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Outcome na, Output na 





Question: 97

Topic:  Call centres
Hansard Page: ECITA 89

Senator Bishop asked:

My question is how many call centres were responsible for directory assistance prior to the closure of those two? (Horsham and Hamilton)

Answer: 

Prior to the closure of the Horsham and Hamilton Directory Assistance (DA) centres Telstra had 13 centres (10 Telstra and 3 outsourced) either partly or totally dedicated to carrying DA traffic. With the closure also of the Tamworth DA centre on 13 February 2004, this left 7 Telstra centres and 3 outsourced centres either partly or totally dedicated to carrying DA traffic. The Telstra centres being located in Wangaratta, Goulburn, Mackay, Murray Bridge, Maryborough (Qld), Roma and Kempsey, and the outsourced centres being located in Burnie, Joondalup and Wollongong.

Note that whilst the Horsham, Hamilton and Tamworth centres closed on different dates, staff in each of the centres were all advised of the pending closures on 26 November 2003.

Outcome na, Output na 





Question: 98

Topic:  Call centres
Hansard Page: ECITA 90 

Senator Bishop asked:

You told us there were three directory assistance call centres remaining and you gave us the locations. Can you take on notice, if you do not have it, the number of staff in each of those three centres?

Answer: 

As stated in the answer to Question 97, at the beginning of March 2004 Telstra has 10 centres (7 Telstra and 3 outsourced) either partly or totally servicing Directory Assistance (DA) traffic. Note that whilst in its evidence at Estimates Telstra did indicate that there were only three centres carrying DA traffic, this evidence was corrected in a letter dated 24 February 2004 from Telstra to the Committee Chairman.

The number of staff, as at the beginning of March 2004, working in each of the 10 centres is outlined in the table below. Note that the staff numbers comprise a mixture of full time, part time, and casual employees. The actual numbers of staff working at any one time varies depending on customers ever changing demands. 

	Centre
	Staff

	Roma Qld
	18

	Maryborough Qld
	98

	Mackay Qld
	15

	Kempsey NSW
	29

	Goulburn NSW
	19

	Wangaratta Vic
	14

	Murray Bridge SA
	27

	Wollongong NSW
	451

	Joondalup WA
	462

	Burnie Tas
	261


Outcome na, Output na 





Question: 99

Topic:  Call centres
Hansard Page: ECITA 90

Senator Bishop asked:

How many non-directory assistance Telstra call centres are there remaining around Australia?

Would you mind taking on notice the name of each location and the number of staff currently employed in them?

Answer: 

As at the beginning of March 2004, there were 103 non-directory assistance Telstra call centres in Australia. This number includes call centres operated for Telstra by Telstra’s Industry Partners who are Stellar, Salmat, Teletech, Skilled and UCMS.

The locations of non-directory assistance call centres are attached, together with staffing numbers for each centre as at the beginning of March 2004. 

It is important to note that the actual numbers of staff will vary over time depending on customers ever changing demands. To provide the flexibility required to meet these changing demands, Telstra has arrangements with its Industry Partners to provide additional resources on an as needed basis.
	Call Centre and Location
	Number of Staff Employed (includes FTS, PTS, Casual, Supplementary Workers and Contractors)

