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CTN Welcomes Moves to Reduce Phone Complaints








The Consumers’ Telecommunications Network (CTN) has welcomed the Telecommunications Industry Ombudsman (TIO) campaign to reduce complaints launched today by the Minister for Broadband, Communications and the Digital Economy, Senator Stephen Conroy.





“The huge increase in complaints proves that customer service is not a priority for many phone companies”, said Ms. Teresa Corbin, Chief Executive Officer. “Ultimately if this campaign by the industry to reduce their own complaint numbers fails, then it will be time for tougher regulation.”





CTN has joined the campaign by publishing the first Consumer Tip Sheet for the Telecommunications Industry on Being a Quality Provider. This tip sheet was developed in consultation with consumers after discussion about their expectations of phone companies. Ms Corbin said, “the aim of the Industry Tip Sheet is to give service providers a benchmark to aim for to ensure they keep their customers. It should also give consumers a clearer idea about when service is just not good enough and they should be looking around for a better deal.”





Ms Corbin said “Quality Service Providers are companies that are accessible to customers who make it easy to reach trained courteous staff, who listen to and hear the customers’ concerns and genuinely respond to the customers’ needs.  Where there is dissatisfaction with the service the source of that dissatisfaction is properly addressed without delay.” She added “We look forward to seeing some positive results from the campaign over the next six months. Consumers believe that phone companies do not care about their customers, but this campaign is a real opportunity for the industry to turn a new page and re-engage with their customers.”





CTN will be contacting the providers during the campaign for their feedback on the Quality Provider Tip Sheet.





The Tip Sheet is available under Resources / CTN Tip Sheets at CTN’s website � HYPERLINK "http://www.ctn.org.au" �www.ctn.org.au�


END





About CTN: The Consumers' Telecommunications Network is a national coalition of consumer and community organisations as well as individuals that represent community interests in the national policy arena on telecommunications issues. CTN is an important voice promoting better access, quality of service and affordability of telecommunications services for residential consumers.


�Media enquiries can be made to Teresa Corbin


Email: � HYPERLINK "mailto:tcorbin@ctn.org.au" �tcorbin@ctn.org.au� 


Tel: 02 9572 6007 or Mobile: 0414 748 906
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