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Outcome na, Output na 





Question: 120

Topic: Pair Gain Replacement

Written Question on Notice

Senator Lundy asked:

a) In an answer to a question on notice (46/8, Additional Estimates, February 2003), Telstra said that it had not previously changed pair gains for straight copper on an ad-hoc basis, even if the spare copper was available, because it was “anti-competitive. Please explain why this is no longer the case in the wake of Telstra’s announcement that it will make these changes (subject to some caveats).
b) When asked about this in the recent Senate Estimate Hearings, Telstra expressed some confusion on whether the refusal to do this in the past related to competition questions, or Telstra procedures. Please clarify Telstra’s position.

c) Under the new announcement, can customers replace a pair gain with available copper if they do not want ADSL, but simply want faster dial-up speeds?

d) How many customers currently on a pair gain does Telstra estimate would be able to benefit under this announcement?

e) Given that Telstra has acknowledged the impact of some pair gain systems on dial-up speeds and ADSL, what is its timeframe for the systematic replacement of all such offending pair gain systems?

Answer:

a) & b)

As advised in Telstra’s response to Question on Notice 46 (8) from the February 2003 Additional Estimates, Telstra did not want to change a business rule that would have the effect of advantaging one set of customers at the expense of others. Therefore, prior to providing customers with the option of transferring from PGS to copper where this option is available, Telstra chose to ensure that procedures were in place for the option to be available to both retail and wholesale customers on an equal basis. To do otherwise could have lead to allegations that Telstra was acting in an anti-competitive manner.

c) The announcement referred to circumstances where the transfer of services from a PGS was required so the customer could access ADSL or ISDN. Although not included in this announcement, customers experiencing low dial-up speed may be transferred from a PGS in certain circumstances.

d) Telstra estimates that 7,500 customers will benefit from this announcement in 03/04.

e) Telstra has no timeframe for the systematic replacement of all PGS.
Outcome na, Output na 





Question: 121

Topic: ADSL Connection

Written Question on Notice

Senator Lundy asked:

These questions relate to the incident discussed before the Committee where a customer was denied ADSL access with iiNet, but the accepted under Telstra Bigpond.

a) Can Telstra confirm reports that since appearing before the Estimates Committee on May 26 and 27, Telstra has served the ADSL customer in question with an ADSL disconnection notice?

b) Is Telstra aware that the customer claims the service “has worked flawlessly”, even during severe rain storms?

c) Can Telstra confirm that the customer’s service has worked flawlessly?

d) Why is Telstra disconnecting the customer’s ADSL service?

e) Why was the service connected in the first place if it is now not suitable for connection?

f) On how many occasions has Telstra reneged in this way on an existing ADSL service, either with an end customer or a retail client, with the result that an end customer is denied service through no fault of their own?

g) What steps does Telstra take to compensate customers that it has chosen to disconnect from ADSL against their wishes, including in this case?

h) Please give an account of this episode from the point when the customer first applied for ADSL with iiNet through to the decision to disconnect his service.

i) Can Telstra confirm, on the record, that in no other case has anyone been refused an ADSL connection when applying with a Bigpond competitor, only to be accepted when applying through Bigpond?

j) If not, how many times does Telstra know of where this has occurred?
Answer:

a) Concurrent with the hearing, Telstra advised the customer that:

· it had concerns about the service because it had failed service qualification and might have a detrimental impact on other PSTN services; and

· it would cancel the service on 23 June 2003. 

However, in the interests of good customer relations and because the customer told us that the service was working well, a decision was made to monitor the customer’s service to ensure that no interference would flow to other customers’ services. 

b) See answer to (a). As at July 2003, we have been advised that the service is working well and is not causing interference to surrounding PSTN services. The issue was not linked to weather conditions. To ensure 100% compliance with relevant ACIF technical standards for the PSTN (in particular the 49 decibel standard for voice calls), ADSL can only be provisioned where customers are within 3.5kms of the exchange. It is important that this limit is adhered to, otherwise there can be interference or loss of quality on the PSTN line of that customer or surrounding customers. The distance standard is there to maintain the integrity of the voice calling function of the network and to prevent long-term degradation. 


c) The customer has reported this and we have to date not detected any interference with other customers’ services.

d) See answer to (a) above. 

e) The customer was mistakenly connected owing to human error at the service qualification stage. Telstra has since modified its processes so that all orders received through BigPond and Telstra Wholesale that have been coded as passing a manual service qualification are double checked to ensure they pass.
f) According to our records, this is a single customer incident. We are not aware of any other cases of this nature but will investigate any cases brought to our attention if there is supporting information.

g) This is a single customer incident. The customer has had his installation cost refunded. 
h) The sequence of events was as follows:
26 July 02 - Customer applied to iiNet for service. Customer rejected due to excessive transmission loss.

09 January 03 - Customer applied to Telstra Retail for BigPond service. Customer rejected due to excessive transmission loss.

24 March 03 - Customer applied to Telstra Retail for BigPond service. Self-Install kit sent.

05 April 03 - ADSL service connected.

23 April 03 - Customer complaint TIO level 1 regarding 2 issues, unable to connect ADSL via iiNet & Megabyte usage. 


29 April 03 - Resolution offered and accepted by customer, complaint closed as resolved.

2 May 03 - Operations Manager Atlas-Ballarat called customer to discuss connection and requested self-install kit be returned. Customer advised issue was with TIO. No action taken.

26 May 03 – Telstra Countrywide area manager met with customer to discuss Telstra position and to provide the letter advising that the service was going to be disconnected.

23 June 03 - Service due to be disconnected. Decision made prior to this date to allow customer to retain service if it did not interfere with other services.

i) Subsequent to the existing complaint, Telstra has received a new complaint dated 28 June. This new complaint has been investigated as we take seriously our obligation to treat wholesale and retail customers equally. In that case, the customer is able to reapply for an ADSL service through any ISP. 

Telstra is currently undertaking up to around 11,000 ADSL service qualification checks daily. While we cannot rule out an occasional human error, we do not believe there is any systemic problem. We have recently reviewed our provisioning systems and put in place additional checks. 
j) See answer to part i) above.
Outcome na, Output na





Question: 122

Topic: Rewards10% Discount Offer

Written Question on Notice

Senator Lundy asked:

a) Please explain Telstra’s “Rewards10%” discount offer – exactly what are the criteria for a customer to be entitled to it?

b) Please provide a copy of advertising material containing these criteria that Telstra has used (dated before May 26 2003), to the Committee.

c) If customers meet the purchasing milestone, but have non-Telstra ADSL, do they qualify for the discount?  If no, why not.

d) Can Telstra confirm the truth or otherwise of reports on Whirlpool.net.au (28 April 2003) claiming that customers with non-Telstra ADSL are being denied the discount offer?  Why is this occurring?
Answer:

a) The Telstra Rewards Package is a bundling offer to reward Telstra customers for taking up multiple services with Telstra. As the offer is based on a percentage discount there is no limit to the total savings a customer can make. 

The Telstra Rewards 10% discount applies for certain calls and charges when a customer combines their full service home phone service with either two or three of the following nominated services: (i) an eligible Telstra mobile service, (ii) an eligible BigPond internet service and (iii) FOXTEL from Telstra.

There are limits on the number of services which a customer may nominate for Telstra Rewards. For fixed phone services, a minimum of one but not more than nine services may be nominated by a customer. For each of the eligible Telstra mobile service, BigPond service and FOXTEL from Telstra service, a minimum of one, but not more than five services may be nominated by the customer.

Some services are not eligible for Telstra Rewards including HomeLine Part (a fixed service product), pre-paid mobile services and BigPond Direct  (an internet product).

Some products within the eligible service types are not eligible to receive the 10% discount themselves but may be included to determine whether the 10% discount is to be applied to the customer’s other services. These products types include HomeLine Plus, HomeLine Advanced and HomeLine Office (fixed service products) and BigPond ADSL (internet product).

The 10% discount applies to certain calls and charges incurred by customers for the eligible services, however some calls and charges are excluded. The excluded calls and charges to which the discount does not apply include the short message services (SMS), MessageBank charges, international roaming and the pay-per-view and installation charges of FOXTEL from Telstra.

In addition, when a customer joins a Telstra Rewards Package, a condition of receiving the 10% discount is combining the nominated eligible services on a single bill. BigPond ADSL and Cable charges are not billed on a customer’s single bill.
b) Attached below is a sample of some marketing material Telstra has used to promote the Telstra Rewards offers. Further information is also available on Telstra’s internet site at www.telstra.com.

Consumer Acquisition via Mobiles

[see Attachment 1 and Attachment 2]
Small Business Acquisition via Mobiles

[see attachment 3 and Attachment 4]

[see attachment 5A, B, C, & D and Attachment 6A, B, C, D]
c) A customer would qualify for the Rewards 10% discount offer if they have an eligible Telstra fixed service and two other eligible Telstra services (ie. internet, mobile or Pay TV).

Obviously the non-Telstra ADSL service cannot be used as a means to get the Rewards discount but does not exclude an eligible customer from receiving it on the Telstra services they acquire provided they otherwise meet the qualification criteria for the Rewards 10% offer.
d) We identified that because of human error, a small number of customers had been incorrectly deemed ineligible for Rewards. These were customers that have at least an eligible Telstra fixed service, signed up for FOXTEL with Telstra and have an ADSL connection with another provider. We identified the impacted customers and provided them with the correct Rewards discount, backdated to the time they applied for the Rewards package.
Outcome na, Output na 





Question: 123

Topic: Senate Telecommunications Network Inquiry

Written Question on Notice

Senator Mackay asked:

1. What internal resources has Telstra allocated to the monitoring of the Senate Telecommunications Network Inquiry?

2. At how many hearings of the inquiry has Telstra had a staff member present for monitoring purposes?

3. What is the name and position of the Telstra employee who has been attending inquiry hearings on a regular basis?

4. What Telstra Business Unit is he a part of?

5. Who does he report to in Telstra?

6. What is his annual salary?

7. What has been the cost of travel and travel allowance for the purpose of monitoring the ATN inquiry?

8. What is his position description/brief with regard to this inquiry? 

9. What hearings of the ATN has this person attended?

10. Does he present a report to Telstra after each hearing? 

11. Who is given a copy of that report? 
Answer:

1. Telstra has monitored the ATN Inquiry by having staff present at Inquiry hearings. Telstra has attempted to minimise the cost of this by using local staff as much as possible supported by staff from our corporate and government relations groups as required. Telstra's decision to monitor the Inquiry by having staff present at the hearings reflects the company's concern to ensure that any relevant public interest and customer issues arising out of individual hearings can, if possible, be dealt with by the company on the day. 


2. Of the 18 hearings held to date, Telstra has given evidence at 5 of the hearings, and had at least one staff member present at 12 others. 


3. As outlined in the answer to (1) above, Telstra has monitored the Inquiry through using a combination of local staff supported by other staff as required. Leaving aside the hearings at which Telstra has appeared as a witness, around 15 staff have attended at least one of the other hearings. Whilst some staff have been to more than one hearing, no single staff member has been in attendance at more than half of the hearings. Therefore it is not clear which staff member the Senator's question refers to. 


