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OUR INDUSTRY 
LEADING 
CUSTOMER SERVICE 
COMBINED WITH 
MARKET LEADING 
RESIDENTIAL AND 
BUSINESS PRODUCTS 
AND A SUCCESSFUL 
ACQUISITION  
TRACK-RECORD, 
PLACE US IN A UNIQUE 
POSITION TO GROW. 
WE HAVE NEVER 
BEEN BETTER 
PLACED. 

iiNet again produced a record-breaking financial 

result over FY13. These results reflect the strong 

fundamentals of iiNet’s business built over the past 

20 years and focused on service, brand, innovation 

and scale. The company’s performance further 

highlights iiNet’s ability to deliver to both our 

customers and our shareholders.
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Another record year
FY13 saw growing revenues and improved margins following the 
successful integrations of Internode and TransACT that were acquired in 
FY12. iiNet has achieved strong growth in EBITDA and net profit after tax 
(NPAT) both up on last year.  As well as this, the company has increased 
returns to shareholders.  

Comparing the FY13 results to FY12:

■ Group revenue was up 13% to $941 million;

■ Business revenue was up 53% to $183 million;

■ Reported EBITDA was up 29% to $187 million;

■ Reported NPAT was up 64% to $61 million;

■ Earnings per share was up 58% to 37.8 cents per share. 
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Reflecting the Board’s confidence in iiNet’s future growth  
outlook and strong growth in cashflow, the Company declared a 
fully franked total dividend for FY13 of 19.0 cents per share, up 36% 
on FY12.  

The company’s strong cashflows have also enabled us to continue 
to pursue attractive and strategic acquisitions that have delivered 
immediate accretion in earnings while still being able to quickly pay 
down the debt associated with those acquisitions. Indeed, iiNet 
repaid net bank borrowings of $40 million in FY13.

Your Board and management team have been focused on building 
long term shareholder value.  As a result our shareholders have 
benefited from the successful execution of our focused strategy 
that has seen consistent growth in total shareholder returns  
over the past five years. Taking into account share price 
appreciation and dividends, iiNet has generated an average 
increase in Total Shareholder Return (TSR) of 44% per annum in 
each of the past five years.  
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*Refer to page 42 
for profit before tax 
reconciliation to EBITDA.



Excellent customer service is the core goal of our business. Our 
experienced and engaged staff continue to dedicate all their efforts to 
delivering fantastic results for our customers.

Industry competition continues to be fierce and our customer service 
strategy differentiates us from others.  We thrive on this level of 
competition, and have consistently maintained our track record of the 
highest service levels in the industry for a number of years.  We also 
directed significant effort and resources to lifting the level of service 
where needed to the iiNet standard for those customers that have joined 
iiNet through our corporate acquisitions.

iiNet’s customer satisfaction as measured by our Net Promoter Score 
(NPS) continued to stay over 55% through FY13, reaching 60% for the first 
time in June 2013. This keeps our customer churn at industry low levels, 
despite the high competitive pressure within our market. 

We were also rewarded with a number of industry  
best-service awards during FY13 including:
■	 Best Home/Remote Agent category in the Contact Centre World   
 Awards 2013, APAC division – the second year in a row iiNet has won  
 gold in the APAC division;

■	 Two top honours at the Roy Morgan Customer Satisfaction Awards  
 for 2012. iiNet picked up the Home Phone Provider of the Year award  
 while Internode won the Home Internet Service Provider of the Year  
 award for the second year in a row; and

■	 iiNet and Internode won at the ACOMM Awards 2013, winning   
 Commitment to Customer Service, Partnership for Growth (iiNet &  
 CSIRO) and Innovation for Internode’s IPv6 program. 
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LEADING THE 
INDUSTRY IN 
CUSTOMER SERVICE. 
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OUR BRAND 
CONTINUES TO 
RESONATE Photograph by Brigitte Riffis, System Analyst.
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Our brand continues to resonate
This year we have successfully increased brand awareness, differentiating 
ourselves through service excellence and cool new products. Our efforts 
have extended our brand reach, helping us gather momentum in new 
markets and increasing customer sales and retention.

Consistent advertising continues to focus on our core brand message 
of ‘Life Upgraded’, underpinned by what matters most to our different 
brands and customer types. Campaign messages have been aligned 
with retail offers targeted at event based and life stage triggers, to 
improve engagement with our brand in a way that drives high purchase 
probability and encourages switching behaviour.  These steps are viewed 
as fundamental to driving positive organic growth across the group.  

