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Communications sector market study
Key findings, recommendations and actions

The ACCC’s Communications sector market study details a 
range of issues across the telecommunications industry. 

We considered a number of issues, including:

�� whether competition is delivering lower prices and 
greater choice for consumers

�� the progression of the NBN rollout and measures 
designed to improve the NBN consumer experience

�� potential issues relating to emerging Internet of Things 
(IoT) and Over the Top (OTT) services.

What we found

Consumers are getting better value for 
telecommunications services, but there is still 
market concentration 

In general, we found there are positive signs of 
competition in the Australian communications sector, 
which means lower prices, more choice of services and 
service providers and more inclusions for voice and 
broadband services on fixed and mobile networks. 

There are new service providers entering the market 
and some established service providers expanding into 
new markets. For example, Vodafone now sells fixed 
broadband services on the NBN and TPG has announced 
its intention to build a mobile network. This is good news 
for consumers. 

The NBN is more than halfway through its rollout but 
has faced some challenges 

The NBN is now available to more than 6.3 million 
premises and is supplying services to 3.6 million premises 
and businesses. Regional consumers and businesses have 
been the first to benefit from the NBN and competition 
in the supply of home phone and broadband services in 
regional Australia.

NBN available
to 6.3 million 
premises with 3.6 
million activations 
by March 2018

AVAILABLITY 

Regional Australians 
have been among the 
first to benefit from the 
NBN with 56% of 
activations in regional 
Australia

However, we have seen some consumers experience issues 
arising from the transition to the NBN such as delayed 
connections, missed appointments with technicians 
and potentially misleading information about service 
performance and speeds.

New actions and measures put in place by the 
Government, the ACCC, the Australian Communications 
and Media Authority (ACMA) and NBN Co are aimed at 
improving this experience.  

Fixed and wireless networks will continue to evolve

An increasing number of consumers are cancelling their 
landline and going mobile only for voice services. Some 
service providers are now using wireless technology 
(including mobile) to provide home broadband services. 
We expect that these trends will continue and wireless 
services will place competitive pressure on the NBN 
over time.
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There is rapid growth and development of 
emerging services 

Consumers and businesses continue to embrace emerging 
technologies. Cloud computing is now used by 80 per cent 
of businesses. The IoT is predicted to grow considerably 
over the next five years and OTT services are continuing to 
transform the use of communications networks.

Key issues for consumers
Our communications sector market study contains several 
actions, recommendations and findings relating to issues 
faced by consumers. This includes issues experienced 
when migrating to the NBN, phone scams, and information 
issues that can make it harder to change plans or service 
provider, as well as to know which broadband speed to 
choose on the NBN.

A key message for consumers coming out of our study 
is being aware of the potential benefits of short-term or 
‘no lock-in’ contracts when migrating to the NBN. We will 
work with industry and other government stakeholders to 
educate consumers on this, and other issues.

The ACCC provides detailed advice and tips for consumers 
on a range of topics relevant to our market study:

�� Internet and phone – covers topics like choosing a 
mobile phone plan or internet service, managing data 
usage, and the unauthorised transfer of phone and 
internet services

�� Cancelling a service - information about consumer 
rights for customers seeking to cancel a phone or 
internet service

�� Migrating to the NBN – tips and FAQs for consumers 
moving to the NBN

�� Broadband speeds – information for consumers about 
busy evening hour speeds and our guidance for service 
providers

�� Broadband performance data – real world performance 
of broadband plans, with data to be published 
quarterly

�� Comparator websites – information about using 
comparator websites, including what to look out for 
before relying on a comparison

�� Scamwatch - information for consumers and small 
businesses about how to recognise, avoid and 
report scams.

The Government has also announced its intention to 
legislate a national Consumer Data Right, allowing 
consumers open access to their banking, energy, phone 

and internet transactions. This is designed to make it 
easier for consumers to switch from one service provider 
to another.

What we recommend
Our communications sector market study final report 
makes several recommendations for government and 
industry, including: 

�� the telecommunications industry should do more to 
proactively prevent harm and protect consumers from 
international and domestic scams and spoofs 

�� the Government’s implementation of the 
Consumer Data Right should be extended to the 
telecommunications sector (as planned)

�� NBN Co should continue to review and adjust its prices 
to ensure the economically efficient use of the network 
and safeguard the long-term interests of end-users 
and consumers.

ACCC actions 
Our communications sector market study final report has 
also identified a range of actions for the ACCC, some of 
which are already underway, including to:  

�� address concerns about the performance of NBN 
broadband services through our Measuring Broadband 
Australia program, Broadband Speed Claims Guidance 
and take enforcement (legal) action where needed 

�� examine NBN Co’s wholesale service standards to 
ensure that they will deliver good experiences for 
consumers and businesses

�� work with ACMA to improve consumer protections on 
the NBN

�� review the scope, transparency and ease of use of 
comparator websites for telecommunications services

�� monitor consumer complaints about unfair contract 
terms for telecommunications services

�� investigate consumer complaints about bundling and 
take further action where needed.

More information
For more information on the study and to read the final 
report, visit https://www.accc.gov.au/about-us/market-
studies/communications-sector-market-study

80% of 
businesses used 
cloud computing 

in 2016

Industry predicts 
the Internet of 

Things will provide 
significant uplift to 

GDP by 2025

OTT services continuing to 
transform use of communications 

networks and disrupt markets

https://www.accc.gov.au/consumers/internet-phone
https://www.accc.gov.au/consumers/consumer-rights-guarantees/cancelling-a-service
https://www.accc.gov.au/consumers/national-broadband-network/moving-to-the-nbn-for-consumers
https://www.accc.gov.au/consumers/national-broadband-network/broadband-speeds
https://www.accc.gov.au/broadband-data
https://www.accc.gov.au/consumers/online-shopping/comparator-websites
https://www.scamwatch.gov.au
https://www.accc.gov.au/about-us/market-studies/communications-sector-market-study
https://www.accc.gov.au/about-us/market-studies/communications-sector-market-study

	What we found
	Consumers are getting better value for telecommunications services, but there is still market concentration 
	The NBN is more than halfway through its rollout but has faced some challenges 
	Fixed and wireless networks will continue to evolve
	There is rapid growth and development of emerging services 

	Key issues for consumers
	What we recommend
	ACCC actions 
	More information

