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CONSUMER AFFAIRS

Mobile Phones

Before you buy a mobile phone think about why you need one. This will help you to
choose a handset and a call plan that best suits you. Shop around and find out what
services the network providers are offering.

WHICH PHONE

Generally the more features in a handset the more it will cost. If you intend to spend a lot of
time on the phone you should consider a battery with a high mAh (milli Amp hours).

The higher the mAh the longer the battery will last. You should also consider the need for
features that require activation through the call plan, such as voicemail.

COVERAGE

You will need to find out if the network provider offers a service in the areas where you will
be using the phone.

To do this you can look at coverage maps. These maps show you the geographic areas
covered by specific network providers. However, coverage maps don’t show flat spots or
shadows where the phone will not receive a good signal and not all network providers will
supply a service to all areas.

To find out precisely if the areas you're interested in are covered you should contact the
network provider directly.

CALL PLAN

A call plan is a schedule of fees provided by network providers that list the cost of calls. Call
costs are generally quoted in 30-second increments.

This means that you are charged the specified call cost for each block of 30 seconds on all
calls that you make.

Take the time to select a plan that suits you best as penalties may apply for changing plans
in the middle of a contract. There are two types of call plans, pre-paid and contract linked.
The table below shows the specific features of each:

CALL PLANS LINKED TO CONTRACTS

Flag charges (an additional fee per call)

A free feature such as 20 mins of free calls per month

An initial connection fee

Monthly access fees (a fee paid every month to remain on the network)



PRE-PAID CALL PLANS

e No flag charges

e No free features

e No connection fees

e Call costs are usually higher

e No monthly access fees

IMPORTANT: To decide on a call plan you need to work out how many calls you will be

making, how long each call will last and when you will be making the calls — peak or off-
peak.

CONTRACTS

The network connection agreement is a contract and once you sign it you are legally bound
to its terms and conditions.

The contract will require you to pay monthly access fees, call costs and the connection fee
for the contract term (usually 2 years).

Most contracts can be cancelled before the contract term ends but you will usually need to
pay out the monthly fees for any months remaining. Some contracts require you to continue
paying your monthly charges to the end of the contract even if your handset is stolen.

Most mobile phone complaints come from people who weren't fully aware of the terms and
conditions of the contract they signed.
Keep the following tips in mind:

¢ Read the contract carefully and ask questions if you don’t understand;
e Read the fine print — the largest writing isn’t always the most important;
e Understand all the terms and conditions for example minimum monthly payments, call

costs, penalties for early termination, your rights if your mobile is lost or stolen;

e Be aware the minimum monthly payment will have to be paid regardless of whether you
make a single call;

e Check the term of the contract. If it is a long term contract, ensure it will suit your future
needs;

e Consider taking the contract home to study overnight. Don’t be rushed;

e Keep a copy of your mobile phone contract for reference.

THE PRE-PAID OPTION

Network providers offer connection to their network without the need to sign a contract.
These services are usually referred to as ‘starter kits’ and provide you with a SIM

(Subscriber Identity Module) card which looks like a credit card and slides into the handset.
It lets the handset ‘use’ the mobile phone network.

A recharge card. This card is similar to a phone card and holds a certain amount of call
credits that you can use up in making phone calls.
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PACKAGE DEALS

It's cheaper to get a new handset as part of a package deal than to pay for the handset and
network connection separately. If you purchase a handset as part of a deal with a retailer
you may actually be entering two different contracts - one with the network provider for the
network connection and the other with the retailer for the handset.

STOLEN PHONES

If your mobile phone is stolen it is unlikely that it will be recovered. To reduce the cost of
such a loss you should notify the network provider and the police immediately. You may also
want to consider taking out insurance. Insurance is available from some network providers if
you sign a contract with them. Make sure you read the conditions and any exemptions first.

WHEN THINGS GO WRONG

The first thing you need to do is identify the individual or organisation that you are
contracted to.

If you've bought a handset and service connection with a network provider then you will
need to contact the network provider if you have problems with either the handset or the
service connection.

On the other hand, if you have bought a package from a retailer, problems with the handset
may need to be directed to the retailer while problems with the service connection should be
directed to the network provider.

In any case the first step is to contact the retailer or network provider to try and sort out the
problem. Be calm and assertive and take along any documentation such as contracts or
receipts.

If you have no luck, ask to speak to a supervisor or manager. If you are still unable to
resolve the problem, contact the Telecommunication Industry Ombudsman for problems
with a network service provider or Consumer Affairs for problems with a retailer concerning
the handset.

QUICK TIP

If you buy a handset that has a PIN lock feature, it will help prevent unauthorised users
making calls if the phone is stolen or lost.

For further information contact Consumer Affairs
Old Admiralty Towers, 68 The Esplanade, GPO Box 1722, Darwin NT 0801
Ph: 08 8999 1999 - Fax: 08 8935 7727
or
Level 1, Belvedere House, Parsons Street, PO Box 1745 Alice Springs NT 0871
Telephone: 08 8951 8606 Fax: 08 8951 5442

or phone 1800 019 319
Email: consumer@nt.gov.au Web site: consumeraffairs.nt.qgov.au

General Disclaimer: The material contained in this publication is intended for use as a guide and for general information only. It is not intended to
be a substitute for independent professional advice. The Northern Territory Department of Justice accepts no responsibility or liability for the
correctness, accuracy and completeness of any of the material contained in this publication and recommends that users of this publication exercise
their own skill, care and judgment in the application of the information contained in the publication.
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