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MOBILE COMPLAINTS LOW, VOICE OVER NBN COMPLAINTS HIGH
Mobile services have fared best with a low rate of consumer complaints in stark contrast 

to voice only services delivered by telcos over the NBN, which had the highest rate of 
complaints over a six month period last year, according to a new report from the ACMA.

The latest telecommunications handling report from the ACMA reveals that mobile services 
over the six months from July to December in 2018, had the lowest rate of consumers 
complaints despite having the highest number – 30.1 million - of services in operation.

In contrast, over the same the period from July to December 2018, voice only services 
delivered by telcos over the NBN, using VoIP technology, had the lowest number of services 
in operation - 275,753 - but the highest rate of complaints.

 “We will be analysing complaints data to consider whether there are areas needing 
stronger industry action or regulatory rules,” said ACMA Chair Nerida O’Loughlin.

“The high level of complaints reported for voice-only services delivered by telcos over the 
NBN is of real concern as they are critical to the most vulnerable in our community.

“The ACMA will be taking a close interest in efforts by telcos to deal with the cause of these 
complaints.”

In response to the ACMA report, NBN Co, which is building the National Broadband 
Network, said it had made “significant investments to work with the telco industry to 
improve customer experience and we are starting to see the early signs of that”.
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In a statement issued to CommsWire, a spokesperson for NBN Co said, “we are committed 
to doing our part to work with Internet and phone providers to help improve the customer 
service experience of consumers and businesses migrating and connecting to the NBN 
access network.

“As the ACMA report notes, the rate of complaints about broadband services delivered by 
telcos over the NBN is 40% lower than for services delivered over non-NBN networks.

“We look forward to continued engagement with the ACMA and our industry partners in 
doing our part to help reduce the level of complaints.”

O’Loughlin says ACMA's complaints report is the “very first time information about 
complaints made by customers directly to their telco has been collated by the ACMA”, 
adding that, “this report shines further light into the telco industry’s handling of the 
problems their customers are facing”.

Commenting on the ACMA’s report, Telecommunications Industry Ombudsman Judi Jones 
said “We are considering the data published in the report. The telecommunications sector 
must continue to focus on meeting the needs of consumers. The publication of internal 
complaint handling data provides a more comprehensive picture of the consumer 
experience and supports our work with regulators, government, and providers to better 
understand the issues driving complaints to the Telecommunications Industry 
Ombudsman.”

Other key findings by the ACMA included:

 the rate of complaints about broadband services delivered by telcos over the NBN is 
40% lower than for services delivered over non-NBN networks

 the highest rate of complaints about broadband services delivered by telcos over the 
NBN involved the new fibre-to-the-curb technology—however this high rate of 
complaints was attributable to only a few of the telcos that provided data to the 
ACMA

 the median number of days telcos take to resolve a complaint is six (telcos have a 
maximum of 15 days to propose a resolution to a complaint)

 total complaints to telcos increased in the December quarter, while the proportion of 
complaints referred to telcos for resolution by the Telecommunications Industry 
Ombudsman (TIO) is down.

Peter Dinham

https://conference.auscert.org.au/
https://conference.auscert.org.au/
https://conference.auscert.org.au/
https://conference.auscert.org.au/
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DODO TO FORK OUT $360,000 OVER NBN STREAMING CLAIMS
Vocus Group subsidiary Dodo has agreed to pay back up to $360,000 to 16,000 customers 

for claiming that its entry-level NBN broadband plans were "perfect for streaming".

The Australian Competition and Consumer Commission said the refunds were part of a 
court-enforeable undertaking which Dodo gave the competition watchdog after admitting 
its conduct could be interpreted as false or misleading and in contravention of Australian 
Consumer Law.

In a statement, the ACCC said from November 2015 to March 2018, Dodo had made these 
claims for plans including those which had speeds of 12Mbps and came with 10GB of data.

“We were concerned that Dodo customers on these plans could not reliably stream high-
quality video, particularly when others in the household were using the Internet at the 
same time,” ACCC chair Rod Sims said.

“At 12Mbps, Dodo’s customers could not stream ultra HD video at all.”

He said, according to Netflix, HD streaming uses up to 3GB of data per hour. With these 
plans a customer would have to pay extra if they streamed just two or three movies.

“We don’t believe NBN plans with just 10GB of included data are ‘perfect for streaming’.”

Apart from the refunds, the ACCC said customers on these plans who had paid excess for 
data and were still with Dodo could cancel their contracts without any financial penalty.

