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Foreword by the Australian Communications

Consumer Action Network

Itis an often -cited truth that small business is the engine of the Australian
economy. Today, some five million Australians are employed by small businesses.
Small businesses rely on telecommunications services to be able to do business,

no matter what sector they are operating in. When a small business can not
access the Internet or make phone calls, orders cannot be taken or processed.

When a small business operator waits in a call centre queue or is transferred

between different customer service representatives trying to have a fault

resolved, they are not only losing time , but money. This impact on productivity
and turnover affects not only the small business owner , but its employees and
customers.

This qualitative study by Market Clarity indicates that while the majority of small
businesses are satisfied  with their telecommunications services, they are
experiencing higher levels of faults than is ideal. These outages 0 even if they
are for a short duration 0 can have a catastrophic impact on a small business.
Compounding these issues are the problems that some small business owners
have in resolving faults when they arise, even though most are paying for

business grade services.

To some extent, the experiences that small businesses have in relation to

customer service and complaint handling mirror the ex perience of general
consumers. In 2012, the Australian Communications & Media Authority registered

an updated Telecommunications Consumer Protection (TCP) Code , which aimed
to address some of these issues. In the 2011 -12 financial year, complaints from
sma Il businesses to the independent Telecommunications Industry Ombudsman

(TIO) rose by 52% and now make up around 13% of all complaints to the TIO.

Complaints to the TIO from small businesses, again, mirror that of general

consumers and include being given inadequate or incorrect advice about their
service by customer service representatives, poor coverage and drop -outs on
mobile phone services and service providers not acting on their promises to

resolve complaints.

This important body of research by Mark et Clarity articulates through real case
studies the needs and issues faced by small businesses in relation to
telecommunication services. This study will serve as an essential baseline that
allows ACCAN to propel policy and advocacy work on a crucial part of the
Australian economy.

© Copyright 2013 Market Clarity : Small Business Telecom Service Use
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Executive Summary

In this report, Market Clarity provides an analysis of small business experience S
with telecommunications ser  vices, covering fixed voice, VolP, fixed broadband,
mobile voice, mobile broadband and EFTPOS se rvices.

Small business is one of the least understood market segments; with little
representation vis -a-vis telecommunications service requirements and
experiences . This analysis therefore provides important information in support of
advocacy on behalf of  small businesses, as well as providing a wealth of
information for service providers targeting the small business sector .

Small business plays a significant role in the Australian economy , accounting for
almost half of employment in t he private non -fina ncial sector and over a third of
production. Furthermore, almost 90 percent of businesses engaging in innovativ. e
activity are small businesses, which also reflects the use of new technologies

(including broadband services) to overcome barriers to entry and access larger
markets .

This study was made possible by a research grant from the Australian
Communications Consumer Action Network (ACCAN).

Key Findings

Mar ket Clarityés analysis of small business
conducted with 260  small businesses (with less than 20 staff) across fourteen

(14) vertical industry segments. The survey questionnaire was designed to gain a

qualitative and quantitative understanding of the needs, requirements, decision -
making processes and service issues faced by small businesses.

A The vast majority of businesses utilise both fixed voice and fixed broadband
services (95% and 96%, respectively). Mobile voice services (paid for by the
business) are another key product used by small businesses (89%). Mobile
broadband services are used by 45% of the respondents, whilst EFTPOS is
used by 42%. VolP services are used by only 16% of the small businesses
interviewed for this study. Overall, every company interviewed used some
type of voice service (fixed voice, mobi le voice and/ or VolP) and 99% of
respondents had some type of broadband connectivity (fixed and/or mobile
broadband).

A Small businesses overwhelmingly use business grade services: fixed voice
(95%), VolIP (81%), fixed broadband (91%), mobile voice (89%) and mobile
broadband (86%).

experie

1. . . . N .
fiSmal | Busi ness: An Economic Overview, o0 EIlIlis Connolly,

Small business roundtable |, May 2012,
http://www.abs.gov.au/websitedbs/d3310114.nsf/4a25 6353001af3ed4b2562bb0012156
4/d291d673c4c5aab4ca257a330014dda2/$FILE/RBA%20Small%20Business%20An%20e

conomic%200verview%202012.pdf (Common definitions categorise

their number of employees or annual revenue. With caveats of differing measu rements
used, this paper mainly uses the ABS definition of businesses employing few than 20
empl oyees. 0)
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A The impact of one -hour service faults varies by type of service, and a
respondentds business requirements. 25% of fixed
would experience a serious or catastrophic impact; as would 24% of VolP
users; 32% of fixed broadband users; 24% of mobile voice users; 19% of
mobile broadband users and 26% of EFTPOS users. There are opportunities

for advocacy and education on risk reduction via service diversity.

A Theimpact of a one -day service fault varies by type of service, and a
respondent &8s busi ne Assexpeceed, businessasgapdrt&n
impact with a longer service outage. 62% of fixed voice users report that they

would experience a serious or catastrophic impact; as would 47% of VoIP
users; 66% of fixed broadband users; 55% of mobile voice users; 47% of
mobile broadband users and 58% of EFTPOS users. There are opportunities
for advocacy and education on risk reduction via service diversity.

A Many small businesses have experienced significant customer ser vice
problems such as such as difficulty in contacting their provider, being on hold,
getting a problem resolved or having to call multiple times. 46% of fixed voice
services users; 29% of VolP users; 32% of fixed broadband users; 33% of
mobile voice users ; 21% of mobile broadband users and 11% of EFTPOS
users have experienced a significant customer service issue. Common
complaints have to do with the length of time on calls, hold times, having to
call multiple times, and being passed between departments. O ther reported
issues include navigating an automated system / reaching a staff member,
getting through to someone who can help, unresolved issues, billing issues,
response times to fix technical or service issues, English language
communication issues, ser  vice provisioning issues and lack of clear / correct
information.

A The vast majority of business customers are for the most part satisfied with
the overall quality of their telecommunications services. 88% of fixed voice
users report that they are satisfied with the overall services; as are 90% of
VolP users; 88% of fixed broadband users; 88% of mobile voice users; 89%
of mobile broadband users and 95% of EFTPOS users. However, study
findings suggest that factors beyond service reliability feed into responde nt
overall service satisfaction. In a number of cases, respondents reported
overall service satisfaction even where they experienced regular service faults
(at least monthly), which would have the potential of a severe or catastrophic
business impact if  the outage lasted for a full day.