	Gheringhap St, Geelong.
	210

	Stirling St, Perth.
	129

	Banfield St, Chermside.
	178

	Latrobe St Melbourne
	123

	Latrobe St Melbourne
	25

	Pitt St Sydney 
	13

	Latrobe St, Melbourne
	13

	Ann St Brisbane
	283

	Pirie St Adelaide 
	189

	Burwood Hwy Burwood Victoria -
	123

	Creek St Brisbane
	92

	Burwood - Burwood Hwy, Vic
	16

	Pirie St Adelaide
	48

	Pennant Hills Rd, Pennant Hills NSW
	423

	Bourke St, Melbourne
	179

	Northbourne Ave, Dickson ACT
	158

	Northbourne Ave, Dickson ACT
	107

	Kent St, Deakin ACT
	20

	Furzer St, Woden ACT
	10

	Dennison St, Deakin ACT
	4

	Parliament House, Canberra, ACT
	8

	Mort St, Braddon ACT
	8

	Fernhill Park, Bruce ACT
	13

	Northbourne Ave Canberra, ACT
	150

	Elizabeth St, Sydney
	66

	Elizabeth St, Sydney
	88

	Elizabeth St, Sydney
	2

	Pitt St Sydney
	30

	Ann St Brisbane
	25

	St Georges Tce Perth
	8

	Ann St, Brisbane
	48

	Sandy Bay Rd, Hobart Tas
	28

	Collins St, Melbourne
	19

	Collins St, Melbourne
	19

	Collins St, Melbourne
	58

	Collins St, Melbourne
	165

	St Georges Tce, Perth
	65

	St Georges Tce, Perth
	41

	Currie St Adelaide
	30

	Sydney - Sussex St; 
	54

	Wentworth St Parramatta
	27

	Dunlop Crt, Fernhill Park, Bruce ACT
	44

	Riverside Quays, Southbank
	86

	Collins St Melbourne -
	46

	St Georges Terrace, Perth
	52

	Pirie St, Adelaide.
	131

	Roma St, Brisbane.
	116

	Northbourne Ave, Dickson, ACT
	26

	Glenferrie Rd, Hawthorne.
	92

	Wellington St, Perth.
	187

	Wentworth St, Parramatta.
	106

	Pitt Street, Sydney.
	159

	Elizabeth St Sydney.
	80

	Teckno Park Drive, Kings Meadows.Tas
	254

	Hunter Street, Newcastle 
	252

	Tomkins St, South Townsville 
	351

	Crown St, Wollongong
	129

	Pitt Street, Sydney
	90

	Collins St, Melbourne
	84

	Elizabeth St, Sydney
	80

	Peel St, Windsor
	88

	Simeoni Drive, Goonellabah
	156

	Grafton St, Cairns
	54

	Beach Rd, Maroochydore 
	85

	Fitzroy St, Grafton
	189

	Tomlins St, South Townsville
	166

	Holden Place, Bundall
	143

	Roma St, Brisbane
	126

	Roma St, Brisbane
	175

	Town Square Terrace, Robina
	182

	Woongarra St, Bundaberg
	112

	Bentinck St, Bathurst
	140

	King St, Bendigo
	130

	Burwood Hwy, Burwood
	164

	Collins St, Hobart
	116

	Collins St, Melbourne
	118

	Chapel St, South Yarra
	181

	Ollerton Ave, Moe 
	491

	Bourke St, Melbourne 
	35

	Bourke St, Melbourne
	50

	Gurwood St, Wagga Wagga
	150

	Pirie St, Adelaide
	194

	Scaturchio St, Casuarina
	72

	Stirling St, Perth
	123

	Stirling St, Perth
	155

	Great Eastern Hwy, Belmont 
	292

	Stirling St, Perth 
	104

	Pirie St, Adelaide 
	142

	Stirling St, Perth
	76

	North Terrace, Adelaide
	204

	Flinders St, Melbourne
	266

	Ruthuen St Toowoomba
	118

	Burwood Hwy, Burwood 
	330

	Luton Lane, Hawthorn
	59

	Chapel St, Sth Yarra
	159

	Burwood Hwy, Burwood
	25

	Pirie St, Adelaide 
	118

	Waymouth St, Adelaide 
	140

	Stirling St, Perth 
	124

	Gillies St, Wendouree
	314

	Fitzgerald St, Northam
	15

	Banfield St, Chermside
	45

	Victoria Pde, East Melbourne
	151

	
	

	
	11937


Outcome na, Output na 





Question: 100

Topic:  Call centres
Hansard Page: ECITA 91 

Senator Bishop asked:

How many call centres do you currently operate?