Sam Varghese

https://www.accc.gov.au/media-release/dodo-to-refund-360000-over-nbn-streaming-claims
http://www.deridder.com.au/
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US SAYS HUAWEI SALES OK IF NO THREAT TO NATIONAL SECURITY
In a statement that is as clear as mud, the US Department of Commerce says it will issue 

licences to Chinese telecommunications equipment vendor Huawei Technologies for 
buying American products "where there is no threat to US national security".

This is the first official statement that attempts to interpret the comments made by US 
President Donald Trump at the G-20 Summit in June, regarding the ban on Huawei.

In a speech on Tuesday, Commerce Secretary Wilbur Ross said this was being done to 
implement what Trump had said during the G-20 summit in Japan at the end of June.

During the summit, Trump made an off-hand comment after 
he met Chinese President Xi Jinping, saying: "US companies 
can sell their equipment to Huawei.

“We’re talking about equipment where there’s no great 
national security problem with it.”

Ross told the Bureau of Industry and Security annual 
conference: "To implement the president’s G-20 Summit directive two weeks ago, 
Commerce will issue licenses where there is no threat to US national security.

"Within those confines we will try to make sure that we don’t just transfer revenue from 
the US to foreign firms.

“Huawei itself remains on the Entity List, and the announcement does not change the 
scope of items requiring licences from the Commerce Department, nor the presumption of 
denial."

Huawei was placed on the Entity List on 16 May. Five days later, the US Commerce 
Department said the ban would be eased for 90 days, so that existing networks and 
handsets that had already been sold by the Chinese firm would continue to receive 
software updates.

US companies, a number of processor manufacturers among them, have got around the 
ban by selling Huawei goods made by their branches in other countries.

Trump has hinted on more than one occasion that Huawei could be used as a bargaining 
chip to settle the ongoing US-China trade war.

Sam Varghese

https://www.itwire.com/government-tech-policy/us-position-on-huawei-ban-unclear-after-trump-comments.html
https://www.commerce.gov/news/speeches/2019/07/remarks-us-commerce-secretary-wilbur-l-ross-bureau-industry-and-security
https://www.itwire.com/government-tech-policy/huawei-banned-from-using-us-components-without-approval.html
https://www.itwire.com/government-tech-policy/us-firms-find-ways-to-evade-ban-on-selling-to-huawei-report.html
https://www.itwire.com/government-tech-policy/us-firms-find-ways-to-evade-ban-on-selling-to-huawei-report.html
https://www.itwire.com/government-tech-policy/us-gives-strong-hint-huawei-a-pawn-in-trade-deal.html
http://bit.ly/2EudyyV
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REFURBISHED SMARTPHONES - A SMART WAY TO SERIOUSLY SAVE
COMMENT: With top of the line smartphones costing anywhere from $1500 to $2500 and 

beyond, and with smartphones lasting longer than ever, safely buying second hand via 
the security of a refurbished model can be a totally smart saving.

Yesterday, CommsWire reported on Boost Mobile's new deal with the launch of big-brand 
name refurbished phones at prices vastly cheaper than retail, with the security of a 30-day 
satisfaction guarantee, a 12 month warranty, and "industry-leading 72-point inspection 
process" and even free delivery, plus a free $30 Boost SIM card.

And all that is powered by Australia’s biggest mobile network, which is Telstra.

The brands on offer are the ones you know and love - Apple, Samsung and Google Pixel, at 
prices starting from $249 for Apple's 16GB iPhone SE, which will be fully iOS 13 compatible 
when that astoundingly good OS upgrade launches in what is expected to be late 
September 2019.

Need more space, as most people do these days? The iPhone SE 32GB model is just $30 
more at $279, the 64GB is $309 and the 128GB model is just $329!

Then there's the iPhone 7 with 32GB for $399, 128GB for $469 and 256GB for $529, while 
an iPhone 8 with 64GB is $659 and a 256GB model is $739.

Other iPhone models on offer include the 7 Plus, the 8 Plus and the iPhone X.

Are you on the Android side of the fence?

Here, a Samsung Galaxy S7 starts at $339, the S8 starts at $439, the S8+ from $479, the S9 
from $579, the Note8 from $579 and the S9+ from $649, depending on storage capacities.

https://www.itwire.com/telecoms-and-nbn/boost-mobile-partners-with-alegre-in-refurbished-phone-deal.html
https://boost.com.au/shop/refurbished/
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Then there's the Pixel 2 from $479 and the Pixel 2 XL from $519, again depending on 
capacities, showing just how affordable models from the recent past can be - with even Zip 
Pay being an option from $10 per week from Boost, making refurbished smartphones an 
even more affordable option!