(@)
(2]

Study respondents were generous in allowing use of their verbatim comments in
this report.  Their stories provide a compelling narrative of the small business
experience.

© Copyright 2013 Market Clarity : Small Business Telecom Service Use 9
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1 Research Context

1.1 Background

The small busine ss sector (less than 20 staff) is one of the least understood

market segments; with little representation vis -a-vis telecommunications service
requirements and experiences . According to the Australian Bureau of Statistics
8129.0 study , there are over 714, 000 small businesses in Australia falling within
this category

This project was designed to achieve abroad  -based, statistically valid
understanding of how small business across different industry segments interacts
with telecommunications carriers.

It is envisaged that the results of this study will inform advocacy on behalf of
small businesses

1.1.1 Policy Input

By better understanding the needs, requirements, and decision -making processes
of small businesses acquiring telecommunications services, M arket Clarity
believes this study will form a valuable input into ACCAN, government and small

business policy formation.  For example, such policies might include
representation to telecommunications service providers with respect to small
business needs an d issues.

1.1.2 Advice to Small Businesses

With a better understanding of how small businesses interact with the

telecommunications industry, Market Clarity believes this study will help ACCAN
craft new approaches for advising small businesses on their dealing s with carriers
and service providers.

1.1.3 Adviceto Policy -Makers

While all levels of government offer departmental recognition to small businesses,
much of their interaction with this sector comes via peak groups (such as the

member organisa tions of COSBOA, the Council of Small Business Organisations of
Australia).

This study providesan i ndependent snapshot of small business®o
experiences as telecommunications customers , based on direct interviews with a
range of small busine sses across fourteen (14) vertical industry segments.

© Copyright 2013 Market Clarity : Small Business Telecom Service Use 10
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1.2 Research Objectives

The key objectives of this survey were:

A To examine a wide range of parameters pertaining to fixed line telephone,
VolP line, fixed line broadband, mobile voice, mobile broadba nd and EFTPOS

services.

p>

To quantify the types of services typically purchased by small businesses.

A To gain an understanding of the telecommunications services in use by
vertical industry segment  s.

A To gain an understanding of the telecommunications services in use by small
business es of various sizes.

A To gain an understanding of whether small businesses utilise residential or
business grade services.

A To quantify small business use of service bundles.
A To gain an understanding of small businesses service selec tion criteria.

A To quantify the frequency of service faults experienced by small business, and
the impact of these faults on their business operations.

A To quantify the types of services that small businesses see as critical to their
operations.

A Togain anu nderstanding of small businesses overall satisfaction levels with
their telecommunications services.

A To gain an understanding of the types of customer service issues that small
businesses encounter.

A To discover small business experience and behaviour in th e making of service
complaints.

A To enable ACCAN to make accurate claims about the prevalence of attitudes
and experiences among small business regarding telecommunications issues.

A To establish a robust benchmark against which future surveys can be
compared .

1.3 About Market Clarity

Market Clarity is an award  -winning telecommunications analyst firm, with a

speciality in tracking telecommunications infrastructure, services and technology

trends, and providing strategic advice that is based on a deep unders tanding of
market forces.

Market Clarity  specialise s in understanding the full range of telecommunications
services and technologies available to the residential, business, government

organisations and wholesale market segments. We track and analyse a ver y wide
range of information spanning complex tariff and cost analysis (NBN, broadband,

fixed and mobile voice, VolP and specialist wholesale products), service

comparisons (by carrier, cross - product), telecommunications infrastructure

tracking and demograp  hic analysis using geospatial a  nalytical tools, and maintain

© Copyright 2013 Market Clarity : Small Business Telecom Service Use 11
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comprehensive databases of every service provider and infrastructure owner
offering telecommunications services in Australia.

This study was made possible by a research grant from the Australia n
Communications Consumer Action Network (ACCAN).

1.4 About the Australian Communications Consumer
Action Network (ACCAN)

The Australian Communications Consumer Action Network (ACCAN) is the peak
body that represents all consumers on communicati ons technology issues
including telecommunications, broadband and emerging new services.

ACCAN conducts research that drives the fulfilment of its vision for available,
accessible and affordable communications that enhance the lives of consumers.
ACCAN provides a strong consumer voice, promoting better consumer protection
outcomes to industry and government.

ACCAN aims to empower consumers so that they are well informed and can make
good choices about goods and services. Visit www.accan.org.au _ for more
information.

The operation of the Australian Communications Consumer Action Network is

made possible by funding provided by the Commonwealth of Australia under

section 593 of the Telecommunications Act 1997. This f unding is recovered from
charges on telecommunications carriers.

a ( a Australian Communications
Consumer Action Network

Disclaimer

The Market Clarity team has made every effort to include a relevant sample of small businesses in this
study.

All surveys, forecasts, projections and recommendations made in this Study are made in good faith on
the basis of information available to Market Clarity at the time; and Market Clarity disclaims any

liability for any loss or damage caused by errors or omissions, whether such errors or omissions

resulted from neglig  ence, accident or other causes. Neither Market Clarity nor its agents will be liable

for any loss or other consequences (whether or not due to the negligence of Market Clarity or their

agents) arising out of use of information in this Study.

A production of this kind may have errors or omissions. We would be grateful if readers would notify
us of any they discover by emailing research (at) marketclarity.com.au

The material contained in this report is copyrig ht protected, and is owned by Market Clarity.

© Copyright 2013 Market Clarity : Small Business Telecom Service Use
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2 Research Methodology

2.1 Summary of Research Methodology

Interviews were conducted with 260 small businesses in order to gain a

qualitative and quantitative understanding of the needs, requirements, d ecision -
making processes and service issues faced by small businesses (< 20 staff). This

sample size provides a 95% confidence level and a confidence interval of +/ -6%,
based on the population of 714,000 small businesses measured in the ABS 8129

Business U se of Information Technology, 2009 -10 study.

Market Clarity used a  Computer Assisted Telephone Interviewing (CATI)
surveying technique  to conduct the study. In particular, CATI software supports
customised questionnaire flows based on the answers provided , as well as
incorporation of information already known about the respondent such as the mix

of service types in use.

Whilst it is useful to gain an insight into the overall challenges and experiences of
small business as a whole, this community is made up of many different industry
sectors.