4. See answer to (3) above.

5. See answer to (3) above.

6. See answer to (3) above.

7. On the assumption that this question relates to the individual staff member being referred to by the Senator, see answer to (3) above. 
8. See answer to (3) above.

9. See answer to (3) above.

10. Staff in attendance at individual hearings will generally provide feedback on the proceedings. 

11. Feedback on individual hearings is generally given to relevant staff in Telstra’s Corporate and Government Relations group so that they can progress any customer or service issues raised.

Outcome na, Output na 





Question: 124

Topic: Integrity of Bendigo, Gippsland and Southern Gippsland Regions.

Written Question on Notice
Senator Mackay asked:

1. How many RAM 8s are used in the Bendigo, Gippsland and Southern Gippsland regions?

2. Our information is that the quality of service is reduced with RAM 8s, such as slower Internet connections and static. Does Telstra agree with this assertion?

3. If so, what is Telstra doing to improve the service?

4. How many complaints, concerning network faults, has Telstra has in the past year from customers in the Bendigo, Gippsland and Sthn Gippsland regions?

5. Can Telstra explain to the committee what slavey cable is and what it is used for?

6. Apparently Telstra is using slavey cable to aid the provision of services to customers. Can Telstra confirm this?

7. Our information is that Telstra is not allowing ‘expense works’ unless they are emergency patch ups only. Can Telstra confirm this? 

8. At the November Estimates Telstra stated that under the Regional Network Taskforce program cable replacement was conducted in the Southern Gippsland area (QoN 47).

· Can Telstra provide a percentage of old/new cable in the area?
Answer:

RAM 8’s are employed in the relevant regions as follows:

1. Bendigo region 
 160 RAM systems

Gippsland Region
 224 RAM systems

Southern Gippsland Region is incorporated within the Gippsland Region within Telstra’s systems (it is difficult to separate out information between the two areas).

2. Telstra does not agree with this statement. RAM 8 technology provides around 28-31kbps in dial up data speeds. In rural areas, use of RAM 8 technology actually improves the data speed when compared to the speeds usually experienced by customers connected via long loaded lines. 
Telstra is not aware of any significant 'static' problem with RAM 8. A small number of reports have been made regarding a 'hash' like noise, the cause of which is currently under investigation with the equipment vendor. In the interim, resetting the system has been found to eliminate the noise.

In some situations RAM 8 technology has actually been used to eliminate noise (particularly that from electric fences etc) due to its use of a digital link and error correcting technology designed to remove the effects of any interference and noise. 
3. Telstra has a process to continually review its technologies in association with appropriate vendors to correct and improve any inherent issues with the technology. 

Individual customers who experience problems should contact Telstra on the published fault reporting numbers, or for customers experiencing data related problems, they should seek support under the Internet Assistance Program (IAP) to confirm that their modem and/or the RAM 8 are configured for best data performance.
4. Some 707 complaints were logged that relate directly to a fault. Causes for complaints included faults not fixed properly, faults not fixed promptly, and network outages. 

5. In the process of service repair or provision Telstra, from time to time, locates faults that require significant work that cannot be undertaken immediately. In these instances, in the interest of minimising disruption to customers by providing rapid provision or repair of service, one option available to technicians is to install a temporary alternative cable where it can be undertaken safely. This is what is known as a slavey cable.

The cable may be installed “on top of the ground” or along an existing structure or within the Telstra ducting, pipe or tunnel network, so as to bypass the cable section were the fault is located
AnswerEach situation is independently assessed for that particular circumstance. 

The definition of “temporary” in this case is “where a safe, technically acceptable, interim installation practice is performed to provide an immediate, stable service in response to a customer fault. It is expected that such interim solution will remain in service until the permanent restoration is implemented through the normal course of business operations”.

6. As described above, slavey cable is used from time to time, but its use is not widespread. 
7. It is not true that Telstra is not allowing expense works unless they are emergency patch ups. 

8. The data is too complex to analyse in the manner requested. The data we do have identifies that under the RNT programme of work in this area approximately 41.4km of new cable has been installed to replace older cable in 8 projects.

Outcome na, Output na 





Question: 125

Topic: Cable Air Pressure Program.

Written Question on Notice

Senator Mackay asked:

1. How many staff are being assigned to work on this, in each of the priority areas of Illawarra, Newcastle, Sydney, Perth, Adelaide, Tasmania & Canberra?

2. For each of these priority areas, how many of those assigned under the program are NDC staff, how many are NNS staff, how many are contractors and how many are Telstra field staff? Please give the breakdown of figures by priority area.

3. How many cables were in alarm in each of these priority areas at the start of this program? 

4. How many cables in the categories of platinum, gold, silver were identified as being in alarm in NSW? 

5. How many cables are now in alarm in each of these priority areas?

6. How many of the cables in alarm are inaccessible leaks (IALs)? 

7. What is the process for repairing IALs? 

8. In NSW, how many IALs are being repaired by cable length replacement under this program?
Answer:

1. The number of people undertaking this work fluctuates in each region due to varying availability of resource, changing customer service workload and as the number of cables requiring attention fluctuates (Due to air pressure in cables being lifted). Staff may also be required to undertake a number of different functions relating to CPAS maintenance.

The following table shows the average number of staff working on the CPAS Accelerated Work Program as at 12/06/2003, the numbers are subject to daily variation.
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8
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26
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0
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20

3

29
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0
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18
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0

0

10

4

14


2. The mix of staff from different organisations, (along with the overall number of people undertaking this work) fluctuates in each region due to varying availability of resource, changing customer service workload and as the number of cables requiring attention varies (due to air pressure in cables being lifted). The mix is subject to daily variation. 

In the current Area Management organisation the NNS group functions have been (and are being) integrated into Service Delivery and Network Design Construction Group (NDCG). 
In addition to the Accelerated program CPAS staff may also be deployed to other activities directly relating to CPAS functions

The following table shows the organisational split of the average resources working on the Accelerated Works Program as at 12/06/2003. 
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S.A 26

W.A 26

Tas 10

Illawarra 21

Newc/Cen Coast 29

Sydney 101

Canberra 14


3. The number of cables in alarm at the start of the program was as follows:

	
	In Alarm

	S.A
	549

	W.A.
	631

	Tas
	53

	Sydney
	1072

	Illawarra
	86

	Canberra
	97

	Newc/Cen Coast
	277


4. Of the 1,435 cables listed for NSW above, the split between the three categories as at 17 February, 2003 is:

Platinum 

=  304 

Gold

=  646 

Silver

=  449
Total

=1,399

Note: 36 cables are currently being assessed to ensure the appropriate category is assigned. 
5. The number of cables in alarm as at 23 June 2003 is as follows:
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S.A 498

W.A 585

Tas 45

Sydney 759

Illawarra 51

Canberra 73

Newc/Cen Coast 254


6. The number of cables “in Alarm” that may be subject to inaccessible air leaks (IALs) is not known until repair is attempted on each cable. Only after the location of any air leak is identified and appropriate repair processes carried out (or attempted) can a leak be classified as either having been accessible or inaccessible. 

For example, to 17 June 2003, 137 IALs had been identified for corrective action by the NSW CPAS Accelerated program, with 56 either under construction or completed.

7. Where the leaks are in the section of the cables in the conduits that run between the man-holes the areas of cable sheath that require repair are not easily accessible. We call these inaccessible leaks (IALs). 

In these cases the leak location has to be detected using test equipment and the repair can be effected in one of two ways. The first is to dig down on the conduit run and expose the cable sheath at the point of the leak for repair. The second is to install in the conduit run a new section of cable between the man-holes either side of the leak . This generally means installing between 200 & 500 metres of new cable. As part of the cable maintenance program the IAL’s have been identified and a program of works to undertake these repairs is under way. This program will continue as we continue our maintenance upgrade work. 

To effect the repair a number of steps need to occur including testing to locate the leak; analysis to determine whether digging down on the conduit run or cable replacement is the most effective option; organising the resources including the material and people
Answer
8. Of the 20 IALs completed under the CPAS accelerated work program in NSW to 11 June 2003, 6 were repaired by replacement of cable length. The remaining 14 IALs were repaired by either “digging down” to the cable at the site of the damage and undertaking repairs, or replacement/repair of a pillar tail.

Outcome na, Output na 





Question: 126

Topic: Cable Air Pressure Program

Written Question on Notice

Senator Mackay asked:

1. Given that cables in Tasmania are not under APCAMS but under the AMS system, are AMS reports available? 

a) If yes, please supply a copy of the most recent AMS report. 

b) If not, how are the priority areas being determined in Tasmania?

c) What broadly is the state of the cables in Tasmania as far as this issue is concerned?  

2. Is the APCAMs alarm system being installed in any new areas? If yes, where? 

3. How much is being spent on APCAMS installation? 

Answer:

1. No, the AMS system within Tasmania has been used to monitor the status of the compressors within exchanges. This system does not produce reports.

a) NA

b) The “priority areas” within Tasmania are being determined with the assistance of local field staff and are based on local knowledge and information. Items such as air flow levels, excessive compressor machine hours (ie heavy or abnormal duty cycles), observable condition of cable sheaths (normally based on observations made during visits for other reasons), as well as any faults reported have been assessed to gain an understanding of the repair requirements. 

c) The condition of the Tasmanian CPAS network is consistent with the general or average condition of CPAS plant as a whole across Australia.

2. Yes, Telstra continues to enhance the monitoring of the CPAS network with additional exchanges being targeted for installation of APCAMS. Exchanges currently being brought into the APCAMS environment are located as follows:

New South Wales (108 Exchanges) 

Tasmania (34 Exchanges) 

South Australia (32 Exchanges)

Northern Territory (12 Exchanges)  

Victoria (17 Exchanges).

3. Approximately $4m is programmed to further expand the number of cables monitored by APCAMS monitoring equipment (both transducers on cables and monitors in exchanges).

Outcome na, Output na 





Question: 127

Topic: Customer Network Improvement Database.

Written Question on Notice

Senator Mackay asked:

1. How many CNIs are there in the database at present? On 6th December the total figure quoted by Telstra was 112,159. This was an increase from the number quoted by Mr Estens in his report which was for Feb 02 of 104,500. 

2. How many CNIs are there in each of the 5 Priority classifications at present?

3. What is the oldest CNI in each of the 5 Priority classifications at present? 

4. What is the volume of CNIs that have been cleared from the database since 6th December last year, in each of the priority classifications? 

5. Is it true that Telstra has changed the reporting process for CNIs? Evidence was given by the CEPU at the ATN Public Hearing in Sydney on 19th May that there is a new process which involves a telephone call to the CNI phone number, and that the paperwork that used to be utilised is no longer required under this new process? 