Could you take on notice how much call centre work is currently outsourced?

Could you provide us with the names of the companies you use to outsource call centre work and the geographic locations where they carry out those tasks?

Answer: 

As at the beginning of March 2004 there are 113 call centres, including those outsourced to our Industry Partners. 

Some 30% of call centre work is outsourced to these partners.

In addition, Telstra has arranged with Industry Partners Salmat, Teletech, UCMS and Sitel to provide additional resources on an as needed basis. 

The Industry Partners used by Telstra together with the locations of the Centres they operate for Telstra are outlined in the table below:

	Industry Partner
	Call Centre Locations

	Teletech
	Melbourne, Sydney, Canberra, Moe

	Stellar
	Robina, Adelaide, Wollongong, Joondalup (WA).

	UCMS
	Melbourne

	Skilled
	Burnie - Tasmania

	Salmat
	Bundaberg, Wagga Wagga, Sydney, Melbourne

	Sitel
	Devonport


Outcome na, Output na 





Question: 101

Topic:  Staff Numbers
Hansard Page: ECITA 93 

Senator Bishop asked:

Are those tables you were just reading from available?

(Mr Scales – It is an extension of the question we were asked on notice last time. It is a table covering the last six months, so it is an extension of that.)

You will provide that to us then?

Answer: 

	1866 Full Time Staff reduction in 2003/04 year YTD (31/12/2003) - by Business Unit

	
	Total

	BigPond Online Media Sensis
	251

	Business and Government
	-277

	CEO
	0

	Corporate Development
	29

	Consumer and Marketing
	-678

	Finance & Administration
	-675

	Human Resources
	4

	Infrastructure Services
	-1216

	International
	-21

	Telstra Country Wide
	44

	Telstra Technology
	673

	
	

	Telstra Overall
	-1866


Outcome na, Output na 





Question: 102

Topic:  ADSL Launceston
Hansard Page: ECITA 94 

Senator Murphy asked:

However, I found it interesting to read a full-page ad in the Examiner that suggests there are now 2,500 homes and businesses in Launceston that are connected to ADSL. This was a full-page ad run by Telstra last Friday. Can you enlighten me about this?

Answer: 

The advertisement in The Examiner on Friday 13 February 2004 noted that under the Launceston Broadband Project (LBP) high speed internet access is available “for more than 2500 homes and businesses in Launceston.” This is a reference to the number of homes and businesses for whom the infrastructure is available and that can potentially connect to ADSL under the LBP.  

The actual number of ADSL customers under the LBP at the beginning of March 2004 was 1831. 

The LBP is a joint initiative of the Australian Government and Telstra. One of the elements of the LBP is an offer of a monthly rebate on the cost of ADSL.

Outcome na, Output na 





Question: 103

Topic: Extended Zone Offers
Hansard Page: ECITA 95

Senator Murphy asked:

(Mr Pinel - I think the best answer at this stage is to say we will provide you with clear maps of the extended zones and the definition of those and work with you to provide the answers.)
If you discover that people are identified within the extended zones in Tasmania, will the offer be made to them?

Answer: 

Whether a customer is charged as an extended zone customer or a standard zone customer is determined by how they are classified in the telephone numbering plan, not by where they live. Therefore the status of a customer as an extended zone or standard zone customer cannot be made by looking at contour lines on a map. 

In the case of Tasmania, there are no extended zone customers and never have been since extended zones were created in 1983. All telephone numbers in Tasmania are classified to standard zones, which means they have always had access to an untimed local call.
Outcome na, Output na 





Question: 104

Topic: Mobile Coverage
Hansard Page: ECITA 95 & 96

Senator Murphy asked:

I am told it is operated on its lowest output when, in fact, it can be tweaked to operate at a better output, which would give better coverage for that service. Is that right?

