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Executive Summary 

https://www.tio.com.au/news/sobering-new-research-ombudsman-and-cprc-reveals-telco-customers-are-doing-it-tough
https://www.tio.com.au/news/sobering-new-research-ombudsman-and-cprc-reveals-telco-customers-are-doing-it-tough


Summary of recommendations 



1. The TIO and its activities in regional, rural, and remote Australia 

 

 

 

 

https://www.tio.com.au/
https://www.tio.com.au/about-us/terms-of-reference-and-company-constitution


2. Telco faults and service issues can have a significant impact on 
consumers in regional, rural, and remote areas 

2.1. Service faults can take longer to resolve in regional Australia 



 

 

 

 

 

 

 

 

 



 
2.2. Fixed-line services in regional areas can be harder to fix when things go wrong  

- 

- 

- 

- 

- 



2.3. Satellite services can be unreliable in regional areas 



 

2.4. There is poor mobile coverage in some regional areas 





 

2.5. Payphones continue to be an important point of connection for regional Australia 

3. The telco regulatory framework needs to be modernised to ensure 
regional consumers can have reliable telco services 

 

 

 



3.1. Modern minimum service obligations are required for voice and internet services 

https://www.tio.com.au/sites/default/files/2024-04/20240304%20-%20TIO%20submission%20on%20Better%20delivery%20of%20universal%20services.pdf
https://www.tio.com.au/sites/default/files/2024-06/20240520%20TIO%20submission%20on%20Funding%20of%20Universal%20Telecommunications%20Services.pdf




 

 

 

 

https://www.tio.com.au/sites/default/files/2023-07/TIO%20letter%20to%20Universal%20Services%20Branch.pdf


3.2. Minimum service obligations are required for mobile services 





https://www.tio.com.au/sites/default/files/2023-06/TIO%20submission%20to%20Communications%20Alliance%20-%202024%20TCP%20Code%20Review.pdf
https://www.tio.com.au/sites/default/files/2023-06/TIO%20submission%20to%20Communications%20Alliance%20-%202024%20TCP%20Code%20Review.pdf


3.3. Consumers in regional Australia have affordability concerns that can prevent them from 
getting a service 

 



4. Telco issues affecting First Nations consumers  

4.1. Complaints to the TIO by First Nations consumers 

4.2. An increased focus on mobile accessibility is required to improve connectivity for First Nations 
consumers living in regional areas  

https://www.tio.com.au/sites/default/files/2024-07/20240718%20TIO%20submission%20to%20First%20Nations%20digital%20inclusion%20roadmap.pdf


5. Major outages and natural disasters in regional Australia 

5.1. Complaints about natural disasters 

 

 

 

 

https://engage.vic.gov.au/network-outage-review
https://engage.vic.gov.au/network-outage-review
https://www.tio.com.au/sites/default/files/2021-10/TIO%20Submission%20-%202021%20Regional%20Telecommunications%20Review.pdf


5.2. Complaints about major or mass outages 

6. Impact of the 3G network shutdown on regional Australia 

6.1. The shutdown of the 3G network may have a disproportionate impact on regional Australians 

https://www.infrastructure.gov.au/department/media/publications/australian-government-response-bean-review-final-report-review-optus-outage-8-november-2023-april
https://www.infrastructure.gov.au/department/media/publications/australian-government-response-bean-review-final-report-review-optus-outage-8-november-2023-april
https://www.infrastructure.gov.au/department/media/publications/australian-government-response-bean-review-final-report-review-optus-outage-8-november-2023-april
https://www.tio.com.au/sites/default/files/2024-06/20240531%20TIO%20submission%20to%20RRATRC%20inquiry%20into%203G%20shutdown.pdf
https://www.tio.com.au/sites/default/files/2024-06/20240531%20TIO%20submission%20to%20RRATRC%20inquiry%20into%203G%20shutdown.pdf


- 

- 

- 

6.2. Consumers are concerned about the remainder of the shutdown 

- 

- 
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Appendix - Overview of regional, rural, and remote complaints to the 
Telecommunications Industry Ombudsman 

 



7.1. Overall complaint numbers for Financial Years 2022 - 2024 

 



7.2. Distribution of regional and remote complaints 

 



7.3. Top 10 complaint issues for regional complaints  

 

 



7.4. Regional complaints by service type 

 



7.5. Complaints from regional Australia where consumers were affected by a power outage or 
natural disaster 