Hence, Market Clarity utilised a vertical market weighting of its research sample
as per the Australian Bureau of Statistics (ABS) 8129 Business Use of Information
Technology research series 2

Agriculture, Forestr y and Fishing
Manufacturing

Construction

Wholesale Trade

Retail Trade

Accommodation and Food Services

Transport, Postal and Warehousing

Financial and Insurance Services

Rental, Hiring and Real Estate Services
Professional, Scientific and Technical Services
Administrative and Support Services

Health Care and Social Assistance

Other Services

Non - Profit organisations

©CoNoO~WNPE

el ol
Wk o

3

=
B

Market Clarity notes that where survey results presented in this document are
based on responses from a subset of the overall sample (such as vertical
industry, company size or analysis of responses pertaining to a particular service
type), these results are indicative of the segment 4

2 http://tinyurl.com/9m8bmy4

3 At ACCANO6s request, t he -wdfittodanisationsas & skar erdte n o n
vertical segment. The ABS 8129 study samples Mining, Utilities, IMT, Arts and
Recreation (Other Industries that are too small to sample separately).

4

A much larger survey sample (and project budget) would be required to provide a
95% confidence leve | for each sample sub  -segment.

© Copyright 2013 Market Clarity : Small Business Telecom Service Use 13
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The survey instrument consisted
ended responses, covering voice

mobile broadband and EFTPOS services.

of 13 questions, with a mix of open and close
(fixed line telephone, VolP, mobile), fixed and

The telephone interviews were conducted between 8 August 2012 and 27 August

2012.

2.2 Study Demographics

A broad range of bu
project. Table
Across the survey sample,

Table 1. & Staff Size

siness es (with less than 20 staff)
1 presents median staff breakdowns for the study demographics.
a median of seven (7) staff.

businesses employed

were in terviewed for this

Median Number of Full-
time Staff

Median Number of Part-
time Staff

Median Total Staff

5.0

1.0

7.0

The s ample distribution was not weighted by business size

survey results in this area can be taken as indicative of trends
business popula tion of companies with 1
company size are indicative of trends in the

Table 2. 8 Sample Distribution

4 Therefore , while
in the overall small

-19 staff , breakdowns of results by
sub -segments of 1

-4 and 5 -19 staff.

of Respondents by Business Size

Sample Distribution

Total 1 -4 Staff

Total 5-19 Staff

Number of 83 177
respondents
Percentage of survey 32% 68%

sample

Table 3 provides the mix of metropolitan and regional respondents.

The majority of study respondents reported a single business location (a median
sample), and the maximum number of sites reported

of 1 site across the survey
by any respondent was 20.

Table 3. 8 Sample Distribution of Respondents by Business Location

Sample Distribution

Total Metropolitan

Total Regional

Number of 175 85
respondents
Percentage of surv ey 67% 33%

sample

Market Clarity utilised a vertical market weighting of its research sample as per
the Australian Bureau of Statistics (ABS) 8129 Business Use of Information

Technology research series

interviewed

2. Figure 1 showsthe m ix

of vertical industries
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Figure 1. 8 Vertical Industry Distribution
Small Business Use of Telecommunications Services: Vertical Industry
Distribution
100% 3% “ Non-profit
6%
] I Other services

“ Health care and social assistance

80%
& Administrative and support services

70% M Professional, scientific and technical

services

“ Rental, hiring and real estate services

60%
M Financial and insurance services

50%
& Transport, postal and warehousing

40% & Accommodation and food services
& Retail trade

30%
W Wholesale trade

20%
“ Construction

10% & Manufacturing
W Agriculture, forestry and fishing

0%
Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260
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3 Types of Services Used by Small Business

In this section, we describe the types of telecommunications services used by
small busi ness (with less than 20 staff).

3.1 Summaryof S ervices Used by Small Business

The vast majority of  businesses interviewed  for this study utilise both fixed voice
and fixed broadband services (95% and 96% , respectively). Mobile voice services
(paid for by the business) are  another key product used by small businesses
(89%). Mobile broadband services are used by 45% of the respondents, whilst

EFTPOS is used by 42%.

While business grade VolIP services have been available for many years, only
16% ofther espondent s reported using a VolP service.
change as the NBN rolls out, as voice going across the NBN will be converted into
VolP format °.

The mix of services used by small businesses is shown in Table 4, and  graphically
illustrated in Figure 2.

Table 4. 8 Telecommunications Service Use by Type of Service

Telecom Fixed VolP Fixed BB Mobile Mobile EFTPOS
Services Line Services Services Voice BB Services
Voice Services Services
Services
Number of 246 42 250 232 118 109
respondents
Percentage 95% 16% 96% 89% 45% 42%
of survey
sample
° The NBN Co network termination device (NTD) contains two voice ports (UNI -V), each
of which contains a VolP ATA(  analogue telephone adapter). The NTD also has four data
ports (UNI -D), which can be used to deliver a mix of services (including voice). ltis

expected that most service providers will use VolP protocols to deliver voice.

© Copyright 2013 Market Clarity : Small Business Telecom Service Use 16
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Figure 2. 8 Telecommunications Service Use by Type of Service
Small Business Use of Telecommunications Services
EFTPOS Services J 42%
Mobile_ BB 45%
Services
Mobile Vc_)ice 29%
Services
Fixed BB Services 1967
VolP Services 169
Fixed Line Voice o
Services 95%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260

In Figure 3, we examine the number of distinct service types used by small

businesses. Ascan b e seen, most
services, whilst very small businesses (1

Figure 3. & Small Business: Number of Telecommunications Service Types Used

Business Size

companies use 3 -5 distinct telecommunications
-4 staff) tend to use 3

-4 service types.

by

Small Business: Number of Telecommunications Service Types in Use by Business Size

50%

45%

45%

39%

40%

37%

35%

30%

25%

1 service type 2 service types 3 service types

M Total # of Service Types

Source: Market Clarity (www.marketclarity.com.au)

H Total # of Service Types: 1-4 Staff

37%

l

4 service types

5 service types

6 service types

HTotal # of Service Types: 5-19 Staff

Sample Size = 260
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In all cases, respondents used a median of four (4) service types, as illustrated in
Table 5. The widespread use of multiple service types provides small businesses

(and their suppliers) with an opportunity to bundle services. Yet, as we wi

Il seein

Section 3.9 (Small Business Use of Service Bundles) only 54% of survey
respondents reported using a service bundle.