With regard to the CDMA services more than GSM services in an area of Tasmania around Mole Creek, significant concern is developing with regard to the coverage they get. I wonder, again, if it is the case - and I say ‘if it is the case’ as this has only been asserted to me - that the problem is that these things are not running at the output that would give a far better coverage.

The Longford, Cressy and Campbell Town areas are, again, in the flatter areas so, therefore, you should get a better transmission but it is often the case that the GSM service works better than the CDMA service.

I am curious as to why, in some of those flatter areas, it is the case that it will not work where GSM will.

Answer: 

Telstra operates its GSM and CDMA mobile phone networks according to international standards (GSM and IS95 respectively). The transmit and receive power being operated at its base stations comply with these standards. Within these parameters, Telstra’s base stations are designed to provide the best possible coverage consistent with providing the best possible performance.

Telstra reviews all coverage issues on a regular basis. Telstra has checked and confirms that it is not possible to increase the output power of the base stations serving the Mole Creek, Longford, Cressy and Campbell Town areas to improve coverage. Coverage can only be improved in these areas by constructing new base stations. However Telstra considers this option is currently not economically viable. 

With regard to CDMA coverage compared with GSM coverage, generally Telstra's CDMA network has greater breadth of coverage than its GSM network but this may not be the case in some localised areas depending on a variety of factors including differences in local radio interference and the distribution of mobile phone users. 

Outcome na, Output na 





Question: 105

Topic: IT Outsourcing
Hansard Page: ECITA 100

Senator Lundy asked:

I would like to know when the federal government was made aware of Telstra’s offshoring initiative and specific details about that, please.

Could you take on notice to find the exact dates? I presume you would have some minute or memo about that meeting.

Answer: 

The Senator’s question relates to the announcement by Telstra on 13 January 2004 that it was extending part of its IT outsourcing arrangements with IBMGSA through to December 2008.

This decision represented one element of a review by Telstra of its sourcing arrangements for the provision of Application Development and Maintenance Services (ADMS).

The Federal Government was advised in late April 2003 of Telstra’s decision to review the ADMS portfolio. Further advice was provided at a regular meeting which occurs between Telstra and the Departments of the Commonwealth Shareholder Ministers. Minutes of these meetings are not taken.

In relation to the specific decision noted above to extend part of the contract with IBMGSA, the Departments and their Ministers’ offices were formally advised of this announcement on 

12 January 2004. 

Outcome na, Output na 





Question: 106

Topic:  St Peter’s Square
Hansard Page: ECITA 105

Senator Lundy asked:

Are you able to provide an update to the committee on what is happening in this particular area, given the very organised frustration being expressed by quite a significant number of residents in that area?

Answer: 

The area indicated from the addresses in the petition provided by Senator Lundy is almost wholly served by a single Telstra Distribution Area (a pillar area), fed by copper cables from the Cottesloe exchange. This area is beyond both the existing ADSL transmission limit of 49 decibels, and in fact beyond the revised ADSL transmission limit of 56 decibels which will come into effect soon.

Given the nature of this area, the expressed demand for ADSL, and other growth factors, Telstra is now providing a new section of larger gauge cable to feed this pillar, and this will allow the services in that area to then pass the ADSL Service Qualification check. This work is scheduled for completion by mid 2004.
Outcome na, Output na 





Question: 107

Topic:  Complaint by Mrs Duncan
Hansard Page: ECITA 106

Senator Lundy asked:

Can you provide an explanation for what is going on with this particular complaint? 

If you could get back to the committee with details of that specific complaint and whether or not it has been resolved and how.

Answer: 

The reference in the Telstra response to Ann Corcoran’s office about “an Optus number” refers to a telephone service provided by Optus over their hybrid fibre coaxial network. This service cannot be provided with ADSL from the Telstra ADSL/copper network. 

This situation could have been conveyed in a clearer way than was done in the Telstra response which noted that “there seems to be some blockage there”. This matter has been brought to the attention of the Telstra employee concerned. 

The response went on to note that ADSL could now be provided on the second telephone service at the premises (ie the Telstra network provided service) via a transposition from a RIM to available copper.

