ABOUT US

Set up by consumers for consumers, CHOICE is the consumer advocate that provides
Australians with information and advice, free from commercial bias. By mobilising Australia’s
largest and loudest consumer movement, CHOICE fights to hold industry and government
accountable and achieve real change on the issues that matter most.

To find out more about CHOICE’s campaign work visit www.choice.com.au/campaigns
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CHOICE REPORT INTO
NUISANCE CALLS

would benefit from a complete ban on unsolicited
door-knocking and phone sales. Unsolicited sales are
invasive and overwhelmingly unwanted. Further, they

For too many Australians, the sound of a phone ringing

place vulnerable consumers at risk. Consideration

is ominous rather than exciting, prompting questions

should be given to a ban. At the very least, the

like - will this be yet another unasked-for call, with

exceptions to the Do Not Call Register scheme could

someone wanting money on the end of the line? Will

be reworked to allow consumers to opt-out of all

the caller be persistent? Will

unsolicited calls that involve financial transactions.

they be aggressive or pushy?
Why do these calls keep coming
and how can I stop them?

93%

of Australians
find unsolicited
calls annoying

The Australian Consumer

›

Older Australians receive more
unsolicited calls than any other group,
with 92% having received at least one on
their landline in the last six months.

Law includes provisions on
unsolicited consumer agreements, giving consumers

Calls from charities, or commercial companies

a baseline protection against unscrupulous selling

that represent them, are the primary source of

practices. Whether goods or services are being sold

unsolicited calls. Consumers do not want to receive

by phone or door-to-door, businesses are required to

these calls and are particularly worried about the

make certain disclosures, provide a ten-day cooling-

impact of aggressive requests for donations on older

off period and face some penalties for breaching these

relatives and friends. Commercial companies acting

requirements.

on behalf of charities have at times demonstrated
a ruthlessness and disregard for consumers,

These protections are extremely important, but

sometimes for the very consumers they are collecting

CHOICE research shows they are not strong enough

funds to assist. For example, contractors working

to deal with consumer frustration caused by

on behalf of a large charity signed up large parts of

unwanted calls. CHOICE commissioned nationally

an Indigenous community to direct debits that they

representative research about the rate, nature and

couldn’t afford and didn’t understand.1

impact of unsolicited calls in Australia. The rate of
unsolicited calls, largely due to exceptions to the Do

Calls, particularly from

Not Call Register for charities and organisations that

charities seeking donations,

consumers have an ‘existing relationship’ with, means

are alarmingly frequent for

that consumers are hounded with calls that they don’t

some consumers. More than

want to receive, and are being asked for money they

a quarter of people surveyed

did not proactively choose to give.

reported receiving an

›

More than 25%
of people receive
unwanted calls
from a charity
each week.

unsolicited call from a charity each week. A minority

89%

of Australians
are receiving
unsolicited calls

What can be done to better

of potentially vulnerable consumers are receiving

protect consumers and

calls from charities on landlines on a daily basis or

prevent intrusive, unwanted,

even more often.

irritating phone calls?
Ultimately, the research

The data indicates that reform is needed to address

indicates that consumers

consumer concerns and reduce the risk of unsolicited
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calls causing harm to vulnerable consumers. An
opt-in system for sales would provide consumers
with the greatest level of protection, but given the
existing Do Not Call Register system is available for
use, a simple solution is to remove the exception for
charities, allowing consumers to opt-out of receiving
these calls.
Alternatively, the Do Not Call Register could be
amended to allow consumers to opt-out of the type
request being made, rather than opt out of receiving
calls from particular types of organisations. For
example, consumers should be able to opt-out of
all requests for money including fundraising and
telemarketing.

›

Nearly 5% of people are receiving calls from
charities on landlines on a daily basis or even
more often.

Another option for addressing problems in the sector
may be to amend existing codes of conduct that apply
to charities, however, as there are a number of codes
and all are voluntary, these will not fully address
problems. Particular consideration needs to be given
to whether or not callers have been given adequate
training to enable them to recognise when a call
recipient is vulnerable, and take appropriate action
(i.e. do not continue the call or process any financial
transactions). Reform should also consider whether it
is currently easy for the recipient of a call to make it
clear that their preference is to not receive calls, and
for that preference to be acted on. Consumers should
not have to repeat
this with every
individual charity
or business, but
should be able to
effectively opt-out

68%

of people
feel that the
Do Not Call Register is
currently not effective in
stopping unsolicited calls.

of receiving
all calls.
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Most people felt that callers use heavy-handed tactics, employing guilt to manipulate the consumer into

›

are not interested in what the caller has to say.

agreeing with their requests. These tactics did not
have a direct negative impact on the majority of our
survey respondents. However, respondents did report

›

55% of people agree that ‘The callers use guilt to
emotionally manipulate me into giving in to their

feeling worried about more vulnerable family mem-

requests’.

bers and friends, who may not be able to deal with
unsolicited calls with as much confidence.

67% are annoyed by unsolicited calls because they

›

57% of people are concerned about senior family
members or friends receiving unsolicited calls.

›

66% said receiving unsolicited calls has had a
negative impact on their daily lives.
●

›

Only 6% said it has made a positive impact.

93% of people find unsolicited calls annoying.
●

›

77% of people are concerned that senior family
members and friends may get scammed.

›

65% of people are concerned that senior family

45% of people say that calls are extremely

members and friends may sign up to or pay for

annoying.

something they don’t need .

TOP REASONS WHY CONSUMERS FIND UNSOLICITED CALLS ANNOYING

I’m not interested in the call

67%

They’re a waste of my time

64%

They are pushy and aggressive

55%

They invade my privacy

53%

They call at inappropriate times

51%
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Current protections
The Do Not Call Register

The Telemarketing Standard

Awareness and use of the Do Not Call Register is high,

The Telemarketing Standard acts as a complement to

but as this report shows consumers are still being

the Do Not Call Register. It requires all organisations

bombarded with unsolicited calls. Unsurprisingly then,

that conduct telemarketing or research to meet

most people feel that the Do Not Call Register is not

certain obligations, particularly regarding the days and

effective in stopping unsolicited calls. This sentiment

times calls can be made, the information that must

is strongest amongst older Australians (65-89 year

be provided during the call, and when calls must be

olds), who bear the brunt of unsolicited calls to

terminated.

landlines and mobiles.

The standard prevents telemarketing calls from being

›

79% of people were aware of the Do Not Call

made before 9am or after 8pm on a weekday, and

Register.

before 9am or after 5pm on Saturday. Calls on Sunday

●

This rose to 92% for 65-89 year olds;

are prohibited entirely.

●

But is only 66% for 18-34 year olds.

Our survey reveals that some telemarketing calls may
be breaching the standard, specifically in relation to

›

68% of people have a landline listed on the Do Not

the time of day that calls are made.

Call Register

›

13% of respondents reported receiving charity
fundraising calls between 8 and 10pm on weekdays.

›

32% of people have a mobile number listed on the
Do Not Call Register.

›

31% of respondents reported receiving charity
fundraising calls between 5 and 8pm on weekends.

›

68% of people feel that the Do Not Call Register is
not effective in stopping unsolicited calls.
●

›

21% of respondents reported receiving

73% of 65-89 year olds feel that the Do Not Call

telemarketing calls from telecommunications

Register is not effective in stopping unsolicited

companies between 8 and 10pm on weekdays.

calls.

›
›

38% of respondents reported receiving

Despite the high usage rate of the Do Not Call

telemarketing calls from telecommunications

Register, only 5% of people reported an unsolicited

companies between 5 and 8pm on weekdays.

call and 10% of people reported a likely scam to
authorities.
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