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Introduction 

1. Chorus supports the Commerce Commission’s (Commission) retail service quality 

(RSQ) work programme and welcomes initiatives to improve consumer outcomes.  

The Commission’s consultation paper, Improving RSQ – draft baseline report 

(paper) covers a range of RSQ matters.  We acknowledge that these RSQ matters 

are based on a range of evidence that the Commission has collected over several 

years (dating back to 2012).1 

2. This consultation aims to identify priority matters before the Commission considers 

solutions for improvement.  While the Commission has not expressly sought views 

on ways to address RSQ matters, we have provided our preferred solutions for 

these, below.  

3. New Zealand is well served with regards to telecommunications infrastructure.  In 

particular, the Ultrafast Broadband programme means that 85% percent of 

consumers can access fibre based broadband services.2  Our interest is ensuring 

retail competition that is responsive to the needs of New Zealand homes and 

business and provides access to the services that are right for them.  

4. We also have an interest in understanding how our wholesale inputs can assist 

retailer service providers (RSPs) with RSQ.  This is particularly relevant as we start 

considering our expenditure proposal for the second regulatory period.3 

Improved RSQ outcomes support a thriving retail 

market 

5. RSQ objectives can be met by ensuring healthy retail competition in the 

telecommunications market.  Robust retail competition should ensure that service 

providers are responsive to the needs of telecommunication users.4   

6. We want consumers to make the most of the world class infrastructure New 

Zealand has to offer and engage in choices around their connectivity needs. The 

market is dynamic, with broadband services being offered over a range of 

technologies including fibre, mobile networks, hybrid fiber-coaxial (HFC), copper 

and satellite.  

7. Central to driving robust competition is ensuring that key information is available to 

consumers and that they can choose the service that best suits their needs.  

Therefore, our focus and recommended priorities to help improve RSQ are:  

• Product disclosure; and  

• Switching.  

 
1 As outlined in paragraph 41 of the paper.  
2 Crown Infrastructure Partners (June 2021), Quarterly Connectivity Update – Q2: to 30 June 2021.  
3 As required under the Part 6 regime for fibre fixed-line access services.   
4 The purpose of Part 7 is to improve RSQ to reflect the demands of end-users of telecommunications services.  
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8. We note that RSQ issues pre-date 2018.  In enacting Part 7, Parliament hoped to 

achieve three policy objectives:5   

• That consumers should be able to make informed choices about retail 

telecommunications services; 

• That consumers should be able to expect service quality at competitive 

standards, as well as competitive prices; and 

• That if problems arise, there should be efficient and responsive complaint 

and dispute resolution procedures. 

9. Consumers have waited a long time to see real progress – this is evident in the 

cabinet paper and the Commission’s own RSQ research.  We set out our 

recommended changes to help improve product disclosure and switching matters, 

below. 

10. While we generally support an industry-led approach to improving RSQ, we urge 

the Commission to build in safeguards to help drive progress (such as, formalised 

deadlines).  If these deadlines are not met it should consider more formal action 

(such as, a regulated RSQ code).   

Product disclosure  

11. We think that amendments to the TCF’s Product Disclosure Code (Code) will 

improve RSQ outcomes.  Our view is that the following changes will drive 

improvements to transparency for consumers and we are working as part of the 

relevant TCF process to advocate for these.  Our proposed improvements are: 

• A technology neutral approach – the Code must be amended to cover all 

types of technology, including fixed-wireless and HFC.  It should also be 

amended to include a simple process to add other technologies as they 

come on the market.   

• Minimum disclosure information – retailers must disclose basic 

information about each plan, including verified peak hour average speeds 

(e.g. by using Measuring Broadband New Zealand or another independent 

source).  This will help better manage customer expectations by letting 

them know what kind of performance they can expect during “busy hours”.  

• Upfront and accessible information – the Code must require comparable 

plan information on the ‘front’ of retail broadband webpages, and consistent 

product descriptions across websites and other forms of advertising (i.e. TV 

advertisements, posters and flyers).  Information is only useful if it is easy 

to find when you need it, consistent across technologies/plans and supports 

plan comparison.  This in turn supports ease of switching, customer service 

and promotes retail competition.  

• Monitoring for compliance and effectiveness – Code breaches are dealt 

with by the TCF’s compliance framework.  Given the frequency of marketing 

and website changes, there must be a regular independent monitoring 

mechanism and appropriate consequences for non-compliance.  We think 

 
5  Cabinet Economic Growth and Infrastructure Committee, Review of the Telecommunications Act 2001: Final Decisions 

on Fixed Line Services, Mobile Regulation and Consumer Protection, at paragraph 71. 
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this is an area where more Commission and industry dialogue would be 

fruitful.  The Commission could consider using its monitoring powers to 

understand the degree to which the Code is complied with.  