As at early March 2004, Telstra was in the process of provisioning an ADSL service for this customer.

Outcome na, Output na 





Question: 108

Topic:  Complaint re Forest Lake
Hansard Page: ECITA 107 

Senator Lundy asked:

Can I also refer this particular complaint to you, given that this constituent has taken up a petition in their community and plans to lobby vigorously.

Answer: 

As outlined at the Estimates Hearing, Telstra has a major project underway in the Forest Lake area to provide broadband ADSL access to a substantial number of customers who are currently served via RIM devices. This solution involves installing a remote ADSL multiplexer close to these RIM devices, and running additional copper cables from that multiplexer to the various RIMs.

A site is required to locate a building to house the ADSL multiplexer equipment, together with power equipment and cable terminating arrangements. Negotiations with the developer are underway to acquire a suitable site.

The project is scheduled for completion in the latter part of 2004.

Telstra’s Metropolitan Area General Manager for Brisbane met with Mr Ripoll MP on 25 February 2004 to brief him on the situation.

Outcome na, Output na 





Question: 109

Topic:  Complaint re iiNet
Hansard Page: ECITA 107 

Senator Lundy asked:

Can you explain how that would have occurred: how the customer would have been advised that a transposition was under way with another provider with regard to that application through iiNet?

That implies that information sharing is going on between whoever iiNet were talking to in Telstra and Telstra’s ADSL retail service. Can you provide an explanation for that scenario?

Answer: 

Without access to the specific service request by iiNet, Telstra cannot make any specific comment on that case.

However there are two general comments Telstra would like to make.

Firstly, Telstra did introduce procedural changes in late 2003 to ensure that where a customer genuinely requests a change of provider during the course of an ADSL service application, including when a transposition is being investigated even at an inquiry stage, that such a change is able to be carried out without compromise to the gaining provider. This procedure appears to be operating successfully.

Secondly, a transposition investigation results in one of three outcomes; 

· Successful, transposition available

· Unsuccessful, no alternate path found

· Unsuccessful, alternate path exceeds ADSL transmission limit

It is the case that a small number of customers do apply for an ADSL service at the same time via multiple providers. If a transposition is required, then a transposition rejection can be received by providers other than the first provider, with the reason “transposition underway with another provider”.

Outcome na, Output na 





Question: 110

Topic:  Broadband Register
Hansard Page: ECITA 107 

Senator Lundy asked:

Across how many exchanges that are not currently ADSL enabled?

Answer: 

As of the end of February 2004, there were approximately 10,400 Expressions of Interest recorded in the ADSL Demand Register across 1,339 exchanges that are not currently ADSL enabled.

Outcome na, Output na 





Question: 111

Topic:  Network faults
Hansard Page: ECITA 113 

Senator Mackay asked:

With Vic/Tas it looks like the faults at one point were 2,140. Is there any point at which Vic/Tas was tracking 2,140?

Answer: 

On 2 February 2004, total fault volumes for Vic/Tas reached 2147. These faults also include customer equipment and payphone faults. Fault volumes peaked in Vic/Tas at this time (for month of January and February) due to severe storm activity in Victoria on 30 January.

Outcome na, Output na 





Question: 112

Topic: Services provided to low income earners
Hansard Page: ECITA 115

Senator Mackay asked:

Are these services advertised in Centrelink offices which I presume would be an ideal area to reach that cohort? 

What percentage of potentially eligible consumers are accessing these products?

Do you have the capacity to answer that question? Has research been undertaken that may provide an answer to that?

Answer: 

The Low Income Measures Assessment Committee (LIMAC) is currently in the process of finalising a report on the Access for Everyone Package. The Access for Everyone Package is a set of programs delivered by Telstra which target low income customers. The LIMAC report, once finalised, will be sent to the Minister for Communications, IT and the Arts. It is expected that the report will be made available publicly some time thereafter. The report will include information, based on research findings, on current awareness, usage and potential take-up of the low-income initiatives. The report also provides information about planned communication strategies, particularly in view of the research findings.