We want to be our customers’ best BudiiTM

Product innovation, across both our residential and small business 
segments, is vital to staying at the forefront of Australia’s 
telecommunications industry and providing our customers with the 
best possible experience.  With over 840,000 connected households 
and businesses at the end of FY13, we have been successfully increasing 
the average number of products per customer to 2.23 over the past 12 
months, reducing churn and driving new revenue and margin growth.   

We continued to innovate and launch new products over the past year 
to support this growth.  We have expanded our mobile product set with 
the introduction of the latest Samsung Galaxy mobile handset, tablet 
and camera range, offering a unique and flexible range of pick-n-mix 
pricing options.  We have also launched the latest new addition to our 
modem range called BudiiTM, and have upgraded iiNet’s IPTV service in 
combination with our partners at Fetch TV.

On the business front we are innovating with new value added services 
like cloud hosting, and have focused on developing our processes and 
people to tap into the potential of this market segment.

Scale is critical in an increasingly competitive market
iiNet has consistently grown over the past few years and we have 
strengthened our position as the clear number two DSL broadband 
provider following the successful acquisitions of TransACT, Internode and 
others before them.

Having grown very fast through a number of successful acquisitions, 
our focus over the past 12 months has been on successfully integrating 
TransACT and Internode, and putting in place the processes to allow us 
to leverage the scale that we have now built. We are driving substantial 
synergy benefits and improving margins from our scaled platform, and 
our focus is to now drive that scale further to realise the substantial 
strategic benefits from the acquisitions we have done to date. 

We entered the new financial year with the announcement on 5th August 
2013 that we were acquiring the ISP business of Adam Internet in South 
Australia for $60 million. The acquisition completed on 30th August 2013 
cementing our strong position in the South Australian market and adding 
70,000 new broadband customers to the iiNet group. The transaction will 
provide immediate further accretion for shareholders in FY14.

WE ARE DRIVING 
SUBSTANTIAL SYNERGY 
BENEFITS AND IMPROVING 
MARGINS FROM OUR 
SCALED PLATFORM.



Our small business customer base is no longer small!
We have seen substantial revenue growth over the past 12 
months for our small business customer base as we capture 
the latent market potential in a sector that has historically been 
underserviced by our competitors.

Business customer revenues grew 53% to $183 million in the year, 
demonstrating that this is an exciting customer market for iiNet, 
leveraging the strengths we have built up in the residential sector 
– brand, products and customer service.
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BUSINESS 
REVENUE  ($m)
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The NBN presents an exciting opportunity for iiNet and our 
customers, and we were the first telecommunications company 
to be ready to operate in an NBN world.  While the details of the 
Federal Coalition’s NBN plan are yet to be fully defined, we are 
excited by the intended faster rollout which will change how 
customers can use the internet and the services that iiNet and 
other companies can provide.  

We have taken full advantage of our capabilities to be the first 
to launch NBN services across all access technologies including 
fibre, satellite and wireless as well as multicast IPTV services over 
the NBN.  We have the necessary scale, network and technology 
capabilities to thrive as the industry continues to evolve. 

NBN IS 
COMING

The core of our small business offering revolves around great 
bundled services and value. Our broad IP-based product and 
services range provide the small business market with the ability 
to transform out-dated and costly historic telecommunications 
services managed by them, to more effective and cheaper  
hosted services managed by us.
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The future is bright as we look toward FY14.  We have laid down 
strong foundations following our successful acquisition  
track-record, culture of excellent customer service, market leading 
product suite for retail and business customers and increasing 
market awareness.  

We are in a unique position to grow in a very competitive market 
place. Our focus for the next 12 months is on leveraging the platform 
we have in place to drive further benefits for our customers and 
shareholders. As the number two DSL broadband provider in 
Australia there is substantial opportunity to grow over the next 12 
months.  We have over 900,000 customers that now trust us with 
their multiple services, an exciting growing small business customer 
base that we can expand further and opportunities on many fronts 
as the NBN continues to roll out across Australia.

On behalf of the management team and staff, I would like to close 
by thanking you, our shareholders, for your continued support. The 
2013 financial year was another fantastic year in terms of iiNet’s 
development – we have come a long way from my garage 20 years 
ago. FY14 promises to be even more exciting as we look to build on 
the very strong foundations laid over the past 5 years.    
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AN EXCITING YEAR 
AHEAD.


