telco's identity and the information we collect under notice without the consent of the telco that supplied the information. The information provided by telcos has therefore been aggregated and/or anonymised in this report. 
[bookmark: _Toc89269326][bookmark: _Toc89852604][bookmark: _Hlk26868934]Results and findings
[bookmark: _Toc87296179][bookmark: _Toc86821656]The results and our findings are based on an assessment of information collected from 11 telcos covering the 6-month period from 1 January to 30 June 2021 (the relevant period). 
[bookmark: _Toc86821657]For comparison purposes, and where applicable, we have included data previously collected from the 4 largest telcos involved in the audit (Telstra, Optus, iiNet and Vodafone) on their customer service performance in 2018.[footnoteRef:6] [6:  Australian Communications and Media Authority (ACMA), Telco customer service report, ACMA, Australian Government, February 2019, accessed 19 November 2021.] 

[bookmark: _Toc89269327][bookmark: _Toc89852605]Consumers contacting their telcos
[bookmark: _Toc89269328][bookmark: _Toc89852606]Customer service enquiries
Based on the data we received, consumers made 23,074,997 enquiries to the 11 telcos during the relevant period, which equates to an average of 127,486 enquiries per day. Of these:
20,895,146 (91%) were made to the 4 largest telcos in the audit (Optus, Telstra, Vodafone and iiNet)
1,845,062 (8%) were made to the 4 small- to medium-sized telcos (Amaysim, Dodo, Southern Phone and Spintel) 
334,789 (1%) were made to the 3 digital-preferred telcos (Belong, Felix and Gomo).
Apart from the digital-preferred telcos, picking up the phone was the most common way for customers to make an enquiry with their telco. For the digital-preferred telcos, using web forms and social media were the most common ways for customers to make an enquiry (see Figure 1).[footnoteRef:7] [7:  For the digital-preferred telcos, the phone contact method was only available for making complaints.] 

Customer service enquiries by telco type and contact method 

[bookmark: _Toc89269329][bookmark: _Toc89852607]Customer complaints
Consumers made 618,711 complaints to the 11 telcos during the relevant period, which equates to an average of 3,418 complaints per day.[footnoteRef:8] Of these: [8:  Complaint is defined in the Complaints Handling Standard 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. It does not include an initial call to request information or support or to report a fault or service difficulty unless a consumer advises that they want that call treated as a complaint, and does not include an issue that is the subject of legal action’.] 

578,192 (93%) were made to the 4 largest telcos
27,112 (4%) were made to the 4 small- to medium-sized telcos
13,407 (2%) were made to the 3 digital-preferred telcos.
Phone was the most common way for customers to make a complaint to telcos, except for the digital-preferred ones, where email was the most common. Writing a letter to the telco was the least common method for making a complaint (see Figure 2).
Consumer complaints by telco type and contact method

Under the Complaints Handling Standard, a telco’s complaints-handling process must permit customers to make complaints by phone, letter, email, online and in store if a telco offers services at a physical location (paragraphs 8(1)(h) and (i)).
We found that 10 out of the 11 telcos met all their requirements under paragraphs 8(1)(h) and (i) (as applicable) of the Complaints Handling Standard. The non-compliance we identified was from one telco failing to permit consumers to make complaints by email.
[bookmark: _Hlk88733989][bookmark: _Toc89269330]Given that just over 30% of complaints received by the digital-preferred telcos were made by phone, the requirement in the Complaints Handling Standard that all telcos (including digital-preferred telcos) must permit their customers to make a complaint by phone, appears appropriate. 
	[image: ]
	Our observations
The audit indicates that customers have a range of methods available to them to make a customer service enquiry or complaint. While most customers’ overall preference is to make a complaint over the phone, customers of digital-preferred telcos favour making complaints by email rather than through other contact methods. 
Under existing rules, telcos are required to make certain contact methods (including phone) available to customers to make complaints, but not enquiries. This has resulted in some digital-preferred telcos supporting phone as a contact method for complaints but not for enquiries. This does not appear to present an issue for customers, given their complaint preferences and the online options available to them to make enquiries.