Specifically in relation to the Centrelink issue, Centrelink advises that as a social welfare organisation they do not endorse commercial organisations and their products and services, and, generally speaking, are not able to act as a distribution channel for any third party products.  They will however work with Telstra to publish articles in Centrelink magazines. Centrelink has also agreed to their social worker network offering Telstra’s MessageBox product to customers in emergency situations. Telstra MessageBox is a message service for people such as homeless or transient people who have difficulty maintaining access to a telephone service. It will enable MessageBox holders to set up their own personal MessageBox so that they can receive messages from friends, family, carers and other callers. MessageBox holders can then access these messages for free from most Telstra fixed phones and Telstra public payphones.

Telstra will discuss Centrelink's position with LIMAC and will continue to refine the communications program to ensure it meets LIMAC’s expectations and achieves growing awareness of its low-income programs amongst the target groups.
Outcome na, Output na 





Question: 113

Topic: Hall Exchange
Written Question on Notice 

Senator Lundy asked:

1. Please provide a map showing the geographical area serviced by the Hall Exchange

2. What percentage of services on this exchange are connected by pair gain technology (including Remote Integrated Multiplexors)? Please break this down into types of pair gain.

3. What percentage of Hall Exchange subscribers have an ADSL service installed (through any provider)?

4. What percentage have an ISDN service?

5. What percentage have a Satellite Internet service?

6. What are Telstra’s upgrade plans for the Hall exchange?

7. Please provide a list of standard telecommunication installation operations carried out by Telstra (including but not limited to, phone line installation, ADSL installation, ISDN installation, and satellite installation). On this list, please show the average times taken to complete these installations from the time that they are requested, nationally, for the ACT, and for the Hall exchange.

Answer: 

1. Please find map attached. 

2. 52% of services on the Hall exchange are connected through pair gain technology (including RIMS). Of these services, the break down by technology is as follows;

· 50% on integrated RIM's


· 25% on non integrated RIM

· 13% on RCM's


· 3% on RAM8's

· 9% on 4DPGS and 2DPGS


3. Hall exchange is not ADSL enabled.

4. 1.8% of Hall Exchange customers have an ISDN service. 

5. No Hall Exchange customers have a satellite internet service. 

6. There are currently no plans to upgrade the Hall exchange. However, customers who have an interest in ADSL are urged to register their interest on Telstra’s ADSL Demand register.

7. The following information is provided:

Installation Timeframes for period 1/10/2003 to 31/12/03

	Operation
	National
	ACT
	Hall Exchange

	
	Average time* / CSG performance
	Jobs
	Average time* / CSG performance
	Jobs
	Average time* / CSG performance
	Jobs

	DATA ADSL INSTALL
	11.48
	6908
	8.76
	206
	-
	-

	DATA ADVANCED INSTALL
	8.56
	921
	20.00
	1
	-
	-

	DATA BASIC INSTALL
	18.51
	9049
	11.69
	120
	-
	-

	DATA BROADBAND INSTALL
	15.03
	2777
	15.41
	46
	-
	-

	DATA ISDN INSTALL
	12.22
	12443
	14.70
	116
	23.20
	5

	FIT AND FIX INSTALL BASIC
	91%
	91011
	90.45%
	709
	100%
	5

	FIT AND FIX INSTALL PGS
	91%
	905
	90.45%
	2
	-
	-

	FIT AND FIX INSTALL RADIO
	91%
	244
	-
	-
	-
	-

	SATELLITE INSTALL
	11.56
	415
	-
	-
	-
	-


· Operations data in the ACT is only available from 24/11/2003.

· Average time* / CSG performance denotes the average number of working days from the initial customer request until installation or, where a fit and fix operation is measured by the Customer Service Guarantee (CSG), the corresponding CSