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How complaints and enquiries were resolved by TDR

Complaints and enquiries per 10,000 connections 

1.9% (23)

7.6% (94)

90.5% (1117)

Formal intervention by TDR
No intervention by TDR, which 
includes: complaint wasn’t 
relevant, complaint was 
withdrawn, or TDR did not have 
jurisdiction over the complaint
Resolved directly between 
provider and customer 
without TDR intervention 

4% (1) upheld

26% (6) not upheld

52% (12) settled 

17% (4) partially upheld

^TDR does not report on the 11% of ‘Other’ retail connections men-
tioned in the monitoring report as it includes non-scheme members.

Nature of complaints 
and enquiries
 Customer service: 40% (499)

 Billing: 30% (373)

 Credit Management: 7% (92) 
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KEY
Industry average2degrees Spark VodafoneTrustPower Vocus

* Spark includes Spark, 
Skinny & Bigpipe

** Vocus includes 2Talk, 
Flip, Orcon, Slingshot & 
Vocus Communications

*Per 10k connections Total received
Scheme member Q1 Q2 Q1 Q2
2degrees 0.29 0.31 38 41
Spark 0.15 0.16 35 38
Vodafone 0.45 0.58 100 128
TOTAL 173 207
^Industry average 0.29 0.35

^<1% of mobile connections are with MVNO’s which are not currently 
included within TDR reporting. See page 10 for MVNO description.

*Per 10k connections Total received
Scheme member Q1 Q2 Q1 Q2
2degrees 2.94 5.18 25 44
Spark 0.60 0.55 42 38
Trustpower 1.08 1.08 11 11
Vocus 1.58 1.86 35 41
Vodafone 4.00 4.80 163 196
TOTAL 276 330
^Industry average 2.04 2.69

Total industry connections and complaints and enquiries per 10k connection numbers for Q1 and Q2 are calculated 
using the Commerce Commission’s 2019 Annual Telecommunications Monitoring Report (Commission Report). TDR 
uses the most up-to-date Commission Report data at the time of publication. Subsequent changes in market share 
since June 2019 will not be reflected in this calculation. Please refer to page 5 of the full report for additional reporting 
and FAQ on page 9 for more information. 
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https://comcom.govt.nz/__data/assets/pdf_file/0021/212763/2019-Annual-Telecommunications-Monitoring-Report-Revised-version-12-March-2020.pdf