[bookmark: _Toc89852608]Information about how to contact telcos
Under the TCP Code, telcos are required to inform customers how to contact them about customer service enquiries and the hours of operation of these contact methods (clause 4.7.1(a)). We asked the telcos how they met this requirement.
Telco responses indicated that:
Ten out of the 11 telcos published information on their website about how they can be contacted, including available contact methods and operating hours. Telcos also included contact information in their complaints-handling processes published on their websites (see ‘Complaints-handling processes’ below).
Some telcos made contact information available on their bills (2 telcos) and social media platform(s) (4 telcos).
The hours of operation varied across the telcos and often depended on the contact method used, type of contact being made (enquiry or complaint), content of the enquiry or complaint, and when the contact is made (weekday, weekend, or public holiday). At a minimum, all of the telcos allowed enquiries and complaints to be made at least during normal business hours. 
Five telcos made changes to the hours of operation of their contact methods for enquiries or complaints during the relevant period. Of these, some extended the hours of particular contact methods, while others slightly reduced their contact hours. Generally, changes to the hours a telco could be contacted were updated on the telco’s website.
[bookmark: _Toc89269331][bookmark: _Toc89852609]Complaints-handling processes
The Complaints Handling Standard sets out the minimum requirements a telco’s complaints-handling process must meet. These include that the complaints-handling process must: 
state that customers have a right to make a complaint (paragraph 8(1)(f))
set out how a customer can make a complaint and monitor the progress of their complaint (paragraph 8(1)(g))
specify the phone number, street or post office box address, email address and web address where a customer can make a complaint (paragraph 8(1)(k))
state that members of its personnel will provide customers with help to formulate, make and progress a complaint, and to help consumers with accessibility requirements or disabilities, and consumers from non-English speaking backgrounds or those suffering financial hardship (subparagraph 8(1)(l)(ii))
allow for customers to nominate a representative to make and handle a complaint (paragraph 8(1)(m)).
Telcos must also ensure there is a link on the homepage of their website via which a consumer can access information that sets out how to contact the telco to make a complaint or enquiry (paragraph 8(3)(a)). 
Our review found that all of the telco complaints-handling processes:
are easily accessible on the telcos’ websites 
acknowledge that customers have a right to make a complaint
set out how customers can make a complaint and monitor the progress of their complaint
allow customers to nominate a representative to make and handle a complaint
provide information about how customers can obtain additional assistance when making a complaint if required, including information about the National Relay Service[footnoteRef:9] and the availability of translating and interpreting services. [9:  The National Relay Service is a phone service for people who are deaf, or who have a hearing or speech impairment. ] 

[bookmark: _Hlk87434135]However, our review also found that the complaints-handling processes of 2 telcos lacked sufficient detail about all the contact methods a customer could use to make a complaint. We will provide feedback to those telcos to assist them in improving their processes.
	[image: ]
	Our observations
Overall, we found that the telcos complied with their obligations to inform customers about the ways in which they can contact the telco to make an enquiry or complaint, and to provide details about the availability of these contact methods.


[bookmark: _Toc89269332][bookmark: _Toc89852610]Average wait times
Under the TCP Code, telcos are required to monitor average wait times experienced by customers making enquiries, and must seek to keep these to a reasonable minimum in the circumstances (clause 4.7.1(b)). 
We asked telcos to provide:
information on the systems and processes they have in place for monitoring average wait times[footnoteRef:10] for customer service enquiries [10:  In seeking information on call wait times from the telcos we advised that:
Connection to an interactive voice response (IVR) system is not considered by the ACMA as communication with a telco. Rather a connection to an IVR is considered part of the wait time prior to speaking with a telco.
Customer service enquiries that are abandoned while the customer is waiting to speak to a customer service agent are to be excluded from wait time calculations.] 

a summary of any action taken to keep average wait times to a reasonable minimum and what, if any, targets applied to those wait times
information on their average wait times. 
Our review of the responses received indicated that all of the telcos had systems and processes in place for monitoring average wait times for customer service enquiries. These include: 
undertaking real-time monitoring of wait times across a range of contact methods, including phone, online and social media (11 telcos)
regular internal reporting on wait-time performance, with one telco advising that hourly reports are provided to management
implementing workforce management actions where necessary (6 telcos). These include rostering more staff on during peak periods and shifting teams from one contact method to another as required
setting internal targets. Two telcos provided specific targets for phone queues, ranging from 90 seconds to 5 minutes. Two telcos also provided specific targets for responding to online enquiries, ranging from fewer than 5 minutes to 4 hours. 
The monthly average initial time a caller had to wait when contacting their telco by phone varied by telco over the relevant period, ranging from 9 seconds to just over 9 minutes. Half of the telcos had at least one month where the average wait time exceeded 5 minutes (see Figure 3).
The three digital-preferred telcos did not provide any call waiting or call abandonment data for customers making enquiries. This is because their customer service models rely predominately on online methods, with the phone reserved for customers making complaints.
Monthly average wait times for the phone contact method