6. When did this system change, and what is the rationale behind it? 

7. How are CNI tasks now allocated to customer field staff? 

8. Who can access the CNI database? Can Team Leaders in specific regional areas access it?

Answer:

1. As at 10 June 2003, there were 123,803 CNI’s in the database.

2. Numbers of CNI’s in each of the 5 priority classifications were as follows:

Priority 1
587

Priority 2
1706

Priority 3
17697

Priority 4
7238

Priority 5
96575

As of 1 July 2003 the CNI recording system is changing from a "priority" based system to a "category" based system. The “priority” to “category” change occurred during the last week of June. The purpose of the change is to simplify the process and make CNI types clearer and more logical and to aim to reduce cycle times.

The new categories are:
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Safety Related

specifically related to safety CNI's

Category 2

Customer 

Escalations

ESD, NRF and Cicero related CNI's

Category 3

Potential Service 

Affecting

Assessed as possessing a higher risk of causing future disruption to 

service.  

Category 4

Programmable 

Work

identified (from a business perspective) as needing to be programmed 

for completion (utilising the CNI Decision Framework)

Category 5

Asset 

Management

Managed by the Cyclic Management process.  A robust initial 

evaluation is conducted and ongoing monitoring occurs (by way of auto 

triggers) to escalate or archive as required.


Comparison of old and new categories:

	Old
	New

	Priority 1
	Escalated CNI’s
	Category 1
	Safety Related

	Priority 2
	ESD / Service Affecting
	Category 2
	Customer Escalations

	Priority 3
	Safety
	Category 3
	Potential Service Affecting

	Priority 4
	Not Used
	Category 4
	Programmable Work

	Priority 5
	Low Priority
	Category 5
	Asset Management


As part of the new process, the current outstanding volume of low priority (Priority 5) CNIs will be effectively managed with a focus on using business rules to determine the appropriate management action. Experts from the National Fault Reduction Group are reviewing existing Categroy 5 CNI's to ascertain appropriate management plans.

The majority (80% or over 90,000) of outstanding CNIs are priority 5, of which 22,000 are over 2 years old and have never had a re-report. It is expected that the new approach will significantly reduce outstanding volumes through validation of the low priority CNIs.

3. As at 10 June 2003, the oldest CNI in each of the 5 Priority classifications was as follows:

	Priority 1
	1997 – Currently under field investigation

	Priority 2
	1997 – Required construction now completed – waiting cutover to new plant.

	Priority 3
	1996 – Currently under investigation.

	Priority 4
	1996 – waiting selection under pro-active rehabilitation/growth projects

	Priority 5
	1996 - waiting selection under pro-active rehabilitation/growth projects


4. The numbers of CNI’s as at 31 December 2002 and the volume of CNIs cleared from the database between 6th December 2002 and 10 June 2003, in each of the priority classifications, are as follows:

CNIs as at 31 Dec 2002
	Priority
	Total

	1 
	373

	2 
	1087

	3
	13982

	4
	8697

	5
	89662


CNIs cleared from the database between 6th December 2002 and 10 June 2003

	Priority
	Volume

	1
	690

	2
	2670

	3
	5049

	4
	1799

	5
	19971


5. Yes, a new CNI process is being implemented that changes the CNI reporting process from paper entry to a phone-in system for direct entry to the CNI record database.

6. The new CNI process has been progressively implemented nationally starting from 1 December, 2002. The new process is designed to reduce the cycle time on Safety and Service Affecting CNIs. The phone-in process allows immediate recording of CNIs while the paper based process caused a delay between CNI identification and recording. Additionally, it is a simpler and less onerous option for field staff to make reports by telephone.

7. CNI jobs are issued either as a “local” job via DIRECTOR (work dispatch system) or as a “ticket of work” despatched via DIRECTOR (current system) or CONNECT (new system).

8. CNI database access is provided on job need basis. Access is controlled via a register and only registered users may access the database. Reports produced from the database are available to Team Leaders. 

Outcome na, Output na 





Question: 128

Topic: Contractors

Written Question on Notice

Senator Mackay asked:

1. At what date did Pracom commence supplying contractors to Telstra in Perth? 

2. How many Pracom contractors have been contracted by Telstra for the 2002/03 financial year? Please provide details of number of contractors by dates of contract for 02/03.

3. How many Citadel Securix contractors have been contracted by Telstra for the 2002/03 financial year? Please provide details of number of contractors by dates of contract for 02/03.

4. Please explain how the Corporate Sourcing Group operates. [Ref Hansard 27/5/03, p170] Is there a separate Corporate Sourcing Group in each Telstra region?

5. Who does the General Manager of Metro Services Infrastructure Services report to in the Telstra organisation? 

6. When contractors are flown in to a capital city to do work for Telstra, does Telstra pay for the cost of travel, travel allowance and other expenses? Please detail which expenses are covered by Telstra and which by contractors. 

7. If any of these expenses are covered by Telstra, which part of Telstra’s budget do are these costs covered by? 

8. Has Telstra made any changes in the 2002/03 financial year to the way these expenses are recorded? 

9. What investigations has Telstra done into the connections between Ms T. Jakszewicz, or members of her immediate family, and the contracting company Pracom. 

10. Is Ms Jakszewicz still an employee of Telstra? Please provide dates of her employment with Telstra. 

11. With regard to the use of contractors generally, on how many occasions has the inspection of work done by contractors resulted in a re-report of that work? Please provide details of this for each Telstra region. 
Answer:

1. Pracom commenced supply of contractors in Perth on 10 April, 2003. This decision was taken to accelerate our customer service response to high fault volumes in Perth as a result of extreme weather conditions.

2. Pracom was engaged to provide 5 resources in Perth as part of a short term contract. With respect to a longer term arrangement with Pracom, they have been engaged to provide four resources in Perth and 16 in Adelaide.

3. Telstra has no record of having a contractual relationship with Citadel Securix. 

4. Corporate Services has the responsibility for procurement within Telstra. Their role is to provide a standardised and co-ordinated approach to sourcing, vendor management and distribution activities across Telstra at a price and quality consistent with Telstra's business objectives.

The group is structured into the following two key streams:

· Strategic Sourcing, which is a team of sourcing specialists responsible for managing sourcing projects for Telstra's major and/or critical purchases and executing the necessary contracts to support the outcomes of those projects.

· Vendor Management, which is made up of several sections that are responsible for the ongoing monitoring and pro-active management of Telstra's commercial relationship with it's suppliers. This includes both arrangements implemented against major contracts established by Strategic Sourcing as well as contracts established by the Vendor Management sections themselves.

The Corporate Services group is aligned to the Financial & Administration Business Unit and is nationally focussed with offices in most states. 

5. The Head of Metro Services reports to the Group Managing Director – Infrastructure Services, Mr. Michael Rocca.

6. Telstra does not typically pay for a contractor’s costs associated with travel or other expenses
7. AnswerGenerally costs such as travel are incorporated in the contract price and in some instances contracts include a set mobilisation cost. 

If a requirement for travel arose in a way which was not anticipated by the relevant contract , we would negotiate the costs on a case by case basis.

8. Negotiated expenses for the cost of mobilising staff would generally be recorded against a specific Region’s expenses, most likely under budgets for Service Contracts and Agreements or Contract/Agency costs.

9. There have not been any significant changes to the way these expenses are recorded in the 02/03 financial year.

10. Pursuant to Telstra's Whistleblower policy, the Telstra Ethics Committee has conducted an investigation into issues raised at Senate Estimates concerning alleged conflicts of interest or improper business practices against Telstra employee Ms Tessa Jakszewicz, General Manager Customer Service – Metro Service.

The findings of the investigation are that there was no evidence to confirm the allegations against Ms Jakszewicz. 

It is not within the power of Telstra, and nor is it appropriate for Telstra to conduct investigations of persons external to the company.

11. Ms Jakszewicz is a current Telstra employee. She commenced work with Telstra on 21 October, 2002.


12. Telstra is uncertain as to what the Senator means by “re-report”. Nevertheless, data available in relation to contractor compliance by region is shown in the table below.

Access Network Commercial Contractors

Contractor Compliance April- June 03

	DivisionName
	RegionCode
	Inspected
	Passed
	%

	Country
	NSW
	1574
	1447
	91.93%

	Country
	QLDC
	1216
	1183
	97.29%

	Country
	SANT
	988
	911
	92.21%

	Country
	VCTS
	642
	625
	97.35%

	Country
	WAUS
	686
	635
	92.57%

	Metro
	ADEL
	996
	916
	91.97%

	Metro
	BRIS
	1909
	1867
	97.80%

	Metro
	MELB
	3526
	3412
	96.77%

	Metro
	PERT
	1286
	1243
	96.66%

	Metro
	SYDN
	2472
	2383
	96.40%

	National
	 
	15295
	14622
	95.60%


Outcome na, Output na 





Question: 129

Topic: Reduction of specialised aged and disability managers.

Written Question on Notice

Senator Mackay asked:

1. How much money did Telstra spend on advertising its specialised services for the aged and disabled in the last year?

2. What advertising medium did Telstra use to promote these services?

3. Where did Telstra predominantly advertise these services?

4. Where are the aged and disability managers located in Australia? How many staff work with the managers?

5. Will Telstra be training other staff in dealing with aged and disability problems? 

· If so, where will these staff be located?  And how much training will be provided per staff member, for example days or weeks?

Answer:
1. Telstra’s budget on promotion and advertising of its aged and disability services for 2002/03 was around $300K. It includes a number of elements. 

Telstra sponsors various disability organisations from which the Disability Services Unit receives promotion through advertorials, website links and advertising in the organisations’ newsletters and magazines. 

Telstra also produces a catalogue of products and services for older people and people with a disability. The catalogues provides detailed information on Telstra’s Disability Equipment Program and other products and services that may provide solutions to specific telecommunications needs. An accessible online version of this catalogue is also published at www.telstra.com.au/disability/catalogue. 
Telstra has undertaken a number of ongoing and ad-hoc promotional and advertising activities, including press and radio ads, presentations to aged and disability groups, and promotion by way of targeted brochures about Telstra's services for older people and people with a disability. www.telstra.com.au/disability also includes information promoting Telstra's services.

2. The following advertising media were used to promote these services:

· Paid advertising and advertorials in targeted publications such as The Australian Senior Newspaper, Australian Retirement Press, Aged Pension News for Seniors, certain guides to aged care in metropolitan and regional areas, and LINK magazine.

· Advertisements on Radio for the Print Handicapped network throughout Australia.

· Ongoing consultation and outreach programs with peak disability organisations including 

· Australian Association of the Deaf 

· Australian Federation of Disability Organisations 

· Better Hearing Australia 

· Blind Citizens Australia 

· Carers Australia

· Communication Aid Users Society 

· Deafness Forum 

· National Council on Intellectual Disability 

· National Ethnic Disability Alliance 

· National Indigenous Disability Network

· Physical Disability Council of Australia 

· Telecommunications Disability Project (TEDICORE) 

· Women with Disabilities (Aust.) 

Telstra tracks customer awareness of its specialist products and services for people with disabilities. Results of regular surveys of approximately 300 customers indicates around 70% have an awareness of Telstra providing these products and services.

