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iiNet is Australia’s second largest DSL Internet Service Provider 
and the leading challenger in the telecommunications market. 

We’re committed to making it simple for all Australians to 
connect across both our own network and the National 
Broadband Network (NBN). Our vision is to lead the market 
with services that harness the potential of the Internet and 
then differentiate with award-winning customer service.

iiNet has a proud history of delivering awesome customer service, 
which has won us dozens of awards, including Best Large Business 
at the 2013 International Service Excellence Awards.

We employ more than 2,500 enthusiastic staff across three 
countries – 80 per cent of whom are employed to directly 
service nearly one million customers.

We maintain our own broadband network and support over  
1.8 million services nationwide.

A lot has changed since iiNet was founded in a suburban garage 
in 1993 and the broadband landscape continues to evolve. What 
hasn’t changed is our passion for the transformative benefits 
of the Internet and our commitment to helping Australians 
connect better.

About Us
After 21 years challenging the Australian telecommunications 
landscape, iiNet has undergone a transformation of its own.  
What hasn’t changed is our passion and commitment to helping 
Australians connect better.

Our mantra: Lead on product, 
differentiate on service.
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Timeline
iiNet picks up Adam Internet, doubles NBN connections,  
builds CBD WiFi and picks up a swag of awards. 

6 iiNet Annual Report 2014: Timeline

iiNet acquires Adam Internet
iiNet acquired this highly respected 

Adelaide-based Internet service 
provider and its 70,000 customers.

20,000 NBN customers
iiNet connected 20,000 customers 
to the National Broadband Network 

(NBN) three years after its launch. 
By June 2014, NBN subscribers had 

already reached 40,000.

Sydney Sixers sponsorship
iiNet are announced as the new 
principal partner of the Sydney 
Sixers Big Bash League cricket 

team. By the end of season, iiNet 
becomes the most recalled brand 

across any sponsor.

iiNet TV with Fetch
By December, iiNet TV with Fetch 
had been through an exhaustive 
upgrade, extending availability, 

expanding channels and introducing 
a new set top box. Meanwhile, an 

upgraded app allowed access to TV, 
movies and recordings on mobile 

devices for the first time.

Hawthorn crowned premiers
Hawthorn Football Club won the 

2013 AFL Premiership, and iiNet, as 
a major sponsor, were celebrating 

right alongside them.

August NovemberSeptember December

20,000!



iiNet wins first international award
iiNet won its first ever international 

award for excellence in customer 
service at the 2013 International 

Service Excellence Awards, for best 
Large Business.

February
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Michael Malone resigns
Michael Malone, the original 

upgrader, resigned as Managing 
Director and CEO of iiNet after 21 

years at the helm.

Canberra WiFi announced
iiNet to build Australia’s largest free 
public WiFi network in the nation’s 

capital before the end of 2015.

AdelaideFree
iiNet turned on the AdelaideFree public 

WiFi network, which blankets the 
Adelaide CBD area with free WiFi.

Fighting for our customers
Our Chief Regulatory Officer Steve 
Dalby stepped up the fight for our 

customers’ rights with a series of iiNet 
Blog posts about piracy, site-blocking 

and data retention.

March May June



Awards
It’s no secret that iiNet loves to win. Not just because we enjoy shiny 
trophies, but because it shows our amazing staff that the work they  
do has made iiNet one of the best companies in the world.

 × Gold and Silver medals for iiNet Customer Service and the iiStore in 
the 2013 Customer Service Excellence Awards, run by the Customer 
Service Council.

 × iiNet and Internode picked up three awards at the 2013 ACOMMS Awards, 
winning Commitment to Customer Service – Consumer, Innovation – 
Large Company for Internode’s work with IPv6, and Partnerships for 
Growth for iiNet’s work with the CSIRO.

 × Eight gongs at the 2013 Customer Service Institute of Australia Awards, 
including Best Large Business and Customer Service Project of the Year 
nationally, Service Excellence in a Contact Centre and Customer Service 
Team of the Year in WA, and the national winner of the ‘ESi’ award,  
a customer-nominated award.

 × 2013 National Contact Centre of the Year and 2013 National Virtual/ 
Multi Contact Centre of the Year at the 2013 National ATA Awards.

 × Best Home/Remote Agent award at the 2013 Global Contact Centre 
World Awards.

 × Reader’s Choice and Editor’s Pick awards from Gizmodo for Best 
Broadband ISP – for a second year in a row.

The last 12 months has seen iiNet pick up some memorable 
award wins, not just in Australia, but for the first time we have 
received multiple wins on the world stage.

2013-2014 winning moments
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We won

awards!

39



 × Reader’s Choice award for Best Broadband Provider from Kotaku.

 × Bronze award for our 2012-13 Annual Report at the Australasian 
Reporting Awards.

 × Customer Service Excellence award at the inaugural AIM WA West 
Business Pinnacle Awards. A $10,000 donation was passed on to the 
Ronald McDonald House Perth thanks to the win.

 × Best Home Broadband ISP award in the Reader’s Choice and Editor’s  
Pick categories for Lifehacker.

 × Picked up our first international award for customer service excellence, 
winning the Large Business Award at the International Service 
Excellence Awards - and we’re stoked about it!

 × We continued our drive to build international recognition by picking up two 
wins at the celebrated 2014 Asia-Pacific Stevie Awards. iiNet won a Silver 
Stevie for Customer Service Leader of the Year, and Chief Operating Officer 
Maryna Fewster won a Bronze Stevie for Woman of the Year - Australia.

 × Picked up three big wins at the 2014 Global Business Excellence Awards, 
winning Outstanding Customer Service Team, Outstanding Customer 
Service Initiative and Outstanding Blog.
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 × We won four awards at the 2014 Asia-Pacific Contact Centre World 
Awards, including, Gold for our Work from Home program for the third 
year in a row, Gold for Best in Customer Service for the very first time, 
Silver in IT Innovation for Toolbox3, and Silver for Best Contact Centre.

 × Two awards at the 2014 WAITTA Awards, winning a Consumer Services 
award for our new Toolbox, while winning Silver in the Services division.

 × We performed a clean sweep at the 2014 Auscontact Association 
State Awards, winning Contact Centre of the Year in Perth, Adelaide, 
Melbourne and Sydney.

 × Four wins in the 2014 Roy Morgan Customer Satisfaction Awards, picking 
up Home Phone and Internet Service Provider of the Month for January, 
February, March and April.