Table 5. & Telecommunications

Service Use by Business Size

Minimum # of Service

Minimum # of Service

Minimum # of Service

Types Types: 1 -4 Staff Types: 5 -19 Staff
1 2 1
Median # of Service Types Median # of Service Types : | Median # of Service Types :
1-4 Staff 5-19 Staff
4 4 4
Maximum # of Service Maximum # of Service Maximum # of Service
Types Types: 1-4 Staff Types: 5-19 Staff
6 6 6
In Figure 4, we provide a summary of the number of service types (fixed voice,
VolIP, fixed broadband, mobile voice, mobile broadband and EFTPOS) used by

smal | business across vertical industries

Industries reporting

Retail trade ; and

> > > >

Wholesale trade

Health care and social assistance ;

Professional, sc ientific and technical services;

the use of six (6) distinct service types include:

All other vertical segments report at least some use of up to five (5) distinct

service types.
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Figure 4. 8 Small Business: Number of Telecommunications Service Types Used by

Vertical Industry

Vertical Industry

Small Business: Number of Telecommunications Service Types in Use by

% |
Non-profit ‘

Other services

Health care and social
assistance

Administrative and support f f
services

Professional, scientific and
technical services

Rental, hiring and real estate
services ‘

Financial and insurance
services

Transport, postal and
warehousing

Accommodation and food
services

Retail trade

Wholesale trade

Construction —

Manufacturing |

Agriculture, forestry and fishing

0% 10% 20% 30% 40% 50%

Source: Market Clarity (www.marketclarity.com.au)

60% 70%

W6 service types 5 service types M4 service types M 3 service types M2 service types M1 service type

Sample Size = 260

In Figure 5, we present an analysis of the use of voice services by small

business.

A Very few businesses use VoIP as their sole voice connection (2 out of 260

1%).

A Very few businesses  use mobile voice as  their sole voice connection (8 out of
260,3% ).

A The m ajority of respondents use fixed and mobile voice services (72%).

A Another significant category of respondents use fixed voice , VolP and mobile
voice services (13% of respondents).

A All respondents have some type of voice service. However, this is also
reflective of the survey methodology ( telephone -based interviews)
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Figure 5. 8 Small Business Us e of Voice Services

Small Business Use of Voice Services

No Voice Service

Fixed Voice, VolP
and Mobile Voice

Mobile Voice and
VolP Only

Fixed Voice and
VolP Only

Fixed and Mobile
Voice Only

4 72%

Mobile Voice Only | | 3%

VoIP Only || 19

Fixed Voice Only 9%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260

In Figure 6, we present an analysis of the use of broadband services by small
business.

A Very few businesses use mobile broadband as their sole Internet connection
(7 outof 260 ,3% ).

A Very few respondents (3 out of 260 , 1% ) do not ha ve some type of
broadband connection

© Copyright 2013 Market Clarity : Small Business Telecom Service Use
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Figure 6. 6 Small Business Use of Fixed and Mobile Broadband Services

Small Business Use of Fixed and Mobile Broadband Services

No BB Service 1%

Fixed and Mobile ‘ 43%

BB

Mobile BB Only 3%

Fixed BB Only 53%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260

Figure 7 provides the distribution by vertical industry of each service type
Additional detail is provided i n Table 6.

Figure 7. 8 Summary of Telecommunications Service Use by Vertical Industry

Small Business Use of Telecommunications Services by Vertical Industry

100%
95% 96%

89%

Non-profit
Other services
“ Health care and social assistance

- ini ive and support services

70%
' Professional, scientific and technical services

Rental, hiring and real estate services

 Financial and insurance services

e

W Transport, postal and warehousing

T

45% “ Accommodation and food services
— az
i Retail trade
0% _- & Wholesale trade
[ — “ Construction
30% 1 _ - — & Manufacturing
—_—
= = Agriculture, forestry and fishing
2% T —
e - - -
- = e
pu— ——
. - s = =
0% pr— —_—
Fixed Line Voice VolP Services Fixed Broadband  Mobile Voice Services Mobile Data Services ~ EFTPOS Services
Services Services
Source: Market Clarity {www.marketclarity.com.au) Sample Size = 260

Table 6 shows the  percentage of respondents from each vertical segment
reporting use of  each service type . Market Clarity notes that these results are

© Copyright 2013 Market Clarity : Small Business Telecom Service Use



Market §

D Clarity

indicative of each vertical segment. However, the sub-sample of vertical industry
use of any given service type is too small to make any firm conclusion about the
overall percentage of eachv ertical segment using each service type
Table 6. 8 Summary of Telecommunications Service Use by Vertical Industry
(Percentage of Respondents Using Each Service Type)
Types of Fixed VolP Fixed Mobile Mobile EFTPOS
Services in Use Line Services | Broadband Voice Data Services
- % of Sample Voice Services Services | Services

Services
Agriculture, 95% 5% 95% 95% 26% 37%
forestry and
fishing
Manufacturing 94% 0% 94% 94% 31% 50%
Construction 96% 13% 96% 98% 49% 18%
Wholesale trade 100% 31% 100% 92% 46% 69%
Retail trade 100% 19% 100% 96% 58% 85%
Accommodation 100% 0% 100% 71% 41% 82%
and food
services
Transport, 85% 8% 92% 100% 46% 38%
postal and
warehousing
Financial and 100% 0% 100% 88% 50% 13%
insurance
services
Rental, hiring 91% 36% 100% 91% 27% 27%
and real estate
services
Professional, 90% 15% 97% 92% 41% 13%
scientific and
technical
services
Administrative 83% 42% 92% 67% 50% 33%
and support
services
Health care and 100% 29% 94% 82% 65% 59%
social
assistance
Other services 94% 19% 94% 81% 63% 38%
Non -profit 100% 25% 88% 63% 25% 88%
3.2 Small Business Use of Fixed Voice Services
Overall, 95% of survey respondents utilise a fixed voice service, with 90% of
respondents using a business grade service, and 3% using a residential grade
service, as illustrated in Figure 8.
© Copyright 2013 Market Clarity : Small Business Telecom Service Use 22
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Figure 8. & Small Business Use of Fixed Voice Services

Small Business Use of Fixed Line Voice Telecommunications Services - By
% of Total Sample

Fixed Line Voice:
Unknown Service 2%
Type

Fixed Line Voice: 3%
Residential Service i

F|xe§ Line Vou_:e: 90%
Business Service

Total Fixed Line

o
Voice Services 5%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (246 Fixed Line Voice customers)

Of the subset of small businesses using fixed voice services, 95% of these

organisations use a business grade service as illustrated in Figure 9.
Figure 9. & Understanding the Types of Fixed Voice Services Used by Small
Business

Small Business Use of Fixed Line Voice Telecommunications Services - By
% of Fixed Voice Services

Fixed Line Voice:
Unknown Service 2%
Type

Fixed Line Voice:

0,
Residential Service 3%

F|xepl Line V0|_ce: 95%
Business Service

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au)

Sample Size = 260 (246 Fixed Line Voice customers)
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Business size has little impact on the use of fixed voice services, as illustrated in
Figure 10.

Figure 10. 0 Small Business Use of Fixed Voice Services by Business Size

Small Business Use of Fixed Line Voice Telecommunications Services by
Company Size

5-19 Staff 94%

1-4 Staff

Percentage of Businesses in each size category using Fixed Voice

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (246 Fixed Line Voice customers)

The analysis of fixed voice service usage by vertical segment revealed that some
industries are less likely to use fixed voice services, including:

A Administrative and support services;

A Transport, postal and wareho using;

A Professional, scientific and technical services;
A Rental, hiring and real estate services;

A Manufacturing;

A Agriculture, forestry and fishing; and

A Construction.

This is illustrated in Figure 11.

Whilst the survey did not seek information on the reaso ns why businesses use (or
dondét use) a particul ar tsaesafmobilgyintthepbeve it i s | i kely
sectors plays a role in determining whether fixed voice services are required.
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Figure 11. 0 Small Business Use of Fixed Voice Services by Vertical Industry

Small Business Use of Fixed Line Voice Telecommunications Services by
Vertical Industry

\ \ \
Non-profit

100%

Other services {o4%

Health care and social

100%

assistance ‘

Administrative and support
services ‘

Professional, scientific and
. . 90%
technical services
Rental, hiring and real estate g 915

services ‘ ‘

Financial and insurance
services

Transport, postal and

. 85%
warehousing

Accommodation and food

100%

100%

services

Source: Market Clarity (www.marketclarity.com.au)

Retail trade 100%
Wholesale trade 100%
Construction 4 96%
Manufacturing 94%.
Agriculture, forestw a.nd 95%
fishing
75% 80% 85% 90% 95% 100%

Sample Size = 260 (246 Fixed Line Voice customers)

3.3 Small Business Use of VolP Services

Overall, only 16% of survey respondents utilise a VolP service, with 13% of
respondents using a business grade service ,and 2 % using a residential grade
service, as il lustrated in Figure  12.

Note: It was not possible to differentiate between the types of VolP services in
this sample, that is no delineation between conditioned QoS enabled voice and
Internet based telephony is made.
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Figure 12. & Small Business Use of VoIP Services

Small Business Use of VolIP Telecommunications Services - By % of Total
Sample

VolP: Unknown
. 1%
Service Type

VolP: Reydenpal u 2%
Service

VolP: Busine_}ss | 13%
Service |
Total VolP Services | |16%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www. marketclarity.com.au) Sample Size = 260 (42 VoIP customers )

Of the subset of small businesses using fixed voice services, 81% of these
organisations use a business grade service, 12% use a residential service, and

7% were unsure of the grade of service in use. This is illustrated in Figure 13.

Due to the small percentage of respondents using a VolP service, caution needs

to be exercised in interpreting these results.

Figure 13. & Understanding the Types of VoIP Services Used by Small

Small Business Use of VolIP Telecommunications Services - By % of VolIP
Services
VolP: U.nknown [7%
Service Type

VolP: Residem"ial 12%

Service

VolP: Busmgss 81%
Service
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (42 VoiP customers )
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As shown in Figure 14, business size seems to have a minor impact on the

propensity of an organisation to use VolIP services. However, the small

difference s in the use of VoIP service by business size are within the sampling

error rate of +/ -6% , and as such no firm conclusions with respect to business size

can be drawn. Nonetheless, with VoIP service price positioning as being lower

cost than similarly featured fixed voice services, this trend may reflect the budget
conscious ness of smaller busi ness.

It is also important to note that only 1% of all respondents use VoIP as their sole
voice communications service (Figure 5).

Figure 14. & Small Business Use of VoIP Services by Business Size

Small Business Use of VoIP Telecommunications Services by Company
Size
&
o
>
&
g 5-19 Staff 18%
e
o
g
8
g
£
]
£
g
¢
£
g
=]
5
&
g 1-4 Staff 13%
g
8
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (42 VolP customers )

Industries with a prop  ensity to use VolIP services include:

A Administrative and support services;

A Wholesale trade;

A Rental, hiring and real estate services;

A Health care and social assistance;

A Non-profit ;

A Retail trade; and

A Professional, scientific and technical services.

This is illustrated in Figure  15.
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Figure 15. 8 Small Business Use of VoIP Services by Vertical Industry

Small Business Use of VolP Telecommunications Services by Vertical
Industry

| |
Non-profit ’_l 25%
Other services ,—l 9%
Health care and social ’ 1
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services ’

Professional, scientific and
X . 15%

technical services
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d4a2%

(369
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) 0%
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Retail trade 19%
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Construction 4 13%

Manufacturing 0%
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fishing #

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au)

Sample Size = 260 (42 VolP customers )

3.4 Small Business Use of Fixed Broadband Services

Overall, 96% of survey respondents utilise a fixed broadband service , with 88%
of respondents using a business grade service, and 8% using a residential grade
service, as illustrated in Figure 16.
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Figure 16. & Small Business Use of Fixed Broadband Services

Fixed Broadband:
Unknown Service
Type

Fixed Broadband:
Residential Service

Fixed Broadband:
Business Service

Total Fixed
Broadband
Services
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Source: Market Clarity (www.marketclarity.com.au)
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Sample Size = 260 (250 Fixed Broadband customers)

Of the subset of small busin esses using fixed broadband services, 91% of these
organisations use a business grade service as illustrated in Figure 17.