3. See answer to (2) above.


4. Telstra's Disability Enquiry Hotline (DEH) is the primary point of contact for people with a disability and their carers, providing specialist advice about Telstra’s Disability Equipment Program and other Telstra products and services that may provide solutions for their telecommunications needs. The DEH staff process applications for Telstra's Disability Equipment Program, provide details of access points for Telstra's disability products and services and can also arrange for a customer to trial a product.

The DEH is supported by two Disability Liaison Managers based in Melbourne and Adelaide who manage the more complex enquiries and liaison with customers, and 47 disability representatives in Telstra Country Wide offices around Australia.

Telstra has also entered into arrangements with a number of organisations and service providers that provide services to people with a disability. This arrangement provides over 30 additional locations for Telstra customers who are aged or have a disability to view and try Telstra Disability Equipment Program products and to obtain application forms and information about how to apply for these products.

5. Telstra has an online Disability Awareness Program. Over 12,000 staff had completed the course to end July 2003. Most of the staff who have completed the course are in customer contact roles. For example, 90 per cent of Telstra Shop staff have undertaken Telstra’s disability awareness course. Staff in a Telstra Shop or a Telstra Licensed Shop can also access information online at any time regarding Telstra’s disability services to assist in handling customer enquiries.

The Telstra Country Wide Disability Representatives referred to above have also been fully briefed about Telstra's disability products, services and information policy and operational procedures. Disability Enquiry Hotline staff also provide ongoing support to the TCW staff. 
Outcome na, Output na 





Question: 130

Topic: Network Faults

Written Question on Notice

Senator Mackay asked:

1. Please confirm the statement by Mr Rix that it is only in “contingency” workload that Telstra has “an opportunity to look for additional resources such as the use of overtime”. [Ref Senate ECITA Hansard 27/5/03 p. 142]

2. Does Telstra use additional resources such as overtime or external contractors under any other workload condition such as low workload, normal workload, high workload or contingency? Please detail each category of additional resources for each workload for each area this financial year, including NDC, NNS resources.

3. If no preventative maintenance work is done under contingency, is preventative maintenance work done under any other workload condition such as low workload, normal workload or high workload? Please detail the percentage of resources for preventative maintenance work under each other workload condition.
Answer:

1. As set out in Hansard page ECITA 142, Mr Rix did not say that it is only in "contingency" workload that Telstra has "an opportunity to look for additional resources such as the use of overtime". This would be one example of a situation where Telstra may look to augment resources but there are others - such as to meet customer demand or to work on a large cable cut.

2. Data of this specific nature is not readily available, however Telstra can advise that external contractors may be utilised under Low, Normal, High, and Contingency workloads. The extent of use will depend on prevailing circumstances. 
NNS is no longer a business unit within Telstra - staff from this group were integrated into the Service regions and also into the NDC group. 
Telstra's Infrastructure Services business utilises the most cost effective combinations of internal and external workforces to deliver services. In exploring least cost Telstra workforce options, resources are often shared, and/or moved between business units to optimise utilisation.

3. Preventative Maintenance work is completed by the service field workforce in all Metro Regions under Low, Normal and High workloads. Details on quantities are not readily available, as the work is not dispatched via Telstra's automated dispatch system.

Outcome na, Output na 





Question: 131

Topic: Network Faults

Written Question on Notice

Senator Mackay asked:

How many days in normal workload this financial year for each Telstra region including:

· Sydney Metro, NSW Regional

· Melbourne Metro, Vic Regional 

· Brisbane Metro, Qld Regional

· Perth Metro, WA Regional

· Adelaide Metro, SA Regional

· NT

· Tas
Answer:

For financial year 2002/03:

· NSW Regional (147 out of 219)

· Vic Regional  (144 out of 198)

· Qld Regional (169 out of 219)

·  WA Regional  (170 out of 220)

· SA Regional (160 out of 220)

· NT  (160 out of 220)

· Tas  (115 out of 152)

· Sydney Metro (73 out of 248)

· Melbourne Metro (131 out of 248)

· Brisbane Metro (63 out of 223)

· Perth Metro (101 out of 248)

· Adelaide Metro (87 out of 247)

Note:  The variation in how many days in total were measured is due to the fact that our systems are not designed to record this data and the periods for which data was available were not consistent across regions.

Outcome na, Output na 





Question: 132

Topic: Network Faults

Written Question on Notice

Senator Mackay asked:

How many days in high workload this financial year for each Telstra region including:

· Sydney Metro, NSW Regional

· Melbourne Metro, Vic Regional 

· Brisbane Metro, Qld Regional

· Perth Metro, WA Regional

· Adelaide Metro, SA Regional

· NT

· Tas
Answer:

For financial year 2002/03:

· NSW Regional (29 out of 219)

· Vic Regional  (22 out of 198)

· Qld Regional (17 out of 219)

· WA Regional  (18 out of 220)

· SA Regional (23 out of 220)

· NT  (22 out of 220)

· Tas  (15 out of 152)

· Sydney Metro (59 out of 248)

· Melbourne Metro (96 out of 248)

· Brisbane Metro (47 out of 223)

· Perth Metro (42 out of 248)

· Adelaide Metro (57 out of 247)

Note:  The variation in how many days in total were measured is due to the fact that our systems are not designed to record this data and the periods for which data was available were not consistent across regions.

Outcome na, Output na 





Question: 133

Topic: Network Faults

Written Question on Notice

Senator Mackay asked:

How many days in low workload this financial year for each Telstra region including:

· Sydney Metro, NSW Regional

· Melbourne Metro, Vic Regional 

· Brisbane Metro, Qld Regional

· Perth Metro, WA Regional

· Adelaide Metro, SA Regional

· NT

· Tas
Answer: 

For financial year 2002/03:

· NSW Regional (38 out of 219)

· Vic Regional  (30 out of 198)

· Qld Regional (19 out of 219)

· WA Regional  (24 out of 220)

· SA Regional (32 out of 220)

· NT  (10 out of 220)

· Tas  (15 out of 152)

· Sydney Metro (72 out of 248)

· Melbourne Metro (8 out of 248)

· Brisbane Metro (28 out of 223)

· Perth Metro (65 out of 248)

· Adelaide Metro (90 out of 247)

Note:  The variation in how many days in total were measured is due to the fact that our systems are not designed to record this data and the periods for which data was available were not consistent across regions.

Outcome na, Output na 





Question: 134

Topic: Network Faults

Written Question on Notice

Senator Mackay asked:

How many days in contingency this financial year for each Telstra region including:

· Sydney Metro, NSW Regional

· Melbourne Metro, Vic Regional

· Brisbane Metro, Qld Regional

· Perth Metro, WA Regional

· Adelaide Metro, SA Regional

· NT

· Tas
Answer:

For financial year 2002/03:

· NSW Regional (5 out of 219)

· Vic Regional  (8 out of 198)

· Qld Regional (14 out of 219)

· WA Regional  (8 out of 220)

· SA Regional (6 out of 220)

· NT  (14 out of 220)

· Tas  (7 out of 152)

· Sydney Metro (44 out of 248)

· Melbourne Metro (13 out of 248)

· Brisbane Metro (85 out of 223)

· Perth Metro (40 out of 248)

· Adelaide Metro (13 out of 247)

Note:  The variation in how many days in total were measured is due to the fact that our systems are not designed to record this data and the periods for which data was available were not consistent across regions.

Outcome na, Output na 





Question: 135

Topic: Network Faults 

Written Question on Notice

Senator Mackay asked:

What is fault level at which each of these regions would be considered in contingency, if in Melbourne Metro it is above 1,900 faults? 

· Sydney Metro, NSW Regional

· Brisbane Metro, Qld Regional

· Perth Metro, WA Regional

· Adelaide Metro, SA Regional

· Northern Territory

· Tasmania

Answer:

	Regional
	Contingency Workload

	NSW Regional
	>3988

	QLD Regional
	>1662

	WA Regional
	>862

	SA Regional
	>865

	Northern Territory
	>865

	Tasmania
	>1585


	Metro
	Contingency Workload

	Sydney Metro
	>2200

	Melbourne Metro
	>1900

	Brisbane Metro
	>1350

	Perth Metro 
	>850

	Adelaide Metro
	>650


Outcome na, Output na 





Question: 136

Topic: Network Faults

Written Question on Notice

Senator Mackay asked:

If the normal range of faults for Melbourne is between 850 and 1,300 faults [Mr Rix evidence, Senate ECITA Hansard 27/5/03 p. 144] what is the normal range of faults for each other area including:

· Sydney Metro, NSW Regional

· Brisbane Metro, Qld Regional

· Perth Metro, WA Regional

· Adelaide Metro, SA Regional

· NT

· Tas
Answer:

For financial year 2002/03:

· NSW Regional (1979 and 3318)

· Vic Regional  (663 and 989)

· Qld Regional (820 and 1381)

· WA Regional  (416 and 713)

· SA Regional (186 and 293)

· NT  (242 and 472)

· Tas  (240 and 355)

· Sydney Metro (1400 and 1650)

· Melbourne Metro (850 and 1300)

· Brisbane Metro (740 and 1000)

· Perth Metro (480 and 630)

· Adelaide Metro (390 and 490)

Outcome na, Output na 





Question: 137

Topic: Use of interstate employees

Written Question on Notice

Senator Mackay asked:

1. Please list the names of the cities and towns that have had Telstra employees from other home base locations working in them, the number of employees in each, and the city or town of origin and number from that place of those workers for each month of the 2002/03 year? 

2. How much in Travel Allowance does Telstra pay its employees for each night away from their home base? 

3. How many nights of travel allowance has Telstra paid its employees in the customer field workforce in the past financial year? 

4. What is the total amount of travel allowance paid in the past financial year by Telstra to its customer field employees? 

5. What is the total cost of (1) airfares and (2) other travel expenses, ie, car travel, to transport Telstra customer field employees from their home base to another location for this financial year? 

6. Have the internal accounting or costing codes that Telstra uses to classify these expenses changed at all in the past few years? If so, how? 

7. What part of the Telstra budget are these costs reported in? 
Answer:

1. Telstra regrets that this detail is not readily available. 

2. Travel Costs Allowance – Effective 1 July 2003

$ Nightly Rates of Allowance

	Location
	Accommodation
	Meals
	Incidentals
	Nightly Rate

	
	
	Breakfast
	Lunch
	Dinner
	Total
	
	

	Adelaide
	$108.20
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$187.20

	Brisbane
	$115.20
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$194.20

	Canberra
	$ 91.20
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$170.20

	Darwin
	$108.50
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$187.50

	Hobart
	$ 84.20
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$163.20

	Melbourne
	$137.00
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$216.00

	Perth
	$110.00
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$189.00

	Sydney
	$140.00
	$16.00
	$18.00
	$32.00
	$66.00
	$13.00
	$219.00

	Elsewhere
	$ 74.05
	$14.00
	$16.00
	$30.00
	$60.00
	$13.00
	$147.05


3. Based on the total cost of travel allowance paid during the year and an average nightly rate of $131.20, Telstra estimates that in the vicinity of 65, 348 nights of Travel Allowance were paid in the 02/03 financial year. 

It is important to note that this figure includes non field-based staff Travelling Allowance (TA) payments. In addition, the vast majority (approx 90%) of incidences are likely to be for regional intrastate and not necessarily interstate travel.

In most cases it is preferable for technicians to travel with their work vehicle so that they have tools and equipment with them.

4. Telstra estimate that approximately $8.6m was spent on travel allowance during 2002/03. This figure is adjusted to remove the cost of non-field based staff.

Whilst this amount is significant, in the context of total field workforce labour costs, it is considered appropriate expenditure to provide flexibility for movement of staff to meet customer demand and manage peak load.

5. YTD costs to 21 June 2003.

Airfares
$100,235

Mileage 
$8,803.40

(use of private vehicle, generally by office-based staff)

Taxi
$16,139.86

(generally to and from airport - generally utilised by office-based staff) 

TOTAL
$125, 178.26

(These costs are likely to include regional management travel as well as field workforce travel.) 

6. These have not changed.

7. Travel & Fares budget, which is part of the OTHER GENERAL & ADMIN budget.

Outcome na, Output na 





Question: 138

Topic: MSD Notices

Written Question on Notice

Senator Mackay asked:

Lightning damage

1. What measures does Telstra take to “lightning proof” its cable network?

2. Does Telstra know of any new technology that is available to minimise damage to cables from lightning strikes? 

3. What damage does lightning strikes do to cables, and how does it affect services?
Answer:

1. Telstra classifies areas as to lightning risk (for customer protection purposes) using Australian Standard AS4262.1. In those areas where rural direct buried cables are installed, extra protection measures are also installed to mitigate the effect of lightning which may strike nearby structures, ground, Telstra cables or power lines. The extra protection measures have included separate "guard wires" to intercept lightning and surge diversion devices. This is in addition to employing construction practices aimed at reducing the likelihood of damage due to local lightning strikes. 

A recent comprehensive investigation has reviewed national and international standards, literature and theory and undertaken field testing to review current practices and develop a more robust standard. This has been concluded and is now being implemented for all proposed new rural cables. 

Urban cable networks are not protected in any special way as the cable types and their characteristics are considered quite adequate for these environments where there is significant local shielding (other services) to mitigate lightning effects and the cables are installed in PVC / PE conduit, which increases the resistance to lightning voltages.

2. In response to a recent study Telstra is implementing standards and latest technologies on metallic cables. These involve a combination of guard wires (a stainless steel or copper wire laid above the cable) and/or over voltage surge diversion / voltage equalisation devices jointed into the cables at regular intervals. In areas of extreme risk or history of unacceptable levels of damage we can either employ galvanised iron pipes etc to protect the cable or install optical fibre cables, which are mostly unaffected by lightning.

3. Lightning damage depends upon the energy of the strike, where and how the surge gets onto the cable, how close the lightning strikes is to the cable (it is almost impossible to prevent damage in the event of direct strike), the location (the Bureau of Meteorology provides details on the number of times thunderstorms historically occur across all areas of Australia), the shielding provided by the local environment, the topology and the type of soil (its resistance to lightning current). The damage can range from pinholes in the cable sheath, which may eventually cause a fault with moisture ingress; "popped" connectors (more so on older types) joining wires; or a few damaged conductors to complete destruction of cable joints, terminations and/or cable lengths as well as damage to equipment connected to the cable pairs, such as customer CPE. Services generally cease working altogether but, if not, can suffer noise due to damage.

Outcome na, Output na 





Question: 139

Topic: MSD Notices

Written Question on Notice

Senator Mackay asked:

Tassie MSD

With regard to the MSDN declared in Tasmania in March this year, this notice referred to a lightning storm on 19th March, and it declared an exemption from CSG performance standards from Friday 21st March to Saturday 29th March. 

1. What was the exact damage caused by this lightning storm? Evidence was given at the Senate ATN Inquiry in Launceston on 24th April that this storm caused minimal damage in Tasmania. 

2. When and how did Telstra notify customers of this MSD in Tasmania? 

3. Were the CSG provisions adhered to in this case?

4. Has Telstra paid out any compensation to Tassie customers?
Answer:

1. The nature of lightning damage is that cables are often damaged at multiple locations. When lightning strikes the ground it seeks to dissipate the high voltage to earth - this occurs through the easiest path possible and a cable with copper conductors can offer such a path. The voltage travels along the cable looking for a path to earth, where this happens, there is cable damage or damage to customer equipment. 

For example, when lightning strikes and goes to ground into a cable, initial damage is caused on entry. The voltage then travels along the cable and if it comes to a standard joint, it damages that, then travels further. If it comes to a cable change of direction, it puts a hole in the side of the cable, and continues. If it comes to customer premises where a standard termination unit is on the side of the house, it causes more damage at this point and finally the surge damages customer equipment. 

Telstra's cable and other network infrastructure is designed to withstand a range of environmental conditions and in high risk and known lightning areas additional protective measures are taken. Where the environmental forces are extraordinary and our network is damaged, we focus on repairing the network and restoring services as quickly as possible.

The areas impacted had a large increase in reported faults and completed repairs in the days immediately following the storms. These increases ranged between 30 and 125% during the exemption period. In the day after the storm before the exemption was declared one area had an increase of over 200% in fault reports. Pictures Telstra has on file from the lightning tracker web site show that this was a particularly intense event and covered the south west coast of Victoria as well as north west and central areas of Tasmania.

2. A public notice was published in HOBART MERCURY on 28 March 2003. This was booked with the publisher on 26 March in line with the requirements of the CSG Standard and Telstra License conditions. 

3. CSG provisions were adhered to for this case.

4. No compensation was paid pursuant to CSGs during the exemption period.

Outcome na, Output na 





Question: 140

Topic: Overtime

Written Question on Notice

Senator Mackay asked:

[Ref Senate ECITA Hansard 27/5/03 p. 176-177]

1. How many hours of overtime were worked by Telstra customer field staff in each year of the past 5 financial years? 

2. What is the average amount of overtime per customer field staff employee in each year of the past 5 financial years?

3. Please indicate whether any Telstra customer field staff have worked for any continuous periods in excess of 30 days. If there are any employees in this category, please indicate in which location they work and the number of days of continuous work
4. Answer
5. Have any Telstra staff or Telstra contractors ever worked more than 20 hours straight within a 24 hour period? If there are any employees in this category, please indicate in which location they work and the number of hours of overtime work. 
6. Have Telstra Team Leaders been asked to rank their staff by performance or productivity?

7. How have Telstra Team Leaders been deciding on which staff member/s are to be offered redundancies? Was this on the basis of productivity or performance? 

8. Please provide further information on the measures that Telstra has used to measure field staff against the quality of work, amount of work done each day, their utilisation and how often they are available, and what these criteria have been benchmarked at. [Ref Senate ECITA Hansard 27/5/03 p. 175]

9. Specifically, how is the criteria of “how often they are available” for customer field staff measured and benchmarked? 

10. What is the benchmark for the number of installations for a Telstra customer field employee? [Ref Senate ECITA Hansard 27/5/03 p. 175]

11. What is the benchmark for the number of fault repairs for a Telstra customer field employee? [Ref Senate ECITA Hansard 27/5/03 p. 175]
Answer:

1. Overtime Hours worked for Telstra customer field staff for 00/01, 01/02 and 02/03 are as follows. Data is not readily available for 99/00 & 98/99.

	Fin Year
	 Total OT Hours

	00-01
	1,672,878.52

	01-02
	1,309,121.43

	02-03
	1,170,342.90


2. Overtime Hours averaged per customer field person for 00/01, 01/02 and 02/03 is as follows. Data not readily available for 99/00 & 98/99.

	Fin Year
	Avge Hours

	00-01
	157.8

	01-02
	114.6

	02-03
	124.08


3. This specific data is not readily available directly from Telstra's systems, however manual investigation based on the system data available indicated that in the 02/03 financial year there was one substantiated instance where an individual worked in excess of 30 days. This occurred in New South Wales.

4. This specific data is not readily available directly from Telstra's systems, however manual investigation based on available system data indicates that in the 02/03 financial year technicians worked more than 20 hours during a 24 hour period on 17 occasions involving 47 staff. 
Telstra's investigation of the limited instances where staff worked in excess of 20 hours showed that this occurred where technicians were repairing large cable damages where customer impacts were significant. This is specialised and labour intensive work. Data confirming specific locations is not readily available however the data does show that these instances occurred in Queensland, NSW, Victoria and Western Australia.

In relation to extraordinary hours of work, Telstra would like to emphasize that in all circumstances, the safety of our people is paramount and that team leaders request volunteers for overtime work. 
Telstra has said that it acknowledges that in exceptional circumstances, its people do exceptional things and in rare cases that includes extraordinary hours of work. Thirty days consecutive or twenty hours "straight" is considered extraordinary and would under no circumstances be proactively programmed work. However, these kinds of efforts do demonstrate the dedication of Telstra staff to customers during emergencies.

In the case of work on large cable damages, this work is undertaken by teams or at least a pair of technicians.

Staff should take regular meal breaks (and receive meal allowance) and in remote areas staff are monitored via the working in isolation process and the after hours centre, which are in place to protect their staff.

5. Telstra Team Leaders evaluate their staff as a normal part of business operations - this evaluation is undertaken with a view to recognising good performance and to determine the need for any Performance Improvement Plans for individuals.

6. Any decision in relation to staff redundancies is based on the processes outlined in the Telstra Redundancy Agreement 2002. There are five criteria used to assess each individual in a group, these are:

Safety

Customer Focus

Effectiveness

Teamwork

Skills & Knowledge

7. Telstra uses a process called Quality of Construction (QoC) to measure work quality
8. AnswerThis involves random audits from inside the service region and also by staff independent to the region. Also team leaders periodically ride-on with technicians to assist in monitoring and maintaining quality work practices. In terms of benchmarking, the performance target is based on achieving "best in team/area". This target will vary from team to team and area to area.

The amount of work done each day by field staff is measured by the Completed Contribution system which allocates points for each type of job performed as well as travel that may be undertaken in a day. The aim of this system and the target (rather than benchmark) set for teams is to continuously improve work output. 
Availability is measured by workforce planning areas so that we can forecast the resource available to be deployed to complete work on any day. This measure also assists with planning activities such as training and team briefs.

9. Availability is measured by calculating the estimated percentage of the workforce available to be deployed for work. This measure takes into account staff leave, training, team briefs etc. Levels of availability vary on an individual and team basis depending on individual and team circumstances. 
10. Due to the variable nature of the work undertaken by field staff there is no individual benchmark for the amount of work done each day.

11. See answer to question 9 above.
Outcome na, Output na 





Question: 141

Topic: Payphones

Written Question on Notice

Senator Mackay asked:

1. What is the process for clearing cash out of pay phones? How does Telstra know when a phone is ready to be cleared?

2. Is it the case that when a coin box in a public phone is full that this means the telephone is inoperable to someone attempting to use it with coins? 

3. When a “coin box full” message is received at a Telstra call centre from a pay phone, how quickly does Telstra send out someone to clear this box?

4. Who clears phone boxes? 

5. Is there any difference in the timeframe or process for doing this in metropolitan areas or regional areas? Please detail. 

6. What does Telstra say about information given to me that Telstra does not act on this information until the third coin box full message is received?
Answer:

1. Coin Collection is scheduled and performed by coin collection contractors. Telstra has national contractors that service the majority of phones, and individual contractors that service other payphones mainly in regional and remote areas. Approximately 5% of phones are managed on an individual contract basis.

Phones are placed on a coin collection schedule based on historical data. Additionally the payphones report to a management system, one of its functions being to monitor coin tin contents. Telstra provides its coin collection contractors with three reports a day from this management system and these reports indicate when phones are at 75% capacity or full.

Remote coin collectors do not receive automatic notification from the management system and generally stick to the collection schedule. However they are advised if the payphone requires collection prior to the scheduled collection date. 

2. This is correct for coin calls. Emergency, free calls, and smart phonecard calls can however still be made. 

3. The National Coin Contractor is proactively notified when the payphone is 75% full, and again if the phone reaches full capacity

Individual contractors are advised if a payphone is full prior to the scheduled collection date. 

The collectors are contractually bound to collect the coins within a certain time period and they are provided incentives to do this through financial rewards for early clearance and through financial charges for delays.

4. Contractors on behalf of Telstra.

5. For the national contractor, the timeframe allocated for the clearing of coin boxes is the same nationally. Individual contractors (who mostly service regional and rural areas) clear the payphones according to the coin collection schedule for that payphone, unless notified that the payphone is full prior to the scheduled collection date.

6. As noted above, Telstra automatically provides our national contractor with three reports a day and these reports will indicate when the phones reach 75% capacity or are full. Individual contractors, whilst not on the automatic reporting system, do work to a coin collection schedule and are also advised if the phone requires collection prior to the scheduled collection date. Contractors are required to clear the boxes within a certain time period and they are provided incentives to do this through financial rewards for early clearance and through financial charges for delays. Telstra also monitors closely the contractors’ performance. 

Outcome na, Output na 





Question: 142

Topic: Priority service

Written Question on Notice

Senator Mackay asked:

1. Can you provide the Committee with an update on how the new Priority Service Program is working? 

2. What is the budget for administering this program for the 2003-04 Financial year? 

3. How many staff will be allocated to work on this program in the 2003-04? If any variation to 2002-03 figures, please indicate what positions and the reason for the variation.

4. How many customers are currently registered on this program? 

5. What is the rate of assistance being provided by the Priority Assistance Program to customers? ie, what percentage, and number of the registered priority assistance customers have received assistance from the Telstra priority program? 

6. Please provide a geographical breakdown of where this assistance was provided, and how many times in for each customer and in each area this assistance was provided, since the program began. 

7. Has the program been well received by registered customers?

8. Have there been any customers who wished to register that Telstra has refused registration to? If yes, please provide details of the reasons for rejection, and the number rejected.

9. What steps is Telstra taking to promote this program to customers? 

Answer:

1. The Priority Assistance Program has been implemented successfully and extensively across Telstra. 

Telstra has created dedicated teams and processes to ensure that the program continues to function effectively. For example:

· Service assurance is managed from an end to end perspective from one site in Newcastle.

· There is a process for specialised proactive management of all new connections.

· A team has been established in Ballarat to manage Priority Assistance applications. 

· Customers are notified  of the availability of the Priority Service program within our IVR 's as well as verbal notification from staff in our customer contact centres.

2. The budget for the program is approximately $5m. As Priority Assistance is now considered a core workstream, no specific allocation was identified in the 2003-04 budget. 

3. There are approximately 100 staff allocated to work on this function in 2003-04, this is approximately a 30% increase in 2002-03 forecast as the program matures in terms of public awareness. The increased numbers of positions are spread across all Priority Assistance areas including the Commitment Management Team, the Priority Customer team and the Atlas team (applications, validation, and vetting processes). 

4. As at July 2003, there were approximately 125,000 customers registered on the program – this includes provisionally tagged customers whose applications for Priority Assistance have yet to be validated.

5. All customers that make general enquiries, request fault restoration or new service activation are asked if they require priority service and those who express a need for use of the program are transferred to our Priority Assistance team. 
The approximately 125,000 registered customers have received assistance in this way.

6. Telstra reports to the ACA on the geographic breakdown of Priority Assistance customers. The current breakdown as at July 2003 was as follows:

Validated Customers:

	Major Rural 
	8,803
	2,500-10,000 pop.

	Minor Rural
	19,035
	200-2,500 pop.

	Remote
	589
	<200 pop.

	Urban
	55,419
	>10,000 pop.


Details of numbers of reports by individual customers are not available.

7. The Priority Customer Team has received letters of appreciation and verbal feedback and has been well received by customers.

8. No. All eligible customers wishing to register are accepted in good faith before Priority Assistance Program applications are sent and processed. 
9. Telstra has undertaken a Priority Assistance awareness campaign. 

This has involved 

· information supplied in customers accounts

· direct mail and half page advertisements in  National/Local/Rural publications

· information on Telstra.com

· inclusion in the customer charter

· scripting within our IVRs and consultant scripting in our customer contact centres advising customer of Priority Assistance program.

Outcome na, Output na 





Question: 143

Topic: Cancellation of free 15 minute calls promotion in Southern Tasmania.

Written Question on Notice

Senator Mackay asked:

1. How much notice did Telstra give its communic8 customers in Southern Tasmania that the free 15minute calls to other Telstra mobiles promotion would not be renewed after February 15th?

2. A Telstra spokesperson in a Mercury article (Page 7) on 18th February stated, “there was a need to review the promotion”.

· Has Telstra conducted the review?  And if so, what was the outcome?
Answer:

1. The Talk L8 promotion was initially scheduled to expire on 31 December 2002. The expiry date for the Talk L8 promotion was later extended to 15 February 2003 and communic8 brochures, starter kits, the website and other promotional materials were updated to reflect this change. Customers were again advised at the time the promotion expired via an RVA and an SMS. 
2. A full review of Telstra’s of pre paid product was conducted in 2002 for the first time in the 6 years since its introduction. This review lead to the changes to the TalkL8 product referred to in Question 1 above, and then to a Telstra announcement on 13 March 2003 outlining the a comprehensive set of changes to the Telstra’s pre-paid product. The changes included some price changes, but also saw the introduction of a new off-peak bonus offer to communic8 customer to replace Talk L8. The new bonus offer, called ‘One cent for One Minute’, allows communic8 pre-paid customers to make calls for one cent per minute (or part thereof) for the first 15 minutes, plus a 20 cent call connection fee, to any mobile phone on any mobile network in Australia, between 9pm and 7am every night. Normal call rates apply after the first 15 minutes. This new offer provides customers with access to low cost mobile calls to a much larger group of mobile phone users and for a longer period with Talk L8 restricted to free calls only between communic8 customers from 9pm to 5am. 

Outcome na, Output na





Question: 144

Topic: Regional Network Taskforce Update

Written Question on Notice

Senator Mackay asked:


$m

· Pair Gain work
$35

· Copper network Rehabilitation
$88

· Reliability of Exchanges in small Communities
$56

· Power equipment to exchanges in regional areas 
$  8
TOTAL
$187
1. Can you give the Committee an update on the $187m Regional Network Taskforce that was announced in July 2002? 

2. Has there been any change to these funding amounts? If yes, please provide details. 

3. How much of the above budget was spent in 2002/03 and how much will be carried forward to future years? Please provide details.

4. What part of Telstra’s Capital Expenditure Budget, or general Budget is this program funded under? Is it included in the $420m capital spending? Please detail. 

5. Does this program for “copper network rehabilitation” include any remedial work on the “seal the CAN” corrosive gel affected cables? If yes, how much? What work is covered in this category? Please detail. 

6. Does the $88m on “copper network rehabilitation” include any cable air pressure remedial work, such as the $40m program to bring cable air pressure up to 40kpa in certain priority areas? Please detail. 

7. For each category of spending listed, please indicate in which geographical locations each category of this program has done work on?
Answer:

1. The Regional Network Taskforce has progressed very well. At the end of May 2003, 2500 projects had been completed and a further 524 projects had been briefed and were in progress. 

As of June 12, $166M of works were on target for completion by the end of June 2003. The category spend breakdown was:

· Pair Gain: $22M (of $35M)

· Copper network rehabilitation $86.3M (of  $88M)

· Reliability of exchanges in small communities $50M (of $56M)

· Power equipment to exchanges in regional areas $7.7M (of $8M)

The remaining $21M to complete the $187M allocation is long lead work (ie, projects that take over 12 months to complete) and projects commenced in the second half of the financial year, and will be completed under Telstra’s Network Reliability Program of work through the 03/04 year.

Telstra has undertaken a Network Reliability Study which has identified a more robust, nationwide, whole of network, “program of work” to ensure concepts identified in RNT are supplemented and carried forward into future years. 
2. No, essentially the funding has been allocated as initially outlined (see above). $21M worth of outstanding budgeted programs will be completed in the 03/04 year under the Network Reliability Program. 

3. As above. At June 12, $166M of works were on target for completion by the end of June 2003. $21M worth of outstanding budgeted programs will be completed in the 03/04 year under the Network Reliability Program. 

4. The $187M identified for RNT was a separate budget in its own right. 
5. No. 
6. No. Cable pressure work was funded under Telstra’s routine network monitoring and rehabilitation budget.

7. Around 3000 individual projects to upgrade the network across regional and rural Australia have been funded under RNT. Projects have been identified and managed by Telstra Country Wide Area General Managers and their local area network teams using local data and knowledge to prioritise areas for attention. The geographical spend equated to: QLD 23%, NSW 44%, Southern (Vic and Tas) 15% and Western (SA, WA, NT) 18%.

Outcome na, Output na 





Question: 145

Topic: Seal the CAN

Written Question on Notice

Senator Mackay asked:

1. At our last Senate Estimates, Mr Rix gave us an update on the Seal the CAN remedial program. Does Telstra still stand by the statement that in 97% of cases where the gel is in place that it continues to work well? 

2. How much of the $110 million allocated to this program has been spent in the 2002/03 financial year? 

3. Has this funding level changed at all, if yes, please provide details. 

4. What is the sub-category of the domestic capital expenditure budget that this program is funded under? 

5. Is it the case that if it is costing $110 million to fix 100,000 cable joints that each cable joint costs $100,000 to fix? How was this figure calculated? Please give a breakdown of projected costings. 

6. How many of these 100,000 joints identified have been fixed so far? 

7. What are the geographical locations that are priorities for the repair of the 100,000 joints which have been targeted for remedial action are. Can you provide the Committee with a list of priority location areas. 

8. Is Perth is one of the priority areas under the Telstra program? How many cable joints have been repaired in Perth under this program? 