Table 1 below compares the average call wait-time performance between 1 January and 30 June 2021 with the corresponding period in 2018 for the 4 largest telcos involved in this audit (Telstra, Optus, Vodafone and iiNet). We do not have historical data for the other telcos involved in this audit to enable more comparisons.
For 3 of the 4 largest telcos, there was an improvement in average call wait times from the corresponding period in 2018. These 3 telcos also had an average call wait time of under 80 seconds (1:20) from 1 January to 30 June 2021. However, the other telco experienced an increased average call wait-time result, from just over 1 minute to more than 4 minutes.   
Comparison of average call wait times for the 4 largest telcos
	Telco
	Average call wait time, 1 Jan to 30 Jun
	Change (mm:ss)

	
	2018 (mm:ss)
	 2021 (mm:ss)
	

	Telco
	4:42
	1:19
	· 3:23

	Telco
	1:04
	4:29
	· 3:25

	Telco
	1:19
	1:12
	· 0:07

	Telco
	1:41
	1:06
	· 0:35


Wait times for contact methods other than phone:
Email: Of the 4 telcos that provided data on email wait times, 3 had an average email wait time of 24 hours or fewer over the relevant period. The other telco’s average email wait time was 69 hours.
Online app: For the 5 telcos that provided data on online app wait times, 3 had an average online app wait time of 20 minutes or fewer over the relevant period. The other 2 telcos’ average online app wait times were 84 minutes and 198 minutes.
Online web chat: For the 8 telcos that provided data on online web chat wait times, 6 had an average online web chat wait time of 10 minutes or fewer over the relevant period. The other 2 telcos’ average online web chat wait times were 63 minutes and 89 minutes.
[bookmark: _Hlk90472642]Online-other contact method: For the 6 telcos that provided data on online-other[footnoteRef:11] response times, 3 had an average online-other response time of 7 minutes or fewer over the relevant period. The other 3 telco’s average online-other response times were 2.3 hours, 6.3 hours and 12.85 hours.  [11:  This includes online webform, social media, online service portal, recorded voice mail and live chat (whichever contact method is applicable to each telco). ] 

	[image: ]
	Our observations
The audit indicated that telcos are monitoring average call wait times and generally having success in keeping these times to a reasonable minimum. Overall, the average time spent by customers in a call queue was generally trending down over the period 1 January to 30 June 2021 for all telcos. Additionally, an average call wait time of under 80 seconds over that period for 3 of the 4 largest telcos was lower than it was in the corresponding period in 2018.
However, the audit also indicated that 2 small- to medium-sized telcos had monthly call wait times greater than 5 minutes on multiple occasions over the relevant period. Further, one large telco’s average call wait time over the relevant period was more than 4 times higher than it was in the corresponding period in 2018 and more than 3 times higher than the average of the other large telcos. 
The telco response times for contact methods other than phone varied considerably depending on which contact method was used but were typically longer than average call waiting times.


[bookmark: _Toc89269333][bookmark: _Toc89852611]Abandoned calls
The average percentage of calls that were abandoned per month varied by telco over the relevant period, ranging from 0.36% to 32.83%. While the call abandonment rates of all telcos generally improved over the relevant period, 5 out of the 8 telcos that provided data had an average call abandonment rate above 10% in one or more months during the period (see Figure 4).
Monthly average abandonment rates for the phone contact method

Table 2 below compares the average call abandonment rate performance from 1 January to 30 June 2021, with the corresponding period in 2018 for Telstra, Optus, Vodafone and iiNet. We do not have historical data for the other telcos involved in this audit to enable more comparisons.
For 3 of the 4 telcos, there was an improvement in average call abandonment rates during 1 January to 30 June 2021 compared to the corresponding period in 2018. However, the other telco experienced an increased average call abandonment rate result from 5.3% to 11.83% (see Table 2). This result may partly be explained by the increase in call wait times of this telco over the same period (see Table 1). 
Comparison of average call abandonment rates for the 4 largest telcos
	Telco
	Average call abandonment rate, 
1 Jan to 30 Jun
	Change (percentage points)

	
	2018
	2021
	

	Telco
	16.8%
	6.48%
	· 10.32 

	Telco
	5.3%
	11.83%
	· 6.53 

	Telco
	6.5%
	6.08%
	· 0.42

	Telco
	6.9%
	5.87%
	· 1.03 
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	Our observations
Overall, the audit indicated that the likelihood of a customer, on average, hanging up before their call was answered was trending down between 1 January and 30 June 2021. This result is consistent with declining average wait times over the relevant period.
A high call abandonment rate may indicate that call wait times are too long and that the telco needs to do more to keep average wait times to a reasonable minimum. It may also indicate that a larger proportion of customers are using self-service options (such as online contact methods) in parallel to a call and the self-service option is addressing the customer’s enquiry faster.


[bookmark: _Toc89269334][bookmark: _Toc89852612]Acknowledgment of complaints
Under the Complaints Handing Standard, telcos must acknowledge a complaint by providing the consumer with a written or verbal response that indicates that the complaint has been received, a unique reference number or some other unique identifier for the complaint, and instructions about how the complaint can be monitored (subsection 12(1)).
Telcos must acknowledge a complaint immediately if the complaint was received by phone or in store (paragraph 12(2)(a)). If the complaint was received by email, through the telco’s website, by post, or via recorded phone message, the telco must acknowledge the complaint within 2 working days of receiving the complaint (paragraph 12(2)(b)).
We asked telcos to provide information about the time taken to acknowledge the first 10 complaints they received each month for each contact method for the relevant period.
After assessing the telco responses received against the requirements of the Complaints Handling Standard, we found that:
All of the telcos reported acknowledging complaints received by phone and in store immediately. 
Seven of the 11 telcos failed to consistently acknowledge complaints within the specified timeframes across one or more contact methods, other than by phone or in store. 
For complaints received by email, 3 telcos reported an inability to acknowledge some consumer complaints within 2 working days, with complaints on multiple occasions not being acknowledged for up to 3 weeks. 
For complaints received via telcos’ websites, 2 telcos reported an inability to acknowledge some consumer complaints within 2 working days. Both telcos reported instances of not acknowledging complaints for up to 10 days. One of these telcos reported 2 instances of ‘unknown’ acknowledgement timeframes. 
For complaints received by post, 4 telcos reported an inability to acknowledge some complaints within the required timeframe. One of these telcos reported not acknowledging 2 complaints received by post until a substantive response had been provided.
[bookmark: _Hlk87612221]Some telcos were unable to differentiate between complaints received over certain contact methods, or they advised that they did not record data across all complaint contact methods. In this regard, one telco gave sample complaint data for only one of 5 contact methods it makes available to customers. Two telcos gave sample complaint data for 2 of 5 contact methods they make available. One of these telcos advised that it is currently unable to capture the method by which it receives complaints, other than a very small number that are received by post. 

	[image: ]
	Our observations
The audit indicated that well over half of the telcos (7 of the 11) were not meeting all the requirements under the Complaints Handling Standard to consistently acknowledge complaints within minimum timeframes. 
We are also concerned that not all telcos were able to provide us with sample complaints data for all the contact methods they make available to customers for making complaints under the Complaints Handling Standard. This raises serious questions about the systems and processes they have in place for ensuring compliance with the Complaints Handling Standard.


[bookmark: _Toc89269335][bookmark: _Toc89852613][bookmark: _Hlk87341031]Resolving issues at first contact
Under the TCP Code, a telco must monitor the level of first-contact resolution of customer service enquiries, take reasonable steps to understand the root causes for why enquiries cannot be resolved at first contact, and address those root causes (clause 4.7.1(c)).
[bookmark: _Hlk87351111]We asked telcos to provide detailed descriptions of the systems and processes they have in place to monitor the level of first-contact resolution of customer service enquiries to help understand and address the root causes of why enquiries may not be able to be resolved on first contact.
[bookmark: _Hlk87340841][bookmark: _Hlk87612648]Our review of the telco’s responses indicates that most of the telcos had systems and processes in place for effectively monitoring the level of first-contact resolution of customer service enquiries. These systems and processes include:
[bookmark: _Hlk85804179]Issuing customers with post-interaction surveys to understand whether their enquiry was resolved. Insights from these surveys are reported on and reviewed by the telco (5 telcos).
Measuring the number of customer interactions and/or the number of cases transferred or escalated (8 telcos).
Setting key performance indicators and internal targets for first-contact resolution, with one telco setting a target of 75%.
Monitoring the individual performance of customer service agents. One telco advised that team leaders monitor chat transcripts in real-time, and another telco advised that team leaders review 3 to 5 interactions per agent per week.
Providing training to agents whose first-contact resolution performance is low and identifying other opportunities for further coaching and feedback.
[bookmark: _Hlk88591233]Seven out of the 9 telcos that provided data had at least one contact method with a first-contact resolution rate of at least 70%. The phone contact method resulted in higher rates of first-contact resolution for 5 out of the 7 telcos that supported that contact method (see Figure 5). 

