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Question: 125

Topic: DBCDE’s CDMA/Next G 1800 hotline
Senator Bernardi asked the two following questions: [With regard to the promotion of the Department’s hotline relating to CDMA/Next G calls]

Question 
A:  How are you doing that? 


B:  I would be interested in knowing how much money was spent in the     marketing of this hotline in the months previous?

Answer A:

The Department’s CDMA/Next G hotline has been publicised on the Department’s website. 

The hotline has also been publicised in Ministerial media releases on 6 August 2007 and on 
9 January 2008 and provided to a range of stakeholder organisations at a meeting held on 
11 February 2008. A wide range of media has published articles incorporating reference to the Department’s hotline number. 
The hotline has been included in replies to letters from the public and from stakeholders where appropriate.

The Telecommunications Industry Ombudsman has been encouraging customers with complaints about CDMA or Next G to also contact the Department’s hotline. 

A range of stakeholders has included the hotline number in their website information pages including:
· Australian Telecommunications User Group. www.atug.com.au/; and

· Consumers' Telecommunications Network - CLOSURE OF CDMA NETWORK RESOURCE PAGE http://www.ctn.org.au/content.cfm?ContentID=257&ContentType=Content
Answer B:  

The Departmental hotline provides access to the relevant Departmental staff for a range of telecommunications issues, including for CDMA / Next G queries. There has been no paid advertising of the hotline in relation to CDMA/Next G. However, the public has been informed about the Department’s hotline through the activities described in response to Question A.
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Question: 126

Topic: CDMA to Next G – Telstra’s rectification plan 

A.
Senator MacDonald asked: Are you going to release it some time?

Answer: 

Telstra’s rectification plan is described in a letter dated 22 February 2008. The letter is available on the Department’s website at www.dbcde.gov.au.  A copy is attached.
Question B:   Senator Barnett asked:

(i)
Will you release to this Committee the Telstra rectification plan, if you cannot do it now, when you have finished the work in progress discussions with Telstra?

(ii)
Secondly, will you release to this committee the Telstra report, which is coming to you in March or thereabouts with its recommendations.

(iii)
Finally, will you release to this committee and advise the committee on the independent verification process that you have referred to earlier during estimates.

Answer B: 


(i)
Telstra’s rectification plan is described in a letter dated 22 February 2008. The letter is available on the Department’s website at www.dbcde.gov.au. A copy is attached.
(ii)
Telstra reported on 20 March 2008 on how it rectified the problems I identified in my January 2008 decision regarding CDMA and Next G equivalence. I am considering whether to publicly release Telstra’s report. 

(iii)
Telstra has provided me with independent verification reports from highly reputable auditing and research firms on its NGWL services, the operation of Telstra’s 1800 888 888 hotline and handset exchange process, and its store accreditation program.

The verification reports include information on Telstra’s commercial systems and processes as well as providing examples of call details and resolution of problems. It is not appropriate to release material as part of my assessment process that would give Telstra’s competitors access to commercial information that they would not otherwise be able to obtain.
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Question: 127
Topic: CDMA to Next G – Telstra’s hotline 1800 888 888

Senator Barnett asked:

In terms of Telstra calls to the 1800 number, how many have there been?

Answer: 

This information was provided to me in Telstra’s 20 March report on a confidential basis and solely for the purpose of allowing me to make a determination under clause 15(3) of the Carrier Licence Condition.

Outcome 1, Output 1






Question: 128

Topic: Telstra’s rectification report
Senator Nash asked:

If they [Telstra] have committed to replacing them [the six handsets blacked out in the ACMA report] anyway, which they have, to their credit, why don’t they simply recall them and change them over so that there is no issue?

Answer: 

Telstra advised in a letter dated 22 February 2008, which was released on my Department’s website on 25 February 2008, that customers who believe they are not receiving equivalent coverage due to Next G equipment they have purchased (regardless of which Next G handset), can contact Telstra’s 1800 888 888 hotline. Telstra’s letter noted that it will investigate all instances of genuine non-equivalence in CDMA and Next G handset performance raised by customers who purchased handsets from a Telstra call centre, Telstra shop or a Telstra dealer. 

Telstra has advised that issues that can be resolved through this process include incorrect handset settings, software upgrades, incorrect SIM cards and whether the customer has made a Like-for-Like migration from CDMA to the Next G network. 

Telstra has also advised that where a solution is not identified through this process, Telstra will offer to exchange the handset for a blue tick handset at no charge to the customer for the handset.

Telstra has committed to continue to resolve customers’ issues through its dedicated 
1800 888 888 freecall hotline and handset replacement program for people experiencing 
Next G coverage issues until 1 July 2008 – Telstra will report to me before these programs cease so that I can assess whether demand levels warrant an extension beyond 1 July 2008.

Beyond 1 July 2008, Telstra will continue to offer handset exchanges in genuine cases via its established customer service phone line on 125 111.

With regard to the six least sensitive Next G handsets, a general recall of these would not have been appropriate because:

· all phones that are released into the Australian market must meet strict minimum standards;

· Telstra has advised that these handsets provide coverage in mapped coverage areas; and

· These handsets provide consumers with increased choice as long as good information on the performance of handsets is available to consumers. 

Outcome 1, Output 1 






Question: 129

Topic: Post CDMA shut-down contingency plan
Senator Nash asked: 
In a hypothetical world, if the circumstances arise that you agree to the switch-off, if issues still arise post that switch-of date, with handsets or coverage that have slipped through the net for whatever reason, what is your contingency plan?

Answer: 

Telstra has made a number of commitments for the period following CDMA shut-down.
Telstra has committed to continue to resolve customers’ issues through its dedicated 
1800 888 888 freecall hotline and handset replacement program for people experiencing 
Next G coverage issues until 1 July 2008 – Telstra will report to me before these programs cease so that I can assess whether demand levels warrant an extension beyond 1 July 2008.

Beyond 1 July 2008, Telstra will continue to offer handset exchanges in genuine cases via its established customer complaints phone line on 125 111.

Telstra has a team of more than 50 Coverage Advocates assisting customers experiencing difficulties in moving to the Next G network. Telstra’s Coverage Advocates have contacted around 35,000 CDMA customers and visited more than 1300 customers to assist them to switch over to Next G. Telstra has also been proactively contacting customers who have experienced high levels of call drop-outs to identify and rectify any problems. Telstra will continue to assist customers through the proactive call drop-out program and the Coverage Advocates program for 28 days after the CDMA network closure. 
The Australian Communications and Media Authority will collect and monitor Next G call drop-out and congestion data and report to me for twelve months after the CDMA network closes.
Customers who do not consider that they have had their transition issues resolved using Telstra’s hotline will still be able to contact the Department of Broadband, Communications and the Digital Economy on freecall 1800 883 488. This hotline has been operating since August 2007 and will continue following the shutdown of the CDMA network.

Telstra has stated that customers can retain their CDMA mobile phone number when they transfer to Next G within 28 days from the CDMA network closing.

Also, there is an ongoing requirement on Telstra to continue to provide CDMA-equivalent digital mobile phone coverage into the future in non-metropolitan areas.
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