9. Are there still 100 people across Telstra exclusively focusing on identifying, prioritising and repairing cable joints where the gel has degraded the network? 

10. Have any of these 100 people been moved from cable rehabilitation to other fault repair work this year for any period of time? If yes, how many and where. 
Answer:

1. Telstra's current best estimate of the incidence of this problem is that approximately 3% of gel sealed joints in the network may be adversely affected by the gel sealant reacting with moisture affected cables. We also estimate that approximately 3% of all faults in the network can be attributed to this problem.

It is important to note that the prevalence of this problem is not consistent across the network but rather depends on geographic and environmental factors.

2. The $110m figure was an initial estimate of the cost of this work over three years.

Prior to May 03 there was a centrally managed specific project managing and monitoring a portion of the total gel remediation work. This project reported approximately $ 4.6m of expenditure on gel remediation. 
However this figure does not reflect total gel remediation expenditure (or activity), because joints and cables adversely affected by gel are often repaired in the course of ordinary fault repair work by technicians or in the process of network upgrades which are funded by reactive and pro-active network rehabilitation budgets. 

3. The $110m figure was an initial estimate of the cost of this work over three years. 

Whilst a business case for 2003/04 total expenditure required to address the gel joint issue was considered, it was decided that it is more effective to include the funding in the annual programmed network rehabilitation activity budgets. As a result, there is not a specific budget line item dedicated to gel remediation.

Under the rehabilitation programs, gel joints are fixed as part of network plant projects that are targeted at fixing poorly performing plant, the focus being on providing maximum customer benefit for the investments made rather than simply rehabilitating gel joints in isolation. 
Funding via the programmed operational expenditure budget will allow flexibility to fund works as required from the budgets for proactive and reactive network rehabilitation. 

This approach provides local regional managers with discretion to direct funds (which would have otherwise been centrally managed) to those areas and network issues where it is most needed. 
In addition, gel joints will be fixed by the “Fix and Fit” field workforce under day-to-day operational expenditure.

4. Gel remediation work is funded under Infrastructure Services Programmed Operational Expenditure budget.

5. As advised above the $110m figure was an early estimation of the cost over three years. Similarly, the 100,000 joints was an early estimation of the scale of the problem. Our current approach is to focus on those parts of the network requiring rehabilitation to protect services, rather than seeking to replace gel sealed joints which are functioning effectively.

The funding allocated to the reactive rehabilitation program (see answer to question 3) is based on plant repair and replacement activity volumes expected in the program year. Activity types include joints, cable section replacements, slave cable replacements, lead-ins, pillar tails and pits. 

Our estimation of funds required for gel remediation is based on basic estimated costing of a gel remediation "ticket of work"  at approximately $5850 (national average) . This includes work broader than gel remediation because during gel remediation it is often practical and cost effective to undertake a whole range of plant repair which may include a number of joints and a section of cable etc

6. It is not practical to capture all of the activity occurring everyday in the network that results in removal or repair of gel affected cables and joints. For example gel joints and cables are often repaired in the course of fault repair work where joints are re-made, as part of network upgrades and build projects or as part of other customer network improvement (CNI) work. 
Under the discrete proactive maintenance project focussing on moisture affected cables and joints undertaken between October 02 and May 03, Telstra proactively replaced  approximately 4,200 gel affected joints.

Unfortunately, as a result of funding gel remediation from the overall rehabilitation program it will not be practical on an ongoing basis to track the number of gel affected cables and joints we are fixing. We will endeavour to continue to monitor the incidence of the gel sealant reacting with moisture affected cables and joints and to this end, are currently investigating creating a distinct "booking code" for work undertaken which addresses this issue. 

7. Gel remediation is undertaken at locations where local knowledge and data from fault systems indicate it is required. Some examples of areas where we have undertaken work are Brisbane, Sydney, Melbourne, Adelaide, Perth, Central Queensland, Newcastle, North Central & South East New South Wales and Southern Western Australia.

In addition, gel remediation has also taken place in many other areas under the previously mentioned activities eg faults, CNI etc

8. Work has been undertaken in Perth but it does not stand out as a priority area. Some 21 tickets of work have been completed but the number of joints rehabilitated under each ticket is not known.

9. The program is now part of the total integrated maintenance program and this work is done by the customer field workforce in each region.

10. See response to Question 9 above.

Outcome na, Output na 





Question: 146

Topic: FuturEdge

Written Question on Notice

Senator Mackay asked:

1. Has FuturEdge been implemented across Telstra yet? Can you give the Committee an update on how this has been proceeding?

2. Was this system trialed in any location before it was implemented across the company? If yes, where was it trialed, and for how long? Is it still being trialled anywhere?

3. Is it correct that there was a trial of FuturEdge in Brisbane earlier this year? Has the program been fully implemented in Brisbane now? 

4. Information provided to the Committee said that the Brisbane Work Management Centre experienced so many problems with FuturEdge that they had to assign hundreds of jobs manually. Is this true? What sort of problems would these have been and what did Telstra do to fix these? 

5. How has Telstra changed the way fieldwork calendars are managed to improve fault rectification times as reported by Telstra to Estens Report p.85? 
Answer:

1. FuturEdge is made up of 3 components 

- R5 CONNECT, which is the workforce management component. 

- R6 SIIAM, which is the Service Assurance component. 
- R7, which is the Service Activation component. 

There are currently two pilots of Release 5 (CONNECT) being conducted in Brisbane and Bendigo. Issues identified within the pilots have been resolved and a roll out plan for the rest of the nation has been finalised with an anticipated completion date of December 2003. 
R6 SIIAM and R7 are due to go to pilot in Tasmania at the end of July.

2. See answer to Question 1.

3. Yes, there was a pilot in Brisbane that commenced in December 2002. Implementation of R5 in Brisbane is in the final stages.

4. Brisbane and Bendigo did experience problems during the pilots. When R5 was initially implemented automatic assignment of work was 53%. This was far lower than our expectation however it was approximately 10% higher than what was being achieved in Director (our previous dispatch system). We are currently achieving 95% automatic assignment. Problems encountered during the pilot included Systems, Process & People.

System problems were around software/hardware operation and function. These were resolved though changes to hardware configurations, changes to software functionality and the resolution of software bugs. 
Process problems encountered were a lack of compliance by staff members to new process and procedures. These are being resolved through coaching and additional training. 
People issues encountered were due to new roles and accountabilities. These are being resolved through organisational change in addition to coaching and mentoring.

5. Since December 2002, where workload allows, Telstra treats service faults reported after 5 pm on a Friday as if they were received before 5 pm. This change to field work calendars allows improved service fault rectifications.

Outcome na, Output na 





Question: 147

Topic: Staff numbers

Written Question on Notice

Senator Harradine asked:

I understand that this year Telstra reduced its number of jobs by 2800 this financial year and that next financial year a further 3000 jobs are expected to disappear. Would you please provide me with a table showing by financial year for the five years up to and including 2002-2003 how many Telstra jobs were lost in Tasmania, how many were sackings, natural attrition or some other cause of job loss and the gross annual value of the salaries lost to Tasmania. I would also appreciate a table with the equivalent figures for Australia as a whole.

Answer:

Due to the introduction of a new Human Resources IT system in recent years, the level of detail sought is not readily available for the 5 year period up to 2002/03. However, Tables 1, 2 and 3 below show full time staff movements for 2000/01, 2001/02 and 2002/03 respectively.

Note that for domestic controlled entities (eg Sensis and NDC):


· information by State and Territory is not available for 2000/01 and 2001/02. 

· recruitment and separation data is only available for 2002/03. 
TABLE 1

	00-01 Movements
	Unassigned
	ACT
	NSW
	NT
	QLD
	SA
	TAS
	VIC
	WA
	Total

	1. Core Telstra
	
	
	
	
	
	
	
	
	
	

	External Recruitment
	2
	27
	511
	15
	408
	189
	29
	933
	237
	2351

	Total Separations:
	25
	225
	2994
	41
	1193
	470
	156
	2405
	608
	8117

	ABANDONMENT OF EMPLOYMENT
	1
	0
	3
	0
	1
	0
	0
	3
	0
	8

	DECEASED
	0
	1
	13
	0
	3
	1
	2
	6
	2
	28

	DISMISSAL
	0
	3
	18
	0
	9
	7
	3
	37
	10
	87

	EARLY TERMINATION OF CONTRACT
	0
	1
	3
	0
	2
	2
	0
	5
	4
	17

	OTHER TERMINATION
	0
	1
	18
	0
	9
	1
	2
	25
	1
	57

	REDUNDANCY
	12
	166
	2276
	28
	860
	325
	107
	1439
	383
	5596

	RESIGNATION
	10
	49
	599
	11
	278
	130
	39
	817
	197
	2130

	RETIREMENT
	2
	3
	28
	1
	23
	3
	2
	20
	6
	88

	SPECIFIC TERM/TASK EXPIRY
	0
	1
	36
	1
	8
	1
	1
	53
	5
	106

	Net Movements
	(23)
	(198)
	(2483)
	(26)
	(785)
	(281)
	(127)
	(1472)
	(371)
	(5766)

	Miscellaneous
 (a)
	na
	na
	na
	na
	na
	na
	na
	na
	na
	346

	2. Domestic Controlled Entities
	
	
	
	
	
	
	
	
	
	

	Net Movements
	na
	na
	na
	na
	na
	na
	na
	na
	na
	(467)

	TOTAL CHANGE IN FULL TIME STAFF
	na
	na
	na
	na
	na
	na
	na
	na
	na
	(5887)


TABLE 2
	01-02 Movements
	Unassigned
	ACT
	NSW
	NT
	QLD
	SA
	TAS
	VIC
	WA
	Total

	1. Core Telstra
	
	
	
	
	
	
	
	
	
	

	External Recruitment
	1
	15
	319
	6
	222
	133
	10
	695
	109
	1510

	Total Separations:
	20
	103
	1536
	47
	621
	376
	66
	1205
	400
	4374

	ABANDONMENT OF EMPLOYMENT
	0
	0
	2
	0
	0
	0
	0
	0
	0
	2

	DECEASED
	1
	0
	4
	0
	3
	1
	0
	9
	0
	18

	DISMISSAL
	0
	0
	14
	2
	5
	9
	1
	20
	7
	58

	EARLY TERMINATION OF CONTRACT
	0
	0
	1
	0
	0
	4
	0
	5
	2
	12

	OTHER TERMINATION
	2
	3
	32
	3
	19
	10
	3
	43
	13
	128

	REDUNDANCY
	4
	63
	973
	26
	414
	269
	42
	707
	203
	2701

	RESIGNATION
	13
	33
	479
	15
	160
	81
	19
	382
	168
	1350

	RETIREMENT
	0
	4
	14
	1
	17
	2
	1
	21
	7
	67

	SPECIFIC TERM/TASK EXPIRY
	0
	0
	17
	0
	3
	0
	0
	18
	0
	38

	Net Movements
	(19)
	(88)
	(1217)
	(41)
	(399)
	(243)
	(56)
	(510)
	(291)
	(2864)