Customer service enquiries resolved on first contact

[bookmark: _Hlk87446603]Table 3 below compares the average rates of first-contact resolution from 1 January to 30 June 2021, with the corresponding period in 2018 for Telstra, Optus, Vodafone and iiNet. We do not have historical data for the other telcos involved in this audit to enable more comparisons.
For the 4 large telcos that had comparative data, there was no significant change in the average rate of phone customer service enquiries resolved on first contact between 1 January to 30 June 2021 and the corresponding period in 2018 (see Table 3).
Comparison of average rates of first-contact resolution for the 4 largest telcos
	Telco
	Average rate of first-contact resolution, 
1 January to 30 June 2021
	Change (percentage points)

	
	2018
	2021
	

	Telco
	86.0%
	86.4%
	· 0.4

	Telco
	74.1%
	74.3%
	· 0.2

	Telco
	67.6%
	67.9%
	· 0.3

	Telco
	63.1%
	64.4%
	· 1.3


Five of the 11 telcos were unable to provide us with data on their rate of first-contact resolution for all of the contact methods they make available. This included 4 telcos that could not provide data for their email contact channel and 3 telcos that could not provide data for their online web chat contact method. One telco could not provide data for their online app contact method.
[bookmark: _Toc89269336][bookmark: _Toc89852614]Identification of root causes
We also asked telcos to provide details of any root causes identified, and action taken, or planned to be taken, to address these. 
Some telcos identified the following root causes:
Customer service staff may provide inaccurate information, or not adequately explain a customer resolution to customers (3 telcos).
There may be incomplete or inadequate information available via a telco’s self-service channels.
There may be a disconnect between the information showing on a telco’s system and the customer’s experience.
Administrative errors may have occurred, such as a customer mistyping their email address during the sign-up process.
Three telcos did not include any specific root causes as part of their response. 
Two telcos reported that they did not identify any root causes for why enquiries may not be resolved on first contact.
Our review of telco responses indicates that both telcos and customers can contribute to enquiries not being resolved on first contact.
	[image: ]
	Our observations
Most telcos indicated that they have a range of systems and processes in place for monitoring the level of first-contact resolution of customer service enquiries. It is positive that some telcos identified specific root causes that might undermine their ability to resolve enquiries on first contact and committed to addressing these, however, under the TCP Code, all telcos are required to do this. It is clear that some telcos could be doing more to identify why enquiries are not being resolved on first contact and taking action to address those issues. 
We are concerned that 5 telcos did not have data on the rate of first-contact resolution for all contact methods they make available to customers, and 1 of the 5 did not collect any data on the rate of first-contact resolution for any contact methods. This raises questions about their ability to monitor the level of first-contact resolution of customer service enquiries as required under the TCP Code. We will be raising this issue with the telcos concerned.


[bookmark: _Toc89269337][bookmark: _Toc89852615]Customer feedback
Under the TCP Code, a telco must: 
seek and obtain feedback from customers about how it deals with customer enquiries (clause 4.7.2(a)) 
use the customer feedback to identify any systemic issues and take reasonable steps to implement improvements to its customer service processes (clause 4.7.2(b)).
Under the Complaints Handling Standard, telcos must monitor and analyse complaint records to identify systemic issues and problems, and prevent those systemic issues, problems, and related complaints from recurring (section 18). Telcos are also required to review their complaints-handling process every 12 months to, among other things, identify areas for improvement or that require change (subparagraph 19(b)(iv)).
We asked telcos:
how they sought and obtained feedback from customers on how they deal with customer enquiries
whether they received any complaints about being difficult to contact, and if they did:
the number of complaints received
what the main difficulties experienced by customers were
what, if any, action they took in response to receiving the complaints
whether they identified being difficult to contact as a frequent problem or systemic issue, and, if so, what steps were taken or are planned to take to address this. 
Telco responses indicated:
All of the telcos obtain feedback from their customers about how they deal with customer enquiries. 
Most of the telcos use surveys to obtain customer feedback:
telco responses indicate that surveys seek to understand the customer’s experience (including whether their enquiry was resolved), gauge satisfaction with how their enquiry was handled, and understand the likelihood of the customer recommending the telco to a friend or colleague
four telcos issue ‘net promoter score[footnoteRef:12]’ surveys. [12:  A customer loyalty and satisfaction measurement taken by asking customers how likely they are to recommend the telco’s product or service to others. ] 