Figure 17. & Understanding the Types of Fixed Broadband Services Used by Small

Business

Fixed Broadband:
Unknown Service
Type

Fixed Broadband:
Residential Service

Fixed Broadband:
Business Service

1%

8%

Small Business Use of Fixed Broadband Telecommunications Services - By

% of Fixed Broadband Services

91%

0%

10%

Source: Market Clarity (www.marketclarity.com.au)

20% 30% 40% 50% 60% 70% 80% 90% 100%

Sample Size = 260 (250 Fixed Broadband customers)
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Business s ize has no impact on the use of fixed broadband services, as illustrated
in Figure 18.

Figure 18. 8 Small Business Use of Fixed Broadband Services by Business Size

Small Business Use of Fixed Broadband Telecommunications Services by
Company Size

5-19 Staff

1-4 Staff

Percentage of Businesses in each size category using Fixed Broadband

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (250 Fixed Broadband customers )

The analysis of fixed  broadband service usage by vertica | segment revealed that
some industries are less likely to use fixed broadband services, including:

A Non-profit ;

A Administrative and support services; and

A Transport, postal and warehousing.

This is illustrated in Figure 19.

Whilst the survey did not seek information on the reasons why businesses use (or
dondt wuse) a particular service type, it
sectors plays a role in determining whether fixed broadband services are

required.

It is also worth noting that across t he overall sample, only 3% of survey
respondents reported using mobile broadband as their sole Internet
service (Figure 6) .

connection
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Figure 19. 0 Small Business Use of Fixed Broadband Services by Vertical Industry

Small Business Use of Fixed Broadband Telecommunications Services by
Vertical Industry

T \ \ |
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (250 Fixed Broadband customers )

3.5 Small Business Use of Mobile Voice Services

Overall, 89% of survey respondents utilise a mobile voice service, with 80% of
respondents using a business grade service, and 7% using a residential grade
service, as illustrated in Figure 20.
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Figure 20. 8 Small Business Use of Mobile Voice Services

Small Business Use of Mobile Voice Telecommunications Services - By %
of Total Sample

Mobile Voice:
Unknown Service 3%
Type

Mobile Voice:
Residential Service 7%

Mobile Voice:

Business Service 80%

Total Mobile Voice

o
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (232 Mobile Voice customers)

Of the subset of small businesses using mobile voice services, 89% of these
organisations use a business grade service, and 8% using a residential grade
service, as illustrate  d in Figure 21.

Figure 21. 8 Understanding the Types of Mobile Voice Services Used by Small
Business

Small Business Use of Mobile Voice Telecommunications Services - By %

of Mobile Voice Services
Mobile Voice:
Unknown Service 3%
Type

Mobile Voice: 2%
Residential Service °

Mobile Voice:

o
Business Service 89%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (232 Mobile Voice customers)
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Business size has no impact on the use of mobile voice services, as illustrated in

Figure 22.
Figure 22. 8 Small Business Use of Mobile Voice Services by Business Size
Small Business Use of Mobile Voice Telecommunications Services by
Company Size
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (232 Mobile Voice customers)

The analysis of mobile voice service usage by vertical segment revealed that
some industries are less likely to use mobile voice services (paid for by the
busines s), inclu ding:

p>

Non - profit;

p>N

Administrative and support services;

Accommodation and food services;

> >

Other services; and

p>N

Health care and social services.

This is illustrated in Figure 23.

Whilst the survey did not seek information on the reasons why businesses use (or

dondt wuse) a particular service typatiqusit is |ikely
industry segments  plays a role in determining whether mobile voice services are

required. In many segments it may be that businesses rely on staff members

personal mobile  voice services, perhaps reimbursing a portion of monthly fees, or

relying solely on the goodwill of staff.

It is also worth noting that across the overall sample, only 3% of survey
respondents reported using mobile voice as their sole voice service (Figu re 5).
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Figure 23. 8 Small Business Use of Mobile Voice Services by Vertical Industry

Small Business Use of Mobile Voice Telecommunications Services by
Vertical Industry
T | | | | | |
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Sample Size = 260 (232 Mobile Voice customers)

3.6 Small Business Use of Mobile Broadband

Services
Overall, 45% of survey respondents utilise a mobile broadband service, with 39%
of respondents using a business grade service, and 5% using a residential grade
service, as illustrated in Figure 24.
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Figure 24. 8 Small Business Use of Mobile Broadband Services

Small Business Use of Mobile Broadband Telecommunications Services -
By % of Total Sample
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Source: Market Clarity (www. marketclarity.com.au) Sample Size = 260 (118 Mobile Broadband customers)

Of the subset of small businesses usi ng mobile broadband services, 86 % of these
organisations use a business grade service , and 10% use a residential grade
service, as illustrated in Figure  25.

Figure 25. 8 Understanding the Types of Mobile Broadband Services Used by Small
Business

Small Business Use of Mobile Broadband Telecommunications Services -

By % of Mobile Broadband Services
Mobile
Broadband:
Unknown Service H‘l%
Type

Mobile
Broadband: 10%
Residential Service
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Broadband: 86%|
Business Service
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (118 Mobile Broadband customers)
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The use of mobile broadband services appears to be correlated to company size,

with a slight skew towards larger SMEs (5 -19) staff using mobile broadband .
However, with only  45% of the overall sample using mobile broadband service s,
this could reflect a relatively small sample of mobile broadband users.

Figure 26. 0 Small Business Use of Mobile Broadband Services by Business Size

Small Business Use of Mobile Broadband Telecommunications Services
by Company Size

5-19 Staff 52%

1-4 Staff 31%

Percentage of Businesses in each size category using Mobile Broadband

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (118 Mobile Broadband customers)

The analysis of mobile broadband service usage by vertical segment revealed that
some industries are  more likely to use mobile broadband services, including:

Health care and social assistance;

A
A Other services ; and
A

Retail trade

This is illustrated in Figure 27.

Business use of a mobile broadband services will no doubt be impacted by an
organi sationés mobility strategy.

Whilst the survey did not seek information on the reasons why businesses use (or

dondt wuse) a particular service type, it is Ilikely
industry segments plays a role in determ ining whether mobile  broadband services

are required. In many segments it may be that businesses rely on staff members

personal mobile services  for access to email or other applications via a mobile

handset or smartphone.
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Figure 27. 8 Small Business Use of Mobile Broadband Services by Vertical Industry

Small Business Use of Mobile Broadband Telecommunications Services
by Vertical Industry
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3.7 Small Business Use of EFTPOS Services

Overall, only 42% of survey respondents utilise an EFTPOS service.