12. Regulators in comparable jurisdictions oversee information that retailers provide 

consumers, such as ensuring ‘fair and transparent’ information, comparison tools 

and guidance for speed claims that require peak disclosures (i.e. the UK’s Ofcom 

and Australia’s ACCC).6  The ACCC requires “busy peak period performance 

information at the plan specific level”.7  In addition, any maximum speeds used in 

advertising must explain that it refers to off-peak times. 

13. We acknowledge that the TCF is currently progressing work to amend the Code.  

However, progress has been slow.  The consequence of this is that consumers have 

not had the benefit of basic updates for several years (such as broadening the 

scope of the Code so that it is technology inclusive).  The TCF will provide a 

proposed timetable in its submission on the paper.  Our general preference is for 

the industry to drive its own solutions, but we recommend the Commission make 

its timing expectations clear to the industry and any consequences for delay.  

14. As outlined in our submission on the Commission’s RSQ Open Letter,8 it is 

important to consider how the proposed principles in the Open Letter will fit within 

the broader RSQ framework.  As there is likely overlap with the proposed Code 

amendments described above, the Commission should ensure that its final 

principles and guidelines are applied more broadly (where appropriate) and not 

limited to marketing during copper withdrawal or PSTN migration.9 

15. We recommend that the Commission:  

• Ensure its Open Letter principles are appropriately reflected in the Code, 

where relevant, and regardless of the type of marketing activity and 

technology.  

• Build in safeguards to complement an industry approach, including: 

o Setting timing expectations for production of a revised industry Code 

and the consequences of industry not meeting those timeframes – 

noting that the TCF has proposed a timeline.    

o Monitor progress by attending working party meetings. 

o Review a draft Code by end of the January 2022 and provide feedback. 

o Confirm a deadline for implementation of the Code.  We suggest May 

2022 on the basis of the TCF timetable. 

o Engage with industry on the compliance framework for the Code and the 

Commission’s role in that framework. 

 
6 Ofcom’s fairness for consumers: https://www.ofcom.org.uk/about-ofcom/latest/media/media-

releases/2019/broadband-and-phone-firms-put-fairness-first; ACCC’s guidance for broadband speed claims: 
https://www.accc.gov.au/consumers/internet-landline-services/broadband-speeds#busy-period-speed-information. 

7 ACCC (October 2020), Broadband Speed Claims – Industry Guidance, see Principle 1. 
8 Chorus submission to the Commission (27 August 2021), Marketing Alternative Services to Consumers – Open Letter. 
9 See draft principles set out in the Commission’s Open Letter on Marketing Alternative Services During Copper 

Withdrawal and PSTN Migration (4 August 2021). 

https://www.ofcom.org.uk/about-ofcom/latest/media/media-releases/2019/broadband-and-phone-firms-put-fairness-first
https://www.ofcom.org.uk/about-ofcom/latest/media/media-releases/2019/broadband-and-phone-firms-put-fairness-first
https://www.accc.gov.au/consumers/internet-landline-services/broadband-speeds#busy-period-speed-information
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Switching  

16. The paper outlines that consumers view switching as difficult, unreliable and that 

the process takes too long.  Given the increased reliance on connectivity, it is 

important – particularly with COVID-19 uncertainties – that consumers feel assured 

there are no barriers or risks when switching.  It is important from both an RSQ 

and competition perspective.  

17. Switching, alongside the level of shopping around, is typically considered a 

consumer indicator of the intensity of retail competition.10  Barriers inhibiting 

switching are also considered likely to result in less competition, higher prices, 

poorer services and less choice.11   

18. We encourage the Commission to work with the industry to better understand how 

the existing switching processes manifest as barriers to consumers.  Given the 

many technology options on offer, there may be a mix of system, process or 

contractual barriers to switching that could be removed / improved for an efficient 

‘technology neutral’ process.  

19. One option could be to consider Ofcom’s ‘one touch’ switching process that allows 

all consumers to use a single process to switch, regardless of the retailer, network 

or technology.12  Ofcom considered options for improving consumers’ ability to take 

advantage of offers after research showed four in ten people decided against 

switching due to the “hassle of needing to contact more than one provider”, along 

with others who found it too time-consuming.13   

20. We note that the Commission does not report on industry switching in its Annual 

Industry Monitoring Report and hasn’t looked at industry-wide switching since its 

2011 study.  It may be the appropriate time to take another closer look.  

21. We recommend that the Commission investigate existing switching processes to 

understand if there are opportunities to improve switching between service 

providers and technologies for consumers.  

 
10 OECD (2021), Methodologies to Measure Market Competition. 
11 Commerce Commission (10 April 2012), Summary of Survey of Consumer Switching Behaviour in 

Telecommunications Markets. 
12 Ofcom (28 September 2021), Quick, easy and reliable switching. 
13 Ofcom news (3 February 2021), New plan for seamless broadband switching; accessible here: 

https://www.ofcom.org.uk/about-ofcom/latest/features-and-news/new-plans-for-seamless-broadband-switching. 
  

https://www.ofcom.org.uk/about-ofcom/latest/features-and-news/new-plans-for-seamless-broadband-switching