These prices are similar to what you'll find at places like Dick Smith, which also sells 
refurbished smartphones and indeed a range of refurbished technologies.

Boost Mobile's deals are powered by a refurbished device company called Alegre, a 
licensed second hand dealer.

and with the prices of refurbished models on par with the kinds of second hand prices 
you'd find at sites like Gumtree, and at sites like Computer Exchange (WeBuy), you can 
have complete confidence that you're buying goods that aren't broken, aren't filled with 
fake parts, aren't stolen and come with peace of mind guarantees that buying from 
Gumtree can never deliver.

So, buying refurbished is a smart way to save money, one of the reasons is because today's 
smartphones have longer than ever lifespans - while the range of brilliant value MVNOs like 
Boost, Amaysim, OVO, Kogan Mobile and others make phone and data costs incredibly 
affordable in 2019. 

As an example on the hardware side of things, Apple's iOS 12 operating system worked on 
smartphones as old as the iPhone 5s, 6 and 6 Plus, so 7 generations of smartphones, while 
iOS 13 will work on the iPhone SE, 6s and 6s Plus as the oldest models support, which again, 
is remarkable, and far longer than Android devices are supported for.

That said, Google has extended support on its Pixel 1 smartphones to support Android Q 10 
due later this year, while companies like Samsung and Huawei do offer updates to older 
models too, so Android longevity has also increased, making older models more desirable, 
especially when they are vastly more affordable than when they were brand new.

Boost Mobile commissions research which found that "74% of young Australian’s would 
consider purchasing a refurbished phone", alongside a finding that "75% of young 
Australian’s would only be willing to spend up to $1,100 on a phone".

Well hey, when a flagship smartphone can cost anywhere from $1500 through to $2500 
and beyond, and with today's youth hardly being flush with cash, then again, refurbished 
smartphones make sense - and no wonder this has become a booming market.

Indeed, I have helped several friends over the past year - and even my own Mum - to get a 
refurbished smartphone, in many cases the iPhone SE, simply because of the exceptional 
value provided, and those particular people's desire for a small smartphone that still 
offered compatibility with and the full power of today's awesome apps.

https://www.dicksmith.com.au/da/shop/phones/?order_by=price&brand=samsung&brand=apple&brand=google&brand=htc&brand=huawei&brand=xiaomi&brand=panasonic&brand=sony&q=refurbished&page=1
https://www.dicksmith.com.au/da/shop/phones/?order_by=price&brand=samsung&brand=apple&brand=google&brand=htc&brand=huawei&brand=xiaomi&brand=panasonic&brand=sony&q=refurbished&page=1
https://au.webuy.com/
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Now, as you can read about in CommsWire's earlier article Boost Mobile has some special 
deals on offer for those wishing to purchase a refurbished smartphone, with significant 
data inclusions on new Anytime Plus Plans, most with Data Rollover too, making young and 
older smartphone users happier than ever. 

Peter Adderton, the founder of Boost Mobile said: “For 18 years Boost Mobile has been 
connecting Australians, seeking to find the best value for our customers, and giving them 
more choice.

“Refurbs are a great option for consumers who are looking for a great smartphone at a 
fraction of the price".

Boost Mobile also uses the Telstra network, unlike most of its competitors, which is well 
known to have the best mobile call and data coverage in Australia, giving it a competitive 
advantage against MVNO competitors that use the Optus and Vodafone networks - even 
though those networks are nevertheless also awesome value in 2019, too. 

Russell Lornie, the Marketing Director of Alegre said: "We have seen an exponential rise in 
the interest and acceptance of refurbished phones over the last few years, as people realise 
the high calibre of phones on offer that have gone through rigorous testing and cleaning.

"There are also a growing number of consumers actively seeking out refurbished phones 
with a view to having access to the latest technology while playing their own part in trying 
to minimise their personal e-waste.”

To see what deals Boost has on offer, check out its refurbished smartphone shop here.

As noted above, you'll find refurbished smartphones from Dick Smith and a range of other 
stores online - with even Apple itself selling refurbished models of its own, although usually 
at higher prices than you'll find elsewhere.

So, if the very newest flagship smartphones are priced way too richly for your liking, 
sometimes with far fewer new features than you'd like, and if you'd prefer to avoid being 
locked in with 24 or 36 month contracts from the telcos, there are real alternatives out 
there.

What’s more, the alternatives come with a guarantee, warranty and are free from the risk 
of being barred from telco networks due to being reported as stolen, while coming at very 
nice prices that are very wallet friendly.

Viva refurbished!

