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Background 

• Between 2009 – 2010, there were a total of 

485,471 consumer complaints to the TIO 

related to mobiles, fixed line Internet and 

mobile premium services.  

• 40% of respondents had experienced a 

problem related to their mobile phone in the 

last two years. 

• 63% of those surveyed nominated the 

telecommunications industry as the sector 

delivering the worst customer service.  
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The research 

• Desk review 

• Consumer behaviour, such as bounded rationality, consumer heuristics and 

biases, and mental processing capabilities. 

• Telco issues such as confusion, information overload, choice overload, 

bundling and complex pricing   

• Extended autoethnographic data collection 

• To examine consumers’ real experiences with telecos 

• To see how they navigate and use communication from telcos 

• Provides richness to the “stories” of consumers  

• Large scale experiment 

• The effect of bundling and limited time offers in advertising on consumer 

perceptions and purchase intentions.  

• The effect of unit pricing and the presentation of terms and conditions 

information in advertising on consumer perceptions and purchase 

intentions. 

• The effect of information and mode of its presentation in personal selling on 

consumers’ perceptions. 
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The findings 

• Autoethnography 

• Experiment 

• Bundling and limited time offers 

• Terms and conditions, and font size 

• Unit pricing 

• The sales process 

• Switching 
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The recommendations 

• Stronger consumer protections 

• Decision-making is complex 

• Simplify terms and conditions 

• Develop single page, critical information 

sheet 

• Investigate unit pricing 

• Develop consumer-friendly trials of unit pricing 

• Have the hard conversations with 

consumers 
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Centre for Sustainable and Responsible 

Organisations 

 

http://www.deakin.edu.au/buslaw/research/cs

aro/ 

 

http://bit.ly/csaro_deakin 
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