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CTN Consumer Tip Sheet- Dealing with Unwanted Telemarketing Calls

For many people, receiving calls from telemarketers is annoying, unwanted and intrusive. CTN has developed this tip sheet to help manage unwanted contacts and minimise the calls you receive and what you can do if the problem persists.

Avoid getting on telemarketing lists in the first instance

· Don’t give your phone number out unnecessarily- particularly your home number, which is most commonly used for telemarketing. When you sign up for products and services, the terms and conditions often state that your details may be divulged to third parties. Where possible, withdraw your consent at the time of signing up for the other service. Otherwise, write to the company afterwards stating you do not wish to receive any marketing material from them or affiliated or third parties. Also read the terms of competitions you enter- this is a common means of obtaining personal details for marketing activities.

· Consider having a silent phone number. Although silent numbers attract an annual fee, it is a way to keep your home phone number as private as possible. You won’t be listed in the White Pages, making it harder for marketers to link your name with your phone number. Contact your telephone provider for details and pricing.

How to get off telemarketing lists

· The most effective way to stop unwanted telemarketers is to get on the Do Not Call Register. You can register by calling 1300 792 958 or online at: https://www.donotcall.gov.au/

· Ask for the name of the person and the company they represent at the beginning of the call. After you take their details, politely ask them to remove you from their contact list and terminate the call. If you are contacted by them again, contact the company in question or take your complaint to the appropriate agency (see Complaints) or the Australian Communications and Media Authority if you are on the Do Not Call Register. Remember to be polite- people are more likely to help you if you are firm in your request and remain calm.

What NOT to do

· Don’t be rude to the telemarketer, even if they’ve called you at a particularly inappropriate time- they are doing what they are employed to do. Being polite but firm is much more likely to yield the result you want.

· Under no circumstances should you blow a whistle or make a similarly loud noise. Doing so can seriously damage the hearing of the person on the other end of the phone. It’s important to focus on what you CAN do to stop getting more calls.

Complaints 

If you’ve registered for the Australian Communications and Media Authority’s Do Not Call Register, notify them of any calls you receive.  

Complain directly to the company who has called you. Keep a note of the name of the person you speak to and what they have agreed, in case a problem arises in the future.

The federal Privacy Act covers the collection, use and disclosure, quality and security of personal information. You can complain to the Privacy Commissioner if you think your personal information has been mishandled. For more information see www.privacy.gov.au or call 1300 363 992
State and Territories have their own fair trading legislation which covers telemarketing activities, which usually includes what hours they can contact you and rules about cooling-off periods for purchases. Contact your local consumer protection department for detailed information and general advice on your rights when buying products and services over the phone. A list of consumer protection agencies can be found online at: http://www.consumer.gov.au/html/contacts.htm or you can call the CTN office on 02 9572 6007 and we will assist you to find the most appropriate body.

Some industries have specific rules that apply to telemarketers, such as telecommunications. The Telecommunications Industry Ombudsman has jurisdiction to cover complaints about repeat telemarketing from telcos where a customer has requested no further contact, and where complaints about unwanted or life threatening calls have not been properly investigated. For more information see http://www.tio.com.au/POLICIES/Privacy/Telemarketing.htm or call 1300 062 058

Last updated May 2008. If you have any comments or corrections, please email ctn@ctn.org.au or call 02 9572 6007.
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