
Appendix: Response to Commerce Commission questions 

 

Consultation questions: 

1. Do you agree the proposed key RSQ matters need improving? Please tell us why, 
or why not. 
 

Overall the industry has improved quite considerably over the past few years. We consider that an 
overall 78% customer satisfaction score reflects the work the industry, individually and 
collectively, has put in to improve things for consumers.   

 
While 78% is a good score there is always room for improvement. Vocus takes customer 
satisfaction and experience seriously, and we are always looking to improve.  We closely monitor 
our NPS scores by brand and have NPS as a key performance indicator for our staff. 
 

2. Do you agree that debt and affordability practices fall within the scope of RSQ? Please tell 
us why, or why not. 

 
The Commerce Commission’s decisions on Chorus’ fibre price-quality regulation will be the single 
biggest determinate of debt and affordability issues for end-users. 
 
At the retail level, Vocus is at the forefront of making broadband affordable and have done the 
following to assist our customers with debt management: 
 

• Weekly and fortnightly billing:  this helps customers budget and pay for their services with us 
 

• Promise to pay: we use this to get customers back online immediately if the customer is 
overdue and can pay us on a future date.  
 

• Payment assistant: this allows customers to break up bills into easier manageable instalments  
 

3. Do you agree that we should only maintain a watching brief over the matters in paragraph 
53? Please tell us why, or why not. 

 
Yes. We support the Commerce Commission maintaining a watching brief around these matters. 
 

4. Of the proposed key RSQ matters, which ones do you think we should address first? Please 
tell us why. 

 
We consider that communication with customers around installation (LFC updates) and other 
communication pain points should be prioritised. 
 
It should also be noted the TCF is already working on and has prioritised the Product Disclosure 
code and Transfer code for review. 

 

5. Do you think an industry or Commission RSQ code would improve the proposed RSQ 
matters? Please tell us why, or why not. 
 
The TCF is already working on several codes which look to improve key RSQ matters. These 
include review of the Product Disclosure Code and the Fibre Transition code.  The TCF is 
looking to address these codes this year with a view of tackling other codes next year. 



 

 
 
 
 

RSQ Category RSQ Matters 

Billing The Commerce Commission should consider whether issues are individual 
service provider specific, or symptomatic of a broader problem in the industry. 
 
• Consumers experience errors in their bills.  
 
Our experience is that genuine errors are extremely rare and solved extremely 

quickly.  Vocus aims to keep our product offering simple and we invest heavily 

in automation to reduce human error around billing. 

• Consumers struggle to understand their bills.  
 
We have invested in making our bills easier to understand, through our online 
self service tools and our mobile apps. The TCF CDR project may also help 
customers understand data. 
 
• Consumers experience bill shock 
 
This is something customers do experience and is an area we are working on.  
Our own research indicates this is most likely to occur on the customers first 
invoice.  We have introduced new functionality into our new Self Service app 
that helps customers understand ‘unusual’ charges such as: 

 

• variance in usage; and 
 

• one off charges. 
 

Customer 
service 

• Consumers face long wait times and multiple transfers when dealing with 
their RSP.  
 
Over the past couple of years, Vocus has invested into this area to drive our 
average wait times down to 3.14 minute ASA (Average speed to answer), 10 
hours for email and 45 seconds for chat. 
 
• RSPs keep poor records of previous dealings with customers.  
 
Vocus keeps notes on all customers interactions. We have invested into a 
system which helps with customer interactions this helps to streamline notes 
and provide customer history for our agents. 
 
• Consumers find it difficult to understand customer service representatives.  
 
Vocus prides itself on a New Zealand based call centre which improves our 
overall customers satisfaction and NPS.  Our back office teams are also New 
Zealand based. 
 



• Consumers find it difficult to resolve issues.  
 
Vocus has a dedicated team to resolve escalated issues. We always seek to 
resolve customers issues, as this is a key driver for churn.  
 
We are also an active member of the TDRS, including a position on the current 
council. We work closely with the TDRS to resolve any disputes and drive 
improvement across the scheme. We closely monitor NPS (both cold and as a 
post-interaction measure) and have seen huge improvements in this space 
 
• Consumers lack information about the installation process. 
 
Fibre installation does present an issue especially around Right of Ways and 
Multi Dwelling Units.  Information and updates from LFCs in this area could be 
improved, especially when it goes off to ‘Network build’ and third party Install 
planning companies.  Vocus has invested into our Self-Service order trackers 
which explain installation process in great detail, and consumes LFC updates 
when they become available.   
 

Product 
disclosure 

• Consumers find marketing of new technologies inconsistent and confusing.  
 
Vocus would like more detail on customers comments around this.  Comments 
under section 94 suggests consumers would like more clarity on information 
provided. We would be interested to know more to help us improve our 
website copy and overall customer experience. 
 
• Product information and service quality do not always match or line up.  
 
The TCF product disclosure code is currently being reviewed to help improve 
the way we communicate with customers and how we talk about technologies. 
 
 
• “Up-to” advertised performance indicators do not give an accurate indication 
of expected performance.  
 
The TCF product disclosure code is currently being reviewed and this is one of 
the areas that will be addressed.  
 
• Consumers find it difficult to compare plans:  
- Plans are complex with a lot of add-ons and bundled offers.  
- Usage information is inadequate to assess appropriate plans.  
 
The TCF CDR project is looking to address this area to help customers compare 
plans and information in an easy format for both the consumer and comparison 
sites to consume.   
 
- Coverage maps can be inconsistent, inaccurate, or difficult to interpret. 
 
Broadband:  

- Our signup process allows customers to view what technologies and 
plans are available at their address, simplifying the process. 



 
Mobile: 

- Agree we need work in this area 
 
 

The switching 
process 

• Consumers experience issues with the switching process such as double-
billing errors, long delays and unreliability.  
 
TCF Fibre Transfer code is looking to address some of these issues. 
 
• Consumers expect switching to be difficult. 
 
Vocus has taken steps to reduce complexity around switching, we allow 
customers specify the date of transfer (to account for notice periods with 
existing providers) and bring-your-own-modem. Investment in order tracking 
and comms which explain all stages of the fibre installation process as well. 
 

Contract 
issues 

• Consumers face high exit and early termination fees (ETFs).  
 
Vocus has taken steps in this area introducing ‘The no dramas contract’ in 
Slingshot and no contract options in Flip and Stuff Fibre.  Early termination fees 
do apply when promotional items or costly hardware is being supplied to the 
customers. 
 
• RSPs unilaterally vary contract terms. 
 
Vocus does remind customers if we change our terms and conditions that they 
can terminate the contract if they are unhappy with the changes.  
 

Debt practices 
and 
affordability 

• RSPs do not appear to have adequate consumer support, or debt 
management, policies.  
 
Vocus offers weekly and fortnightly billing options for customers, to help them 
budget around pay cycles.   
 
We promise to pay in the event a customer finds themselves in the situation 
where they can’t pay that week.   
 
We have also launched a new Payment Assistant which allows customers to 
break up their bill into easier manageable instalments. In the event they go into 
our bad debt, our credit team also has mechanisms such as payment plans to 
help customers get out of debt. 
 
• RSPs do not appear to perform basic affordability checks 
 
Vocus does credit check customers along with fraud measures to ensure 
customers can afford services with us.  We also need to make sure we don’t 
discriminate unnecessarily so majority of New Zealanders have access to 
internet.   Vocus doesn’t offer Handset hardware with our mobile plans. 
 
 



 
 
 