Alex Zaharov-Reutt

https://www.itwire.com/telecoms-and-nbn/boost-mobile-partners-with-alegre-in-refurbished-phone-deal.html
https://www.itwire.com/telecoms-and-nbn/boost-mobile-partners-with-alegre-in-refurbished-phone-deal.html
https://boost.com.au/plans/#28Day-Expiry
https://boost.com.au/shop/refurbished/
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AUSTRALIANS STILL HESITANT TO ADOPT SMART HOME TECHNOLOGY
Australian attitudes towards smart home technology means it will be some time before it 
is fully adopted, with younger Australians aged between 18 and 34 concerned about the 

impact of technology in their homes, according to a new research report.

And according to the research, by Accenture, more than half (58%) of the younger 
generation reported they are dependent on technology, with 55% stating they are addicted 
to technology – and 53% of the opinion that technology is intrusive in terms of having 
access to personal data.

The report — “Putting the Human First in the Future Home” — looks at consumer 
behaviours and routines and how the influence of emerging technology impacts their 
identity and motivations and the tensions that arise.

Accenture says that, significantly, the research reveals the habits and hesitations of 
Australians toward buying smart home technology.

The research reveals that 70% of those surveyed wait for others to try new devices and 
services before buying, while considerations are largely based on cost – with 64% looking at 
the price of the device, ahead of functionality (42%) and ease of use (40%).

“Interestingly, only then do Australians consider what brand they’re purchasing, with just a 
quarter (25%) considering the reputation of the brand they’re buying from before 
purchasing,” Accenture notes.

Jonathan Restarick, Communications, Media and Technology lead at Accenture in Australia 
and New Zealand, said: “The future home should be built around people first. There is a 
significant opportunity to develop strong future offerings that are built to enhance our 
lifestyles”.

“But success requires brands to think differently about product design, with specific focus 
on seamlessly supporting the household.”

According to Restarick, Australian attitudes toward smart home technology signify it’s still a 
battle between help and hindrance, with the research identifying “several tension polarities 
around technology in the home, the strongest being that smart devices make us feel more 
connected but also more isolated”.

Accenture says that for half of Australian respondents (51%), technology at home makes 
them lazy, while over half (57%) say it makes them feel isolated – and nearly half of 
Australians (48%) surveyed find technology at home intrusive, and 42% consider it 
addictive.

The research also reveals that more than 70% of people recognise that technology at home 
makes life easier, from preparing food and ordering groceries online, to controlling their 
home climate and environment.

https://www.accenture.com/us-en/insights/living-business/future-home
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And it’s also revealed that there is positive sentiment toward smart home technology – 63% 
of Australians agree that it makes them more connected, while almost six in ten (59%) 
agree that it makes their home life more fun.

“Consumers need to rationalise the tensions created by their relationship with technology, 
especially around dependency, intrusiveness, and isolation,” says Restarick.

“While many brands can sell smart-home products that make people feel more connected, 
those brands that deliver real value in the future home are the ones that allay their 
customers concerns about feeling isolated, or intruded on in the modern technological 
environment.”

Accenture says that as future home owners and potential smart-home customers, younger 
generations are crucial markets.

And conversely, many brands understanding of this group’s anxieties around technology is 
limited – while those aged 65 and over emerge as an avenue for opportunity.

The research found that:

 The youngest respondents are the most negative about the way technology is 
affecting their lives. Over half (58%) of 18 to 34 year olds worry that they are too 
dependent on technology, while 46% of respondents in this age group are also fearful 
that smart devices in their homes know too much about them. Rationalising the fears 
of the 18-34 consumer will be vital to the product design strategy of the future.

 By contrast, the group most positive and trusting of technology are those aged 65 
years and over – precisely the part of the market that many technology companies 
have been neglecting. This group see smart devices as making life easier (61%), more 
fun (53%) and keeping them connected (61%). Their fears around the isolating effects 
of technology are lower than any other age group (46%) and just 36% of this sector 
perceive technology as making them lazy. Interestingly, less than a fifth (19%) of the 
respondents in this group are worried about the addictive nature of technology, the 
lowest across all age groups.

 Families living with children have more concerns about technology at home – 63% 
think it is addictive, makes them dependent (70%) and lazy (68%), while those 
without kids have an even less positive attitude toward technology – only 48% say it’s 
fun, and 24^% say it makes them feel in control.

“Companies need to recognise that there are times when consumers want more technology 
in their lives, and times that they don’t,” Restasrick said.

“For example, we are seeing consumers favour technology where they can set limits on the 
devices to prevent over exposure. Brands must also recognise the need for a delicate 
balance of customer personalisation and privacy.”

Peter Dinham


