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The Australian Data and Insights Association

The Australian Data and Insights Association
(ADIA) is home to Australia’s leading data, insights
and research companies. ADIA represents close to
100 companies across Australia that conduct
valuable research for the majority ASX top 200 and
most State and Federal government departments.
Our members provide a secure and trusted
platform to ensure millions of Australians are

heard to inform government reform and important

business decisions. More recently, a majority of
our member organisations’ work focused on the
pandemic.

The Issue of Call-blocking

Spam or call-blocking is severely impacting
legitimate telephone research practices.

Our understanding is that software products
installed on some mobile phones have the ability
to apply caller-ID information to a business’
outgoing phone number. The caller-ID labelling
often includes terms such as Spam/Scam, or
Telemarketer with a purpose to block some
telephone numbers, including those numbers
intended for legitimate research purposes.

A recent study of ADIA member organisations
revealed the impact of the erroneous labelling on
their research is as follows:

* declining response rates (typically caused by
and increasing prevalence of non-contact)

* reduced feasibility

* deteriorating outcomes on longitudinal
projects

* increased project costs to organisations and
government departments.
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Health Survey-Case Study

This telephone-based survey provides essential
insights into public health interventions and key
health indicators.

The survey provides trend data for key health
indicators such as diabetes, smoking prevalence,
and overweight and obesity.

In recent years there’s been a rapid increase in the
number of non-contacts on this project which
reflects people’s unwillingness to answer the
phone and the impact of call blocking.

Key considerations:

e The proportion of records that result in a
non-contact (busy, answering machine, no
answer) at the end of dialling has increased
from 33.6% in 2016 to 50.3% in 2021 for
random digit dialling (RDD) mobile sample.

e In 2016, 43.4 calls were required on average
for a completed survey compared to 58.9
calls in 2021. These statistics clearly
demonstrate that less people are willing to
answer the phone as non-contacts have
grown by 150% over the last 5 years.

e 10% of calls placed by one research register
on the network of Hiya. The Centre pays Hiya
to be ‘white-listed’ which allows us to
display an image and brief text when the
application detects a call from an SRC-
registered number. The cost of ‘white-
listing’ is significant and has been increasing
over time. Ultimately the increased project
cost is passed on to government clients.

e Over the course of this same 5-year period
the cost per interview has increased by
77.8% which translates to higher costs to
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Victorian taxpayers. The Victorian
Government is currently considering a
procurement of a Mental Health Survey
related to COVID-19 and as things stand, a
proportion of these research calls will be
presented as spam and therefore, rejected as
a nuisance call by the recipient.

Proposed solution

To date, strategies undertaken by ADIA members
typically relate to systems and mitigation rather
than people or training. Examples include:

e Changing dial out numbers regularly
e Paying hardware suppliers to white-list
numbers.

As a first step to solving the issue, ADIA has
created an industry whitelist of call-centre
telephone numbers. However, for the whitelist to
be effective, it needs to have the numbers
recognised as legitimate and safe by the
appropriate carriers and software suppliers.

In addition to having the industry whitelist
recognised as legitimate, another approach is to
introduce the categorisation of telephone
numbers on telecom systems that identify
numbers to phone users.

Hiya currently employs an example, but at a high
cost to the Research Agencies.

This ‘ID" approach is also underway in the USA,
whereby a sister association has worked
collaboratively with government and industry on a
whitelist held by the FCC where numbers are
correctly labelled and in turn recognised by the
consumer as legitimate and trusted research calls.
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With the increased number of spam calls and
distrust across the nation, we believe this
approach would work well in Australia. It protects
the consumer, supports business and increases
trust between the government and the public.

Ask

Government support is sought to prevent the
continued mislabelling and blocking of legitimate
research calls.

Working together, ADIA would like to ensure that
the Australian public is protected from increasing
spam calls via informed labelling, that political
polling telephone research achieves accurate
results and that ADIA member research practices
are supported.

ADIA seeks government support to help rebuild
trust and integrity across the social research
platform to ensure the voices of Australians are
heard and accurately inform important
government policy.

Contact

Sarah Campbell - sarah@dataandinsights.com.au.
CEO ADIA

M: 0460 012 092
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