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Consultation on the proposed Digital Tech Hub 

Thank you for the opportunity to comment on the proposed Digital Tech Hub. 

I support measures to improve the experience of rural, regional and remote consumers of 
telecommunications services. The Digital Tech Hub could assist these consumers to better understand 
and make use of the telecommunications technology, products and service options available to them. 

The top complaint issues reported by rural, regional and remote customers 

My office handles complaints from residential consumers and small businesses (consumers), including 
those based in rural, regional and remote areas.1 Complaints from consumers living in rural, regional and 
remote areas. made up approximately 23% of all complaints received. by my office in FY2019: 

We find the issues raised by consumers from rural, regional and remote areas are similar across all 
telecommunications service types (internet, mobile and landline). 2 The top ten complaint issues for 
rural, regional and remote consumers were: 

• Providers not responding to consumers quickly or at all
• Service and equipment fees
• No phone or internet service
• Delay establishing a service
• Intermittent service and dropouts
• Providers agreeing to a resolution but not implementing it
• Slow data speed
• Misleading conduct
• Contract termination fees
• Missed appointments.

1 We have categorised consumer locations using the Statistical Geography Standard Remoteness Structure definitions of inner 
regional, outer regional, remote and very remote Australia. For more information, see the Australian Bureau of Statistics' 
Remoteness Structure 
2 The TIO's Submission to the 2018 Regional Telecommunications Review (August 2018) noted faults resulting in no service,
establishing a new connection and no response or a poor response from providers were issues affecting rural, regional and remote 
consumers in particular. 
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