As shown in Figure 28, business size seems to have a minor impact on the
propensity of an organisation to use an EFTPOS service. However, the small
differences in the use of EFTPOS services by business size may also fall within the
sampling error rate of +/ -6%, and as such no firm conclusions with respect to
busi ness size can be drawn.

Due to the small percentage of respondents using an EFTPOS service, caution
needs to be exercised in interpreting these results.
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Figure 28. 0 Small Business Use of EFTPOS Services by Business Size

Small Business Use of EFTPOS Telecommunications Services by Company
Size
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&
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (109 EFTPOS customers)

Industries with a propensity to use EFTPOS services include:

A Non-profit;
A Retail trade; and
A

Accommodation and food services.

This is illustrated in Figure 29.

Whilst the survey did not seek information on the reasons why businesses use (or
dondt awparteylar service type, it is likely that the nature of business
conducted in each segment plays a role in determining whether EFTPOS services
are required. The sectors listed above, rely on small transactions across a large
number of consumers. As suc  h, use of EFTPOS services is expected.
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Figure 29. 8 Small Business Use of EFTPOS Services by Vertical Industry

Small Business Use of EFTPOS Telecommunications Services by Vertical

Industry
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (109 EFTPOS customers)

3.8 Summary : Small Business Use of Business and
Residential Services

Figure 30 summarises small business u se of telecommunications services by
grade of service.

Small businesses overwhelmingly use business grade services: fixed voice (95%),
VolIP (81%), fixed broadband (91%), mobile voice (89%) and mobile broadband
(86%).
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Figure 30. 0 Small Business Use of Business and Residential Services

Small Business Use of Telecommunications Services by % of Each Service
Type
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260

3.9 Small Business Use of Service Bundles

Survey respondents were asked to nominate combinations of services that they
purchased where they were offered a cost reduction for bundling.

Overall, 54% of the survey respondents utilised some type of service bundle.

By contrast , survey respondents utilise a median of four (4) service types, as
illustrated in Table 5. Furthermore, 93% of the overall sample use two (2) or
more service types. 9 2% of respondents with 1 -4 staff use two (2) or more
service types. And, 94% of respondents with 5 -19 staff use two (2) or more
service types.

The widespread use of multiple service types provides small businesses (and their
suppliers) with an opportunity to bundle services. Yet, only 54% of survey
respondents reported using a service bundle.
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Figure 31. & Small Business Use of Telecommunications Service Bundles

Small Business: Use of Bundled Telecommunications Services

Single service
0.4%

Not sure
9%

No
37%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260

In a number of cases,  survey respondents utilise multip le service bundles, such
as a bundle of Fixed Line Telephone + Fixed Line Broadband, as well as Mobile
Voice + Mobile Broadband.

The most popular option amongst respondents is to purchase all services from

single provider. The next most popular options in clude a Fixed Line Telephone +
Fixed Line Broadband bundle, followed by a Fixed Line Telephone + Mobile Voice
bundle.

However, a s can be seen in Table 4, the vast majority of businesses interviewed

utilise both fixed voice and fixed broadband services (95 % and 96%
respectively). While fixed voice and broadband bundles are quite common in the
market, only a small percentage (14%) of respondents  explicitly purchase this

type of bundle. When added in with the percentage of respondents purchasing all
services from a single provider (22%), a maximum of 36% of respondents
purchase a bundle of fixed voice and fixed broadband services.

This represents a missed opportunity for both respondents and suppliers.
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Figure 32. & Small Bus iness Use of Telecommunications Service Bundles
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Sample Size = 260 (141 Survey Respondents use bundled services;

respondents may use multiple service bundles)

3.10 Small Business Service Selection Choices

Study respondents were asked to nominate the most

important factor in

telecommunications provider. Respondents were presented with the following

(randomised) choices:

A Price;

A Plan inclusions;

A Recommendation by friend or colleague;

A Obligation under a franchiseeds contract
A Customer service; or

A Something else [specify].

Not surprisingly, price was listed as the most important factor by 42% of survey

respondents , followed by customer service (27%) and plan inclusions (13%). A

further 13% of respondents nominated something else. In this category, mobile
coverage and service reliability were the most frequently cited decision criteria.

Figures 33 and 34 illustrate survey responses to this question.
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Figure 33. 8 Small Business: Most Important Reason for Choosing a
Telecommunications  Service

Small Business: Most Important Reason for Choosing a
Telecommunications Service
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260
Figure 34. 8 Small Business: Most Important Reason for C hoosing a
Telecommunications Service T Analysis of Comments

Small Business: Analysis of "Other" Reasons for Choosing a Telecommunications
Service as Described by Respondents
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Source: Market Clarity (www.marketclarity.com.au) Free form answer - multiple reasons permitted
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Analysing survey responses by company size, revealed that price (43%),
customer service (24%), and plan inclusions (17%) were the most important
factors for businesses with 1 -4 staff. Results a re illustrated in Figure 35.

Figure 35. 8 Small Business (1 -4 Staff): Most Important Reason for Choosing a
Telecommunications Service

Small Business (1-4 Staff): Most Important Reason for Choosing a
Telecommunications Service

Something else ‘ 113%

Customer service J24%
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Price

| | | | |

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (83 businesses with 1-4 staff)

Businesses with 5 -19 staff, nominated price (42%), customer service (28%),
something e Ise (14%), and plan inclusions (11%) as the most important factors.
Results are illustrated in Figure 36.
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Figure 36. & Small Business (5
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Sample Size = 260 (117 businesses with 5-19 staff)
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4  Service Issues

In this section, we examine the frequency and impact of service faults on small
business operations.

4.1 Small Business: Frequency of Service Faults

For each service type, respondents were asked how often they experienced
service faults (defined as service interruptions, call drop -outs, and poor or no
reception where there is normally network coverage ).

