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The efforts of the Commerce Commission and the Telecommunications Commissioner,
Tristen Gilbertson are to be applauded.  We are pleased to have the opportunity to give our
views on priorities.

Our background
We are a non-commercial volunteer group of telecommunications, management & IT
professionals that advocate for better rural connectivity.

While we live and work in rural NZ, we are not farmers.  Instead we work alongside rural
people, in many cases, family businesses in agriculture, aquaculture, horticulture, hospitality
and tourism.  We provide free technology support to many in our community to help ensure
people get the best value from solutions and the many choices available.

Product Disclosure on VoIP Voice Services
Many RSPs now provide “landline” voice services using voice over broadband without
effective QoS  (eg VoIP over ADSL).  These services are now the standard landline offering
from some RSPs.  The voice quality and reliability of these services over ADSL can be
extremely low.  We know of many people that have been sold these VoIP services without
any warning of the disadvantages.  In these cases, the RSPs did not disclose that the VoIP
voice service:

● would have poor quality or fail if there is congestion on the broadband (because there
is no end to end QoS)

● be interrupted if you use the internet heavily
● may not meet the requirements of the Emergency Voice Calling Services Code

It is disappointing that some RSPs are not screening broadband connections first to ensure
that the connection is adequate to support their VoIP implementation.  The existing
regulations do not appear to be effective in maintaining the quality and availability of landline
service.

We would like to see full product disclosure prioritised for voice services using VoIP over
ADSL.  This information is especially important for those without mobile coverage.
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https://www.tcf.org.nz/industry/standards-compliance/public-services/emergency-calling/


Speed/Congestion Product Disclosure
It is clear from the RSQ facebook survey RSQ facebook survey that broadband speed
issues are a major source of customer dissatisfaction.  We would like to see these issues
addressed first.  This is particularly urgent because the consumer is currently unable to
complain through the TDRS on issues related to congestion.  (We note that the TCF are
proposing to delay the inclusion of congestion until August 2022)

Most consumer broadband services are sold without any speed guarantees.  This may work
adequately for fibre services, but with other services that are more subject to signal
degradation and congestion it leaves the consumer in uncertainty.  Many services (eg FWA,
DSL, satellite) are sold with vague, exaggerated, or no descriptions of speed.  This makes it
difficult for the consumer to choose between providers, and can lead to dissatisfaction after
signing up to a contract.

Some of the providers quote “up-to” speeds, but this may be of little use to the consumer if
they are planning to use their broadband at peak times.

Some providers quote national average speeds at peak times, but this is not indicative of
performance for consumers on congested cells or with poor signal.

Services that are initially good can sometimes degrade over time.  Often there are no
minimum standards that trigger capacity upgrades on rural cell sites. Where there are
standards, they are often lower than the consumer's expectations.  There should be more
transparency on the criteria for capacity upgrades and the minimum standards consumers
could experience.

We would like to see product disclosure on speeds be prioritised so that consumers can
effectively choose between services/providers (eg between VDSL or FWA).

Overseas Examples of Product Disclosure
In the UK, the approach is to provide consumers with accurate speed information before
they purchase a service.

Ofcom’s Broadband Speeds Code of Practice:

“When you buy a broadband service, you should receive some important information
without having to ask for it. This includes accurate information on how fast your
broadband will be.

You should get the estimated speed you are likely to experience at busy times of the
day, when average speeds are often lower. These times are 8-10pm for home
services, and 12-2pm for business services.

Your provider should always give you a minimum guaranteed speed for your
broadband service. For superfast broadband products, this information is now based

Rural Connect Feedback - Improving Retail Service Quality
Page 2

https://comcom.govt.nz/__data/assets/pdf_file/0022/265540/Improving-Retail-Service-Quality-RSQ-Facebook-survey-2019-14-September-2021.pdf
https://www.ofcom.org.uk/phones-telecoms-and-internet/advice-for-consumers/advice/broadband-speeds-code-practice


on the capability of the line going into your home or office, which means it will be
even more accurate.”

Below is a real example of the information that an RSP provides for a particular address in
the UK.
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Conclusion
We look forward to the implementation of RSQ initiatives.  These initiatives will help narrow
the digital divide in New Zealand.  Our economy, the resilience in our communities, and
businesses rely heavily on broadband and telephone service.

Regards

Tim Hallinan
Rural Connect
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