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Dear 2021 Regional Telecommunications Review Secretariat, 

My name is Dr. Holly Randell-Moon and I’m a Senior Lecturer at the Dubbo campus of Charles Sturt 
University. I am currently finalising a research project, ‘It just works!’: Regional and rural consumer 
understandings of smart technologies in North West New South Wales (2021). The project is funded by the 
Australian Communications Consumer Action Network (ACCAN) and is one of the few studies to examine 
this consumer base. The Report draws on an evidence base from over 130 participants and 6 case studies 
including Dubbo, Wellington, Narromine, Peak Hill, Gilgandra, and Local Aboriginal Land Councils. The 
project included a questionnaire and interviews. 

I summarise key findings from the project that are relevant to the 2021 Regional Telecommunications 
Review. More information about the project and the results can be found here: 
https://smartregions.csu.domains/  

 

The project identified the following key themes and issues regarding regional and rural consumer 
experiences of telecommunications: 

• Polarisation in perceptions of telecommunications quality, participants either assess quality as ‘pretty 
good actually’ or ‘ordinary’  

• Telecommunications are crucial to support liveability, growth, and regional and rural futures 

• Digital literacy and digital divides impact telecommunications access 

• Uneven service provisions experienced as arbitrary 

• Confusion regarding consumer rights in relation to emerging technologies such as smart 
technologies and applications  

• Ewaste (electronic waste) considerations  

• Inclusivity, Aboriginal Land Councils are key stakeholders in planning and development in the region, 
including telecommunications 

o This project included relatively few respondents with a migrant background, older peoples 
(70+ years old), and people living with a disability 

o These communities will grow in the years ahead in regional and rural areas and they are 
important stakeholders in regional and rural telecommunications planning 
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