The following fault  frequency tiers were presented  only if respondents did not
volunteer fault frequencies

Once a week or more

Once every 2 to 3 weeks

Once a month

Once every 2 to 3 months

Once every 4 to 11 months

Once a year

Less than once a year

Never

> > > > > > > D> >

Donot know

As seen in Figure 37, fixed line voice services, used by the vast majority (95%) of
respondents, are highly reliabl e, with only 6% of  fixed voice service users
experiencing problems on a monthly basis.
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Figure 37. & Small Business: Frequency of Fixed Voice Service Faults

Small Business: Frequency of Service Faults - Fixed Line Voice Services
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Source: Market Clarity {www.marketclarity.com.au) Sample Size = 260 (246 Fixed Line Voice customers)

By contr ast, VoIP services, used by a small portion (16 %) of r espondents, are
less reliable, with 24 9% of VoIP service users reporting problemsona tleasta
monthly basis.  Furthermore, 7% of VoIP users experience weekly faults.

However, 24% of VolP service users report problems occurring once a year, or
never (33%) . Figure 38 illustrates the reported frequency of VolIP faults.

Given that 81% of VolP services utilise business grade connections, it is unclear
as to the cause of reported VolIP service faults. It is possible that the high
frequency of faults is related to configuration issues, internal network issues

(within the small business), or lack of adequate bandwidth or QoS mechanisms

across the customer so bfowealddly20@ofsurgeynect i on
respondents reported using an explicit VolP + Fixed Broadba nd bundle).

Further investigation is warranted.
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Figure 38. & Small Business: Frequency of VoIP Service Faults

Small Business: Frequency of Service Faults - VolP Services
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (42 VolP customers )

Fixed broadband services, used by the vast majority (96%) of respondents, are
moderately reliable, with 22% of fixed broadband service users experiencing
problems on a tleasta monthly basis, and 10% of fixed broadband users
experiencing faults at least once a week.

As seen in Figure 39, the reported fault distribution shows that small business

respondents ha ve non -uniform experiences with fixed broadband services. Some
respondents never experience problems (21%), while others encounter issues

once every two -to-three months (15%).

It is unclear as to whether reported faults are due to issues with the underlyi ng
copper access network or with the broadband service. Because fixed broadband
services generally share a common copper access network with fixed voice

services (which are highly reliable), it would appear that many issues could resid
in the broadband se rvice network.  Further investigation is warranted.

e
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Figure 39. 0 Small Business: Frequency of Fixed Broadband Service Faults

Small Business: Frequency of Service Faults - Fixed Broadband Services
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Mobile voice services are us  ed by 89% of survey respondents, and are
moderately reliable, wit  h 24% of mobile voice service users experiencing
problems on at least a monthly basis, and 14% of mobile voice users
experiencing faults at least once a week. Nonetheless, 29% of mobile voice users
report never having a problem.
Figure 40 shows the repor  ted fault frequency distribution.
Figure 40. 8 Small Business: Frequency of Mobile Voice Service Faults
Small Business: Frequency of Service Faults - Mobile Voice Services
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (232 Mobile Voice customers)
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Mobile broadband services are used by 45% of survey respondents, and are
reportedly more reliable than mobile voice services, with only 14% of mobile
broadband service users experiencing problems on at least a monthly basis.
Furthermore, 41% of mobile broadband users report never having a problem.

Figure 41 shows the reported fault frequency distribution.

Figure 41. & Small Business: Frequency of Mobile Broadband Service Faults

Small Business: Frequency of Service Faults - Mobile Broadband Services
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (118 Mobile Broadband customers)
EFTPOS services have a high degree of reliability, with only 7% of EFTPOS service

users experienc ing problems on a monthly basis. Figure 42 shows the reported
fault frequency distribution.

Figure 42. 8 Small Business: Frequency of EFTPOS Service Faults

Small Business: Frequency of Service Faults - EFTPOS Services
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4.2 Small Business: Impact of  One -Hour Service
Fault
For each service type, respondents were asked about the effect on their  business

if the service was unavailable for one hour

The following (randomised) impact  tiers were presented  to respondents:

A Mild

A Moderate

A Severe

A Catastrophic

A Donét know

As seen in Figure 43, aone  -hour outage of fixed voice services results in a mild
(44%) or moderate (30%) business impact for most fixed voice users . However,

a significant number  of respondents report  a severe (21%) or catastrophic (4%)
impact.

Correlating this with Figure 37 (fixed line voice service faults), wherein it was

shown tha t only 6% of fixed voice service users experience service problems on a
monthly basis 0 the lowest reported fault rate of all voice service types o it
appears that fixed voice users are matching their risk profiles with service
capabilities.

I t 6 s a lthsaatingwhatronly 9% of survey respondents rely solely on fixed
voice services for voice communications (Figure 5).

Figure 43. 0 Small Business: Impact of One-Hour Fixed Voice Service Fault

Small Business: Impact of 1 Hour Service Disruption - Fixed Line Voice Services
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Source: Market Clarity (www.marketclarity.com.au) Sample Size = 260 (246 Fixed Line Voice customers)
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Figure 44 shows that a one -hour outage of VoIP services results in a mild (55%)
or moderate (19 %) business impact for most VoIP users. However, a significant
number of respondents report a severe (19 %) or catastrophic (5 %) impact.

Correlating this with Figure 3 8 (VolIP service fault s), wherein it was shown that
24% of VolIP service users report service problems on at least a monthly basis, it
would appear that there is a mismatch between VolIP service characteristics and
Vol P usersé risk profiles.

| t fnportantto note  thatonly 16% of survey respondents utilise VoIP services

(Figure 2), and 1% of survey respondents rely solely on VolIP services for voice
communications (Figure 5). Hence, the actual risk profile of VoIP users is likely to
be quite low.

Figure 44. & Small Business: Impact of One-Hour VolP Service Fault

Figure 45 shows that a one  -hour outage of fixed broadband services results in a
mild (32%) or moderate (36%) business impact for most fixed broadband users.
However, a significant numbe r of respondents report a severe (21%) or

catastrophic (11%) impact of a one -hour service outage.
Given that 96% of survey respondents utilise fixed broadband services (Figure 2),
and 53 % of survey respondents rely solely on fixed broadband services for

Internet connectivity  (Figure 5), it would appear that  a one -hour service outage
would result in a serious impact for up to 32% of small businesses.

In Figure 39 (Small Business: Frequency of Fixed Broadband Service Faults) we

saw that 22% of fixed broadba nd service users experienced problems on at least
a monthly basis, and 10% of fixed broadband users experienced faults at least

once a week.
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