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Introduction from Ombudsman, Judi Jones 

• 

• 

• 

1. Our complaints show mobile coverage is important for regional and 
remote consumers  

• 

• 

• 

• 

 

https://www.abs.gov.au/websitedbs/D3310114.nsf/home/remoteness+structure


Case study A – No service for elderly consumer on remote property  

*Agnes lives alone on a property outside a remote town in NSW. She has no neighbours nearby and uses 
a landline to connect with family and friends. 

When Agnes’ landline stopped working, her son Jeffrey contacted her provider to report a fault and ask 
for a temporary service Agnes could use until the landline was fixed.  

Jeffrey said Agnes has a mobile service, but no mobile coverage at her property. He also said Agnes was 
self-isolating due to COVID-19 and this was increasing her sense of isolation. 

Agnes had no access to a telecommunications service until the landline fault was repaired several weeks 
later. Jeffrey said the time without a phone service was particularly stressful for his mother. 

*Name of individuals, organisations and companies have been changed 

1.1  When natural disasters occur, mobile services can provide a vital connection 

• 

• 

• 

• 

Case Study B – After bushfire affects landline, consumer drives to town for mobile 
coverage

  



1.2 Consumers living in remote communities need telecommunications services 
to access basic services 

Case Study C – Poor mobile reception affects consumer in remote indigenous 
community  

1.3 Consumers living in areas with no mobile coverage have fewer options for 
interim services  

Case Study D – No interim service option available for rural consumer  



2. Tailoring design options to meet areas of need 

2.1 Delivering mobile services during a natural disaster 

• 

• 

• 

2.2 Access to telecommunication services for vulnerable communities 

• 

• 

2.3 An awareness campaign to educate travellers about mobile coverage  

• 

• 

• 

 



3. Adapting the program design  

 


