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Disclaimer
The material in this report is of a general nature and should not be regarded as legal advice or relied on for assistance in any particular circumstance or emergency situation. In any important matter, you should seek appropriate independent professional advice in relation to your own circumstances. The Commonwealth accepts no responsibility or liability for any damage, loss or expense incurred as a result of the reliance on information contained in this report.
This report has been prepared for consultation purposes only and does not indicate the Commonwealth’s commitment to a particular course of action. Additionally, any third party views or recommendations included in this report do not reflect the views of the Commonwealth, or indicate its commitment to a particular course of action.
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The Department has made all reasonable efforts to clearly identify material where the copyright is owned by a third party. Permission may need to be obtained from third parties to re-use their material.
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Licensed from the Commonwealth of Australia under a Creative Commons Attribution 4.0 International licence.
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[bookmark: _Toc1731785][bookmark: _Toc2087880]Background
The National Relay Service (NRS) providers are required to submit activity and performance data to the Department of Communications and the Arts (the Department) each quarter. These reports are used to review the performance of the NRS providers against agreed service levels as well as provide data and information about how the NRS has been used in the quarter.
The Department then reports on:
the cost of delivering the NRS on a quarterly basis
the performance of the NRS providers against agreed service levels, and
information on how the NRS is used, including the number of successful inbound connections, the volume of outbound call minutes generated by each service access option, the number of calls to emergency services and the volume of different types of contact with the NRS helpdesk.
The quarterly report provides regular transparency of ongoing costs and the NRS providers' performance in delivering the NRS.
[bookmark: _Toc1731786][bookmark: _Toc2087881]Cost of delivering the NRS
The annual cost of delivering the NRS varies, as the relay service component is affected by the number of call minutes relayed during the financial year. The cost of providing the NRS is funded from the telecommunications industry levy paid by eligible telecommunications carriers.
The cost (GST inclusive) of providing the NRS for each quarter of the 2018–19 financial year to date is outlined in the table below.
[bookmark: _Toc1731793][bookmark: _Toc2087772]Table 1. Cost of delivering the NRS
	
	Quarter 1
	Quarter 2
	Quarter 3
	Quarter 4
	Total YTD

	Relay Service
	$7,293,529.91
	$7,268,195.17
	
	
	$14,561,725.08

	Outreach Service
	$336,124.50
	$391,606.03
	
	
	$727,730.53

	Total
	$7,629,654.41
	$7,659,801.20
	
	
	$15,289,455.61



[bookmark: _Toc1731787][bookmark: _Toc2087882]Service level performance: relay service provider
For 2018–19, service levels were amended to incorporate changes resulting from the International Telecommunications Union Standardisation for Relay Services. The relay service provider’s performance in 2018–19 is measured monthly against the following service levels:
Service level 1 (a): for each month for calls to the ‘106’ text emergency number and the Triple Zero emergency call number, at least 85 per cent of calls are answered by a call taker within five seconds of reaching the relevant answering point for the call.
Service level 1 (b): for each month for calls to the ‘106’ text emergency number and the Triple Zero emergency call number, at least 95 per cent of calls are answered by a call taker within 10 seconds of reaching the relevant answering point for the call.
Service level 2: no more than two per cent of calls abandoned after leaving the Interactive Voice Response (IVR) or being presented to the call routing queue (monthly average).
Service level 3: no less than 95 per cent raw accuracy of words (excluding Video Relay calls). Raw accuracy is measured through monthly staff assessments of relay officers.
Service level 4: for each month, at least 85% of all other non-emergency calls (with the exception of Video Relay calls) are answered by a call take within 10 seconds.
Service level 5: for each month, at least 80% of Video Relay calls are answered by a call taker within 120 seconds.
The relay service provider’s reported performance over the 2018–19 financial year to date against these service levels is stated in the table below.
[bookmark: _Toc1731794][bookmark: _Toc2087773]Table 2. Service level performance: relay service provider
	Month
	Service level 1(a)
	Service level 1(b)
	Service level 2
	Service level 3
	Service level 4
	Service level 5

	July 2018
	99.94%
	99.97%
	2.21%
	98.91%
	86.42%
	98.91%

	August 2018
	99.92%
	99.97%
	1.73%
	97.88%
	91.57%
	99.06%

	September 2018
	99.98%
	99.98%
	1.58%
	97.94%
	91.4%
	99.14%

	October 2018
	99.73%
	99.97%
	1.24%
	97.44%
	89.98%
	99.08%

	November 2018
	99.81%
	99.97%
	1.73%
	98.10%
	87.55%
	99.05%

	December 2018
	99.76%
	99.98%
	2.13%
	98.19%
	88.52%
	99.12%

	January 2019
	
	
	
	
	
	

	February 2019
	
	
	
	
	
	

	March 2019
	
	
	
	
	
	

	April 2019
	
	
	
	
	
	

	May 2019
	
	
	
	
	
	

	June 2019
	
	
	
	
	
	



