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Telstra Mobile Service Commitment
Telstra is committed to achieving customer service excellence. The aim of Telstra Mobile is to satisfy all your mobile service requests whilst you are on the phone to us. If you call us on 125 111^, we will offer advice on the best mobile plan to suit your needs, and, with your agreement change your arrangements. We can also connect MessageBank®, Memo and Easycall® services and process most account changes on the spot. In addition, we offer the following Telstra Mobile Service Commitment.
Connection of your Telstra Mobile service
For approved customers, we will activate your new Telstra Mobile service while you are at the point of sale or, if you have requested that your existing mobile number be ported to Telstra for your new Telstra Mobile service, once the port is successfully completed. Complete activation of your service through the exchange usually occurs within one hour of application or port completion (whichever is applicable). If you are not satisfied that we have adequately met these connection timeframes, you may make a claim*. If Telstra determines that the connection timeframes have not been met, a credit of $40 (incl GST) will be applied to the account subject to the claim.
A prompt and efficient Telstra Mobile customer billing service
If you call us with a billing enquiry on your mobile service, we will try to resolve it on the spot, and if we are not able to do so, we will respond to you within two working days. If we do not respond within two working days, you may make a claim*. We will credit your account with $40 (incl GST).
Prompt resolution of Telstra Mobile network problems
If you contact us to report a difficulty with your mobile service we will endeavour to give you advice on the spot as to the source of the problem. If further network investigation is required and you request feedback on its status, we will respond to you within two working days. If we do not respond within two working days, and you make a claim*, we will credit your account with $40 (incl GST).
How to make a Telstra Mobile Service Commitment claim
To make a Telstra Mobile Service Commitment claim call us on 125 111^ (or on FREECALL™# 1800 808 981 if you are a TTY user).
*Important: you must make the claim within one month of the incident for which the claim is being made.
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