Most telcos regularly obtain feedback from customers across a range of contact methods (including online web chat, online app, phone, and social media).
While we note that customers of 6 telcos complained to their telco about it being difficult to contact, the volume of these complaints was fewer than 3% of total complaints received for each of these telcos. The remaining 5 telcos did not report to us that they received any complaints about being difficult to contact. These complaint numbers suggest that the telcos have recovered well from the contactability-related issues that arose during the early stages of the COVID-19 pandemic. 
Of the telcos that received complaints, the main difficulties experienced by customers were:
[bookmark: _Hlk85710786]that the time taken to receive a response from their telco was too slow (3 telcos)
the inability to have a verbal conversation with an agent (one telco).
	[image: ]
	Our observations
All of the telcos reported that they obtain customer feedback on how they deal with customer enquiries.
However, there is room for more transparency around how telcos use customer feedback to assess their own performance and how they use this information to make improvements to their customer service processes.


[bookmark: _Toc89269338][bookmark: _Toc89852616]Attachment A
[bookmark: _Toc89269339][bookmark: _Toc89852617]Extract from Telecommunications Consumer Protections Code 
4.7 Customer Service
4.7.1	Effective service: A Supplier must ensure enquiries by Customers are dealt with by the Supplier in a timely and effective manner.
	A Supplier must take the following actions to enable this outcome:
(a)	Access: inform Customers how to contact the Supplier about Customer Service enquiries and the hours of operation of these contact methods;
(b)	Average wait times: monitor average wait times experienced by Customers to communicate with a Supplier about a Customer Service enquiry and seek to keep the average wait times to a reasonable minimum in the circumstances;
(c)	First contact resolution: monitor the level of first contact resolution of Customer Service enquiries, take reasonable steps to understand the root causes for why enquiries cannot be resolved at first contact, and address those root causes.
4.7.2     Assessing performance: A Supplier must:
(a)	Customer feedback: seek and obtain feedback from Customers about how the Supplier deals with Customer enquiries; and
(b)	Improvements: use this Customer feedback to identify any systemic issues and take reasonable steps to implement improvements to its Customer Service processes.
[bookmark: _Toc89269340][bookmark: _Toc89852618]Extract from Telecommunications Complaints Handling Standard 
8 Minimum requirements – accessibility
[bookmark: _Hlk87605963](1) A complaints handling process must:
(a)	be set out in writing;
(b)	be made available to the public on the carriage service provider’s website in a concise form that sets out the minimum requirements for complaints handling referred to in paragraphs (d) to (n), and sections 9 and 10;
(c)	be made available to a consumer on request, or as soon as practicable after a consumer informs the carriage service provider they wish to make a complaint, in a form that is suitable for the consumer and, where appropriate, made available to carriage service providers or carriers identified in sections 23 and 24;
(d)	be free of charge for consumers to use;
(e)	be focused on the needs and expectations of consumers making a complaint and be easy to understand and use;
(f)	state that consumers have a right to make a complaint;
(g)	set out how a consumer can make a complaint and monitor the progress of their complaint;
(h)	permit consumers to make complaints by telephone, letter, email and online;
(i)	permit consumers to make complaints in store and contact the carriage service provider about their complaint during in store hours, where the carriage service provider offers services at a physical location;
(j)	set out the times during which a consumer can make a complaint	 and contact the carriage service provider about their complaint by telephone or online;
(k)	specify the telephone number, street or pox office box address, email address and web address where a consumer can make a complaint;
(l)	state that members of its personnel will:
(i) clarify with a consumer if they wish to make a complaint where the consumer has made contact and expressed dissatisfaction through one of the channels referred to in paragraph (h) or paragraph (i), and the member of the personnel is uncertain if the consumer wishes to make a complaint; and 
(ii) provide consumers with help to formulate, make and progress a complaint, and to help consumers with accessibility requirements or disabilities, and consumers from non-English speaking backgrounds or those suffering financial hardship;
(m)	allow for consumers to nominate a representative to make and handle a complaint;
(n)	set out each potential step in the process for managing a complaint that was unable to be resolved on first contact, including the following steps:
(i) communicating to the consumer who made the complaint an acknowledgement that the complaint has been received, a unique reference number or some other unique identifier for the complaint and instructions about how the complaint can be monitored;
(ii) initial assessment of a complaint;
(iii) investigation of a complaint;
(iv) response to a complaint and proposed resolution;
(v) communicating the carriage service provider’s decision in response to the complaint;
(vi) implementation of agreed resolution;
(vii) closing a complaint;
(viii) the process by which the consumer can refer a complaint to the TIO for external dispute resolution; and
(ix) the procedures for identifying and handling urgent complaints, including how those procedures differ from handling ordinary complaints.
[bookmark: _Hlk87606608](2) A carriage service provider must ensure that its personnel dealing directly with consumers:
(a)	are given access to a copy of:
(i) the complaints handling process; and
(ii) any documentation setting out the documented internal processes; and
(b)	understand the minimum requirements for consumer complaints handling, their roles and responsibilities under the complaints handling process and any requirements in the documented internal processes.
(3) A carriage service provider must ensure there is a link on the homepage of its website via which a consumer can access information that:
(a)	sets out how to contact the carriage service provider to make a complaint or enquiry; and
(b)	includes an express statement that the contact information provided under paragraph (a) can be used to make a complaint.
[bookmark: _Hlk87363969]12 Acknowledging complaints
(1) A carriage service provider must acknowledge a complaint by providing the consumer to whom the complaint relates with a written or verbal response which indicates that the complaint has been received, a unique reference number or some other unique identifier for the complaint and instructions about how the complaint can be monitored
(2) A carriage service provider must acknowledge a complaint in accordance with subsection (1):
(a)	where the complaint was received by telephone or in store – immediately;
(b)	where the complaint was received by:
(i) email;
(ii) through the carriage service provider’s website;
(iii) post; or
(iv) a recorded telephone message – within 2 working days of receiving the complaint
18 Complaints monitoring and analysis processes, procedures and systems
A carriage service provider must establish processes, procedures and systems, for monitoring and analysing its complaints records to identify systemic issues and problems, and prevent those systemic issues, problems and related complaints from recurring.
19 Requirements for monitoring and analysis of complaints and complaints handling process
A carriage service provider must:
(a) 	classify and analyse complaints a minimum of once every three months, to identify, address and take steps to prevent frequent problems and systemic issues from recurring;
(b)	review its complaint handling process every 12 months to:
(i) ensure it is suitable, adequate, effective and efficient;
(ii) identify new issues and correct deficiencies that need specific attention, and record any new issues and deficiencies identified;
(iii) assess its compliance with this industry standard;
(iv) identify areas for improvement or that require change; and
(v) evaluate potential changes;
(c)	take action taken to address problems or issues identified in paragraphs (a) and (b) as soon as practicable;
(d)	record in writing any steps taken under paragraph (c);
(e)	ensure that any significant complaints, problems or issues identified under this section are efficiently and effectively managed and that there are processes for senior management to be notified where appropriate; and
(f)	ensure that its processes for implementing the requirements in paragraphs (a) to (e) are set out in writing, and made available to personnel responsible for monitoring and analysing complaints and the complaints handling process.
Telephone	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	0	1403672	12548330.508187203	Letter	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	0	357	0	Email	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	313	135109	514077	Online - app	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	16043	17890	4126917	Online - web chat	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	29737	201593	3026794	Other (web form and social media)	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	288696	86441	679027	



Telephone	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	4552	20652	284148.51824654802	Letter	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	1	36	1276	Email	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	7674	4480	44154	Online - app	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	99	20	54974.967924227698	Online - web chat	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	6	1072	10105	In-store	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	0	0	104172	Other (online complaint or web form)	Digital-preferred telcos (n=3)	Small to medium sized telcos (n=4)	Large telcos (n=4)	1075	852	79361.513829224248	