The relay service provider has reported not fully meeting all service levels in Quarter 2, 2018–19; Service level 2 was not met in December 2018 with a performance result of 2.13% exceeding the 2% maximum threshold.
The Department considers the performance of the relay service provider to not be consistent with its obligations under the Relay Services Agreement.
[bookmark: _Toc1731788][bookmark: _Toc2087883]Service level performance: outreach service provider
The outreach service provider’s performance in 2018–19 is measured monthly against the following service levels:
Service level 1: the service contractor personnel must answer greater than 85 per cent of all telephone calls from helpdesk users during the hours of operation of the helpdesk within 90 seconds. Any call other than a call that is ended by the user hanging up within 5 seconds from the first ring tone of the call is included in measurement of compliance with this Service Level.
Service level 2: the service contractor personnel must acknowledge greater than 85 per cent of all enquiries received through public NRS email addresses or forms from the NRS website or from helpdesk users within four hours where the enquiry is received before 2 pm (AEST) on a business day or otherwise by 12 noon (AEST) on the next business day.
Service level 3: the service contractor personnel must resolve greater than 85 per cent of all enquiries received from helpdesk users by telephone (that are not able to be resolved while on the call), website or email, that it is able to resolve without input from the Commonwealth or the relay service provider or a third party within two business days.
Service level 4: the service contractor personnel must resolve greater than 85 per cent of all complaints received during the month within the timeframes required under the agreement (including the complaint handling policy) for the type of complaint.
The outreach service provider’s reported performance over the 2018–19 financial year to date against these service levels is outlined in the table below.
[bookmark: _Toc1731795][bookmark: _Toc2087774]Table 3. Service level performance: outreach service provider
	Month
	Service level 1
	Service level 2
	Service level 3
	Service level 4

	July 2018
	99.63%
	100%
	98.63%
	86.96%

	August 2018
	99.83%
	100%
	98.55%
	100%

	September 2018
	99.61%
	100%
	99.39%
	100%

	October 2018
	99.46%
	100%
	100%
	95.45%

	November 2018
	100%
	100%
	99.58%
	100%

	December 2018
	100%
	100%
	98.37%
	100%

	January 2019
	
	
	
	

	February 2019
	
	
	
	

	March 2019
	
	
	
	

	April 2019
	
	
	
	

	May 2019
	
	
	
	

	June 2019
	
	
	
	



The outreach service provider has reported fully meeting all service levels in Quarter 2, 2018–19.
The Department considers the performance of the outreach service provider to be consistent with its obligations in the Outreach Services Agreement.
[bookmark: _Toc1731789][bookmark: _Toc2087884]Successful inbound connections (by inbound service access type)
Inbound connections are made by users of the relay service—either someone with a hearing and/or speech impairment or someone wishing to contact a person with such an impairment.
The graph below shows a month by month breakdown of the successful call connections for each NRS inbound service access type for the 2018–19 financial year to date.

A total of 304,007 successful inbound connections were made to the NRS in Quarter 2, 2018–19; an amount consistent with the previous quarterly figure of 306,480.
Continuing to follow a well-established trend, the captioned relay service experienced high usage compared to other relay options accounting for just under 73% of connections for the year-to-date. Internet relay is the next most utilised technologies with just over 10% of connections to date, with all other technologies collectively accounting for the remaining 16.8% of connections. Voice-based technologies continue to be hardly used.
[bookmark: _Toc1731790][bookmark: _Toc2087885][bookmark: _Toc475458959]Outbound call minutes relayed (by inbound connection type)
The graph below shows a month by month breakdown of the outbound call minutes for each inbound connection type for the 2018–19 financial year to date.

A total of 1,647,782 call minutes were relayed in Quarter 2, 2018–19; an amount consistent with the quarterly average for the previous financial year (1,701,038). Also consistent with a well-established trend is the overwhelming contribution of the captioned relay (handset) option, accounting for just under 51 per cent of all call minutes, followed by Internet relay at just over 24 percent. All other call options individually contribute less than 10 percent to total call minutes.
[bookmark: _Toc1731791][bookmark: _Toc2087886]Calls to emergency services relayed through the NRS
All NRS calls (except for the video relay service, which has limited operating hours) requesting emergency services are given priority access to a relay officer within the relay service provider’s internal system, before being connected to either a Triple Zero operator or directly to the appropriate emergency service organisation for TTY 106 text emergency calls.
The graph below shows a month by month breakdown of the ways in which NRS users accessed emergency services over the 2018–19 financial year to date.

A total of 415 calls to emergency services were relayed in Quarter 2, 2018–19, a sizeable increase on the previous quarter (315), and the average for the previous financial year (329).
[bookmark: _Toc1731792][bookmark: _Toc2087887]Helpdesk enquiries
The outreach service provider provides a helpdesk support function and handles complaints and feedback about the service.
The graph below shows a quarterly breakdown of the types of helpdesk enquiries received over the 2018–19 financial year to date.

There were 1,865 helpdesk enquiries for Quarter 2, 2018–19; an amount not significantly greater than the quarterly average for the previous financial year (1,863).
‘Not for us’ calls (1,169), client introductions (245), business introduction and support (214), and client maintenance and support (120) were the primary functions undertaken by the helpdesk for the quarter.

SUCCESSFUL INBOUND CONNECTIONS (BY SERVICE TYPE)

Jul-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	1286	29	2395	1159	14	50	16	44	10453	0	5217	5	2192	2	4190	34	75879	681	Aug-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	1344	43	2516	1377	13	42	22	27	11131	0	5410	5	2285	0	4202	36	78254	729	Sep-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	1234	33	2245	1224	11	23	46	42	9602	0	4688	2	1935	0	3819	32	71623	758	Oct-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	1555	35	2685	1280	22	21	62	24	11290	0	5237	6	2060	0	4335	57	76961	807	Nov-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	1389	21	2502	1462	5	27	75	25	10989	0	5092	6	1957	0	4224	44	74395	691	Dec-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	1505	31	2264	1195	13	10	56	45	9297	0	4692	10	1560	0	3749	41	69721	477	Jan-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Feb-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Mar-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Apr-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	May-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Jun-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (voice)	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	



OUTBOUND CALL MINUTES RELAYED BY INBOUND CALL TYPE

Jul-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	9873.8667000000005	180.5667	18994.133300000001	4313.6000000000004	60.616700000000002	613.81669999999997	1152.2333000000001	135079.8167	0	47060.05	21.383299999999998	12533.6167	15.3302	48647.3	245.4333	288468.08	2564.88	Aug-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	10422.700000000001	330.51670000000001	18834	4769.4832999999999	54.2	562.91669999999999	236.4333	138884.5833	0	46687.683299999997	47.583300000000001	12491.466700000001	0	44984.2	626.18330000000003	293752.8	2606.77	Sep-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	9273.8832999999995	159.85	17083.366699999999	4219.55	62.333300000000001	853.28330000000005	613.68330000000003	116327.73330000001	0	39324.7667	27.2333	11760.966700000001	0	39597.916700000002	378.56670000000003	266878.93	2849.19	Oct-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	9543.9166999999998	123.08329999999999	19564.133300000001	4798.0833000000002	67.933300000000003	732.5	512.86670000000004	139321.88329999999	0	46562.366699999999	60.75	12850.25	0	48966.15	634.73329999999999	286341.15999999997	3068.73	Nov-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	9510.7999999999993	87.8	17682.7667	5037.1000000000004	51.316699999999997	1060.0833	172.86670000000001	141509.70000000001	0	48056.7667	75.3	10905.4833	0	47585.05	407.25	272203.24	2341.85	Dec-18	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	8656.8832999999995	177.5667	16314.65	4843.95	41.833300000000001	529.16669999999999	864.73329999999999	123326.25	0	42796.783300000003	57.8	9237.7000000000007	0	40612.966699999997	379.06670000000003	268135.14	1971.94	Jan-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Feb-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Mar-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Apr-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	May-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	Jun-19	TTY – Type and Read	TTY – Type and Listen	TTY – Speak and Read	Voice calls	Modem/CTM	Speak and Listen	Speak and Listen (app)	Internet relay	Internet relay (voice)	Internet relay (app)	106 Emergency Service	Video relay	Video relay (voice)	SMS relay	SMS relay (voice)	Captioned relay (handset)	Captioned relay (web browser)	



CALLS TO EMERGENCY SERVICES

Jul-18	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	14	2	9	4	0	13	17	3	44	Aug-18	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	12	3	7	6	0	6	20	0	45	Sep-18	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	14	3	25	12	0	6	13	0	37	Oct-18	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	10	2	28	12	0	7	17	1	64	Nov-18	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	7	11	32	14	0	6	13	3	30	Dec-18	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	11	4	43	5	17	31	0	47	Jan-19	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	Feb-19	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	Mar-19	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	Apr-19	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	May-19	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	Jun-19	TTY users to 106	TTY users to Triple Zero	Internet relay web browser users to Triple Zero	Internet relay app users to Triple Zero	Speak and Listen users to Triple Zero	Speak and Listen App users to Triple Zero	SMS relay users to Triple Zero	Video relay users to Triple Zero	Captioned relay users to Triple Zero	



Helpdesk enquiries

Q1 2018-19	Not for NRS	Client introduction	Client maintenance and support	Business introduction and support	Technical support and issue resolution	Unwelcome calls	Feedback	Complaints	1163	248	136	245	56	9	5	48	Q2 2018-19	Not for NRS	Client introduction	Client maintenance and support	Business introduction and support	Technical support and issue resolution	Unwelcome calls	Feedback	Complaints	1169	245	120	214	52	12	4	49	Q3 2018-19	Not for NRS	Client introduction	Client maintenance and support	Business introduction and support	Technical support and issue resolution	Unwelcome calls	Feedback	Complaints	Q4 2018-19	Not for NRS	Client introduction	Client maintenance and support	Business introduction and support	Technical support and issue resolution	Unwelcome calls	Feedback	Complaints	
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