	Miscellaneous (a) 

	na
	na
	na
	na
	na
	na
	na
	na
	na
	(448)

	2. Domestic Controlled Entities
	
	
	
	
	
	
	
	
	
	

	Net Movements
	na
	na
	na
	na
	na
	na
	na
	na
	na
	(1135)

	TOTAL CHANGE IN FULL TIME STAFF
	na
	na
	na
	na
	na
	na
	na
	na
	na
	(4447)


TABLE 3
	02-03 Movements
	Unassigned
	ACT
	NSW
	NT
	QLD
	SA
	TAS
	VIC
	WA
	Total

	1. Core Telstra
	
	
	
	
	
	
	
	
	
	

	External Recruitment
	0
	133
	945
	69
	388
	175
	50
	970
	282
	2998

	Total Separations:
	12
	122
	1149
	52
	658
	277
	66
	1140
	392
	3868

	ABANDONMENT OF EMPLOYMENT
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	DECEASED
	0
	0
	5
	1
	4
	0
	1
	10
	1
	22

	DISMISSAL
	0
	0
	16
	1
	4
	5
	1
	21
	8
	56

	EARLY TERMINATION OF CONTRACT
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	OTHER TERMINATION
	4
	1
	15
	5
	1
	6
	0
	13
	3
	48

	REDUNDANCY
	4
	93
	819
	15
	454
	171
	39
	720
	245
	2563

	RESIGNATION
	4
	28
	264
	28
	184
	85
	21
	353
	128
	1095

	RETIREMENT
	0
	0
	15
	2
	9
	5
	2
	13
	6
	52

	SPECIFIC TERM/TASK EXPIRY
	0
	0
	15
	0
	2
	2
	2
	10
	1
	32

	Net Movements
	(12)
	11
	(204)
	17 
	(276)
	(105)
	(18)
	(170)
	(113)
	(870)

	Miscellaneous (a)
	na
	na
	na
	na
	na
	na
	na
	na
	na
	(1009)

	2. Domestic Controlled Entities
	
	
	
	
	
	
	
	
	
	

	Recruitments
	0
	11
	187
	1
	70
	18
	2
	285
	20
	594

	Separations
	0
	143
	621
	4
	180
	96
	14
	805
	110
	1973

	Net Movements
	0
	(132)
	(434)
	(3)
	(110)
	(78)
	(12)
	(520)
	(90)
	(1379)

	TOTAL CHANGE IN FULL TIME STAFF
	na
	na
	na
	na
	na
	na
	na
	na
	na
	(3258)


In relation to the salary information requested, Table 4 below provides it for 2001/02 and 2002/03. Note however that this information does not include salaries for domestic controlled entities. This information is unavailable. 

TABLE 4 ($m)

	01-02
	TOTAL
	TAS
	NT
	ACT
	VIC
	NSW
	QLD
	SA
	WA

	Average Salary Lost
	($55,545)
	($54,042)
	($50,712)
	($58,784)
	($58,754)
	($58,335)
	($50,667)
	($49,149)
	($51,818)

	Total Salary Lost
	($239.3)
	($3)
	($2.2)
	($6.1)
	($70.6)
	($87.4)
	($31.1)
	($18.2)
	($20.9)

	Average Salary Gained
	$34,641 
	$35,002 
	$31,455 
	$30,822 
	$34,882 
	$35,360 
	$33,810 
	$31,200 
	$35,620 

	Total Salary Gained
	$56.57 
	0.3 
	0.2 
	0.4 
	$26.3 
	$12.4 
	$7.9 
	$4.5 
	$4.4 

	Net Salary Loss
	($182.8)
	($2.64)
	($1.96)
	($5.65)
	($44.29)
	($74.97)
	($23.11)
	($13.66)
	($16.51)

	
	
	
	
	
	
	
	
	
	

	02-03
	TOTAL
	TAS
	NT
	ACT
	VIC
	NSW
	QLD
	SA
	WA

	Total Salary Lost
	($216.7)
	($3.3)
	($2.6)
	($7.2)
	($70.5)
	($66)
	($32.9)
	($14)
	($20.1)

	Total Salary Gained
	$190.9 
	$2.2 
	$2.9 
	$9.5 
	$74.95 
	$64.6 
	$17.91 
	$7.9 
	$11.1 

	Net Salary Loss
	($25.76)
	($1.13)
	0.26 
	$2.28 
	$4.47 
	($1.46)
	($14.99)
	($6.18)
	($9.02)


Outcome na, Output na 





Question: 148

Topic: Launceston BDF.

Written Question on Notice

Senator Harradine asked:

In answers to me about the contribution of the Telstra B-eLab to local industry development, Telstra often referred to the Business Development Fund (BDF). Does Telstra acknowledge that the BDF is fully funded by the Commonwealth Government and receives no funding from Telstra?  Does Telstra acknowledge that it does not administer the BDF?  Please provide details of how Telstra dollars are assisting the development of Tasmanian industry through the B-eLab.
Answer:

The Business Development Fund was established by the Federal Government to specifically fund broadband development activities by other smaller and start up companies with a link to the Launceston region. This fund is managed by the TECC. Telstra does not fund the Business Development Fund and has never represented the Business Development Fund as funded by Telstra
AnswerTelstra has cited the Business Development Fund as the integral part of the LBP that was specifically established to provide support for other local IT companies.

The objective of the B-eLab was to establish a fully commercial Telstra development facility in Launceston providing 25 positions. The B-eLab is now a significant contributor to the Launceston area and its staff are a major part of the Launceston IT research industry. 
The B-eLab provides 25 fulltime positions in Launceston. 

o
Currently 16 staff have graduate or postgraduate degree qualifications in ICT

o
10 new graduates, 9 from the University of Tasmania, have begun their ICT careers at the B-eLab

o
The B-eLab has provided opportunities for locals, interstaters and expats alike.

Since inception the B-eLab has built up a globally unique BB application trials infrastructure and capability. It is a one-stop shop for BB Applications Research.
The B-eLab has developed particular R&D expertise and business sponsor support in the areas of:

o
Pervasive Computing

o
BB application development

o
Voice / data crossover services

o
Community portals with partners TCW, Launceston City Council and other community stakeholders

o
Application trials

o
Quality accredited software development processes.

The B-eLab also manages the LBP "test bed". The primary objective of the “test bed” is to provide a living laboratory for new telecommunications and multimedia services. This has been and is being achieved. The take-up is now more than 1500 customers and provides a unique “living laboratory” to trial broadband products and services. If a specific trial required a specialised sample group that is not currently part of the LBP "test bed" a representative group will be specifically recruited.

The LBP "test bed" is a significant capability that can be used by the local IT industry to trial broadband applications. Successful applicants for funding from the Business Development Fund are encouraged to use this "test bed" to trial applications developed.

This "test bed" capability is a unique asset that can be used to differentiate the local Tasmanian IT industry and provides a significant advantage when pursuing applications development.

Outcome na, Output na 





Question: 149

Topic: Launceston BDF Recipients

Written Question on Notice

Senator Harradine asked:

1. BDF recipients are required to work with the B-eLab as a condition of their funding agreement. How many BDF recipients have agreements with Telstra to host their applications in the B-eLab?  How many BDF recipients have approached Telstra to host their applications in the B-eLab?

2. What B-eLab services and facilities are actively promoted to BDF recipients?

3. What involvement does Telstra have in assisting BDF recipients in developing their products?  How many BDF recipients has Telstra assisted?  What are the names of those organisations that Telstra has assisted through B-eLab activities and how has Telstra assisted each of these?

Answer:

1. There are 13 funded Business Development Fund (BDF) projects up to round four
2. AnswerAll BDF grantees are encouraged to trial the applications on the broadband "test bed". Two trials have been conducted and a further three are in advanced planning, one of which has been launched to the local media. Telstra is confident other trials will result as projects are developed. The open offer for BDF grantees to trial their product with the B-eLab/LBP still stands. 
3. Telstra promotes the following services to BDF grantees:


*
Hosting their application on B-eLab servers for delivery to the LBP customers


*    Application integration support 


*
Assistance in formulating the trial aims and the associated research activities


* 
Hosting of surveys, focus groups, information events etc associated with the application trials


*
Marketing of trial to the LBP community


*
Selection of target trialists from within the LBP customer base


*
Analysis of experimental results

4. Telstra focusses its assistance upon enabling well structured and experimentally sound application trials to the LBP customer base. All BDF grantees and tens of BDF applicants have been briefed on the labs application trial capabilities and services. As per question (1) above, 2 companies have trialled already (Eduart and EMCn) and a further trial has been announced with Nunatak. Other plans and discussions are in confidence and are not in the public domain.

Outcome na, Output na 





Question: 150

Topic: Launceston – Static IP Product

Written Question on Notice

Senator Harradine asked:

I understand that Telstra has not provided a low-cost static ADSL service as part of the Launceston Broadband Project. Lowering the cost of Telstra’s premium-price static IP service would provide substantial benefits to small business, especially those trying to reduce substantial ISDN costs. Has Telstra assessed the benefits of introducing such a service in the Launceston project?  If so, please provide details of the assessment. If not, why not?  Why has Telstra priced their static IP product above ISDN prices?
Answer:

Telstra does not provide a Static IP product on its BigPond ADSL network anywhere in Australia at this time. Telstra is developing an ADSL Static IP product, as a low cost facility, to be associated with the BigPond ADSL service. This product will be available to all customers using Telstra BigPond ADSL services, including those ADSL customers in the Launceston area
AnswerThe product is expected to be become available in the middle of 2004.

The current ADSL Static IP offering from Telstra is only available in association with the Telstra Internet Direct backbone service. This product is targeted at a different market segment than high speed Internet grade services such as BigPond ADSL. The combination of Static IP, ADSL access and Telstra Internet Direct provides a different capability and level of service with respect to other products such as some of the ISDN products.
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� Miscellaneous includes changes in employment from part time to full time or transfers to controlled or entities.


a Miscellaneous includes changes in employment from part time to full time or transfers to controlled or entities.






- 1 -

- 7 -

[image: image5.wmf]NNS

Telstra

Service

ANCC

NDC

Total

S.A

8

6

12

0

26

W.A

6

6

14

0

26

Tas

3

0

7

0

10

Illawarra

0

9

10

2

21

Newcastle /Central Coast

0

6

20

3

29

Sydney

0

21

62

18

101

Canberra

0

0

10

4

14

_1123487061.xls
Sheet1

		

		Category 1		Safety Related		specifically related to safety CNI's

		Category 2		Customer Escalations		ESD, NRF and Cicero related CNI's

		Category 3		Potential Service Affecting		Assessed as possessing a higher risk of causing future disruption to service.

		Category 4		Programmable Work		identified (from a business perspective) as needing to be programmed for completion (utilising the CNI Decision Framework)

		Category 5		Asset Management		Managed by the Cyclic Management process.  A robust initial evaluation is conducted and ongoing monitoring occurs (by way of auto triggers) to escalate or archive as required.
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