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Access:  
 
AUSTRALIA: More Australians are going online and becoming more intensive users of 
the internet. Nearly 15.1 million (83 per cent) persons aged 14 years and over went 
online during the December quarter of 2010, up from 14.2 million during the same 
period in 2009. At December 2010, 71 per cent of internet users went online at least 
once a day, compared to 67 per cent at December 2009 and 63 per cent at 
December 2008. 
 
To support increasing content downloads and online activities Australian are shifting 
to higher speed internet services; 46 per cent of internet subscribers in the 
households sector now subscribe to internet services with an advertised maximum 
download speed of 8Mbps or more, compared to 30 per cent at December 2009. 
 
INDIA: 12.35 million subscriptions of a billion – % is negligible (0.5%!).  
70% population lives outside cities and despite demand for services, there are simply 
not any available. The low access to the broadband services in India also affected our 
search for the primary data on broadband consumer issues. Most of the 
primary/secondary research done on the broadband issues is limited to the issues of 
accessibility. 
 
INDONESIA: 84 millions internet of 238 million population (35%). Majority are 
broadband connections although some now on phone. Indonesian internet users are 
considered very active considering now Indonesia is the second (2nd) largest 
Facebook users globally and the third (3rd) most active country in twitter. All 
respondents access the internet regularly since access to the internet has become 
part of the daily life. 
 
VIETNAM: Penetration rate in interviews took place in Hanoi, one of the biggest 
cities in Vietnam with the population nearly 7 million and the highest Internet 
penetration of 64% (according to the 2011 Vietnam NetCitizens Report 2011: 
Internet Usage and Development in Vietnam written by Cimigo Vietnam). 
 
Affordability:  
 
AUSTRALIA: people in regional or remote areas will pay more for less.  
 
INDONESIA: The majority of respondents use broadband connections, and some are 
using GPRS mobile phone. Not many places provide Wi-Fi for visitors. Only few 
places such as cafes and hotels, besides some offices and campuses, provide Wi-Fi 
facility.  Regarding the internet service providers, there are 12 (twelve) providers 
used by the respondents. The most popular one is Telkom Speedy, followed by 
Indosat and Telkomsel.   



 
The average cost of Internet usage in Indonesia is between Rp 50.000 to Rp 150.000 
(USD 6 – USD 17). The cost is for the internet connection only. According to some 
respondents, it is quite easy to change provider since it is only about replacing the 
sim card. However some say it is not easy because of limited choices (with similar 
quality and price) in their area. Another reason that prevent respondent from 
changing the provider is because the modem is locked to a certain provider.  
 
INDIA: access is the major problem. Cyber cafes very popular. 
 
VIETNAM: The price of Internet connection bill ranges from 70,000VND to 
300,000VND (approx. US$3.5 to US$10.5) per month. The price of Internet 
connection bill ranges from 70,000VND to 300,000VND (approx. US$3.5 to US$10.5) 
per month. Some people who only access the Internet at work do not have to pay, so 
the average price paid of 30 interviewees was 235,000VND (equivalent to 
approximately US$10.1) per month. Most people build a home network with the 
goal of sharing Internet access among all of their computers to save cost. The 
average number for sharing is two computers. 
 
Issues: 
 
AUSTRALIA: One company owns the entire infrastructure. Competition issues – 
switching is very very difficult. Customer service and complaint handling.  
Government is building a National Broadband Network, which will provide universal 
access at a uniform price. Will replace existing copper network.  
 
INDIA: The major issue in broadband is the consumers‘ accessibility to the services. 
Many consumers are not connected to internet/broadband services despite 
willingness to pay for it. The growth of broadband is restricted by several factors 
such as its perceived utility, application, connectivity, lack of vernacular content, cost 
of device and affordability. This further making the services costlier for consumers 
and non-viable for the service providers due to low broadband penetration. This is 
forcing them to concentrate only in high income urban areas, further alienating vast 
population living in rural areas and smaller towns. 
 
INDONESIA: (Interviews) Technical problems faced by the respondents are often a 
slow connection speed, interrupted connection, and no signal. But most consumers 
do not ever ask for technical assistance. Those who ask for technical assistance feel 
quite satisfied with the service.  Not much wi-fi anywhere. The majority of 
respondents feel that the cost of internet is quite acceptable, but the reliability of 
the connection is not satisfactory. Most respondents have no problem with the 
access to content needed. 
 
VIETNAM: According to most respondents, the most prevalent criterion to rate a 
service provider are cost and speed. However, they also revealed further that in 
general, the provided Internet service does not fully live up to their expectations. As 
consumers, they claimed that the connection speed and stability are not suitable to 



the cost and their reliability of connection is not high. In some cases, customer 
services are poor. 
 
Right to redress: 
 
AUSTRALIA: Most people are not aware of the TIO – just 7% etc etc. ACCAN through 
the Telecommunications Consumer Protection (TCP) Code is lobbying to have TIO 
details included on all bills.  
 
INDIA: The main finding of the third party research is that most of the consumers are 
not aware of the 3-tier grievance redressal mechanism. Majority of the broadband 
consumers have information of the call centre level only, not other 2 tiers; Nodal 
Officer and Appellate Authority. 
 
INDONESIA: The majority of consumers have never filed a complaint to the provider. 
Those who experienced filing a case have different comments regarding the service. 
Respondents with internet and speed connection complaints say they are not 
satisfied but some with modem, technical or billing problems say that they are quite 
satisfied. None of respondent has ever filed a complaint to a third party. 
 
VIETNAM: Consumers are mostly unaware of the complaint handling procedures to 
be followed vis-à-vis the service providers or whether/how to complain to an 
external body. 
 
Agreements with Internet service providers are often made in accordance with a pre 
forma template, which means that consumers have no genuine opportunity to 
negotiate the terms under which they acquire broadband services. It also means that 
when providers unilaterally suspend services or block contents, there will be nothing 
consumers could do. Besides,  


