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FOR IMMEDIATE RELEASE 

 
 
TIO Resolves to Dial the Right Number 

MELBOURNE – 21 March 2011 
 
 
The Telecommunications Industry Ombudsman (TIO) is partnering with Melbourne‐based software developer Resolve to 
implement a business‐critical case management system. 
 
Used to manage consumer complaints received by the Ombudsman, Resolve’s purpose-designed and built case management 
solution will replace an old system to meet the current and ongoing needs of the TIO, and improve the service delivery provided 
to consumers. 
 
The busiest industry Ombudsman scheme in Australia, the TIO responds to between 5,000 and 6,000 calls each week from 
dissatisfied consumers with grievances about telecommunications service providers, and processes nearly 168,000 new 
complaints annually (2009-2010). 
 
With the implementation of the Resolve Case Management solution, the TIO expects to achieve a number of key objectives 
including the improvement of process efficiency and consistency, and member accessibility, through system automation and 
self-service functionality. These advancements will in turn increase data integrity and cost efficiencies. 
 
The TIO is a free and independent alternative dispute resolution scheme for small business and residential consumers in 
Australia who have a complaint about their telephone or Internet service. Established in 1993 under a Federal Act of Parliament, 
the TIO is independent of industry, the government and consumer organisations. The TIO is authorised to investigate complaints 
about the provision or supply of telephone or Internet services. 
 
Resolve will draw on many years’ experience and expertise for its partnership with the TIO. Resolve has been successful in the 
Government and Ombudsman marketplace, with 9 State and Commonwealth Ombudsman offices currently utilising Resolve as 
their primary business management solution, along with 12 industry Ombudsman offices and 26 State and Federal Government 
Departments. 
 

ABOUT RESOLVE: Established in 1994, Resolve is an Australian owned and operated global provider of workflow management 
solutions – be that case management, complaints, feedback, membership, and other similar applications. Resolve is a flexible 
and powerful application that has captured the attention of a wide user base including utilities, FMCG, automotive, health and 
transport industries, and is used as core business system by numerous Government Departments and Ombudsman’s Offices 
across Australia and abroad. Resolve has a single purpose to deliver flexible solutions that meet its customers’ requirements. 
 
(www.resolvesoftware.com.au) 
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