Small to medium size telco	44197	44228	44256	44287	44317	44348	1.3194444444444444E-2	1.1111111111111112E-2	1.4583333333333332E-2	1.4583333333333332E-2	6.9444444444444441E-3	6.2499999999999995E-3	Small to medium size telco	44197	44228	44256	44287	44317	44348	0.27430555555555552	0.27152777777777776	0.35069444444444442	0.3298611111111111	0.25277777777777777	0.1875	Small to medium size telco	44197	44228	44256	44287	44317	44348	0.17083333333333331	0.18958333333333333	0.25486111111111109	9.4444444444444442E-2	0.13472222222222222	0.18263888888888891	Small to medium size telco	44197	44228	44256	44287	44317	44348	0.38472222222222219	0.26944444444444443	0.30972222222222223	0.23402777777777781	0.27083333333333331	0.23263888888888887	Large telco	44197	44228	44256	44287	44317	44348	8.3333333333333329E-2	5.4166666666666669E-2	5.2083333333333336E-2	4.2361111111111106E-2	7.2916666666666671E-2	2.7083333333333334E-2	Large telco	44197	44228	44256	44287	44317	44348	0.19236111111111112	0.25277777777777777	0.19305555555555554	0.19097222222222221	0.15277777777777776	0.1388888888888889	Large telco	44197	44228	44256	44287	44317	44348	7.2222222222222229E-2	4.9999999999999996E-2	2.8472222222222222E-2	7.7083333333333337E-2	3.3333333333333333E-2	4.2361111111111106E-2	Large telco	44197	44228	44256	44287	44317	44348	5.0694444444444452E-2	4.9305555555555554E-2	6.8749999999999992E-2	2.6388888888888889E-2	3.9583333333333331E-2	4.0972222222222222E-2	



Small to medium size telco	44197	44228	44256	44287	44317	44348	8.820049478326342E-3	7.78655050367547E-3	1.0441319782820549E-2	1.344823800636733E-2	5.0092868801711035E-3	3.6147388059701493E-3	Small to medium size telco	44197	44228	44256	44287	44317	44348	0.21425321808012418	0.20874922982131855	0.2718634695828237	0.24042227250293244	0.19120834185238192	0.16294235988280248	Small to medium size telco	44197	44228	44256	44287	44317	44348	0.30762788917069434	0.24606173738845383	0.29807469264671771	0.17980086726907143	0.16647611269906085	0.18022456461961503	Small to medium size telco	44197	44228	44256	44287	44317	44348	0.32827516439049065	0.23967838106423345	0.15453396831567692	0.19717673630717109	0.18219872218550343	0.20464518891148453	Large telco	44197	44228	44256	44287	44317	44348	9.6300606124719204E-2	6.6828679765598073E-2	5.966468033867918E-2	5.3768588430633493E-2	7.7528912661079141E-2	3.4790706989785702E-2	Large telco	44197	44228	44256	44287	44317	44348	0.12495073348912412	0.145422906164375	0.12422352877114745	0.12146324043959986	0.10001596014941043	9.3989284458914885E-2	Large telco	44197	44228	44256	44287	44317	44348	6.3926483933607212E-2	4.9700991061428904E-2	3.1795555023562384E-2	0.13665832227102348	3.3350043376069019E-2	4.9347007781711506E-2	Large telco	44197	44228	44256	44287	44317	44348	6.39076398965365E-2	6.1834068604742325E-2	8.270258054584817E-2	4.0190311766004856E-2	4.882750246641876E-2	5.454763457056571E-2	



Telephone	Digital-preferred	Digital-preferred	Small to medium	Small to medium	Small to medium	Large	Large	Large	Large	0.91326973890456353	0.79551088528694069	0.70438763478528332	0.86410988831904045	0.74287830676177236	0.70186000000000004	0.64416666666666667	Email	Digital-preferred	Digital-preferred	Small to medium	Small to medium	Small to medium	Large	Large	Large	Large	0.83386581469648557	0.86285286754338009	Online - app	Digital-preferred	Digital-preferred	Small to medium	Small to medium	Small to medium	Large	Large	Large	Large	0.89591470459900513	0.6838762209283249	0.61124877185804549	0.52658000000000005	Online - webchat	Digital-preferred	Digital-preferred	Small to medium	Small to medium	Small to medium	Large	Large	Large	Large	0.49500858986859825	0.91037675622381065	0.90457632780314001	0.16668061530221115	0.6951412668495599	0.88829107881336278	0.67998000000000003	Other (if applicable)	Digital-preferred	Digital-preferred	Small to medium	Small to medium	Small to medium	Large	Large	Large	Large	0.56285953334004524	0.95069337442218793	0.79351841096526887	0.29114105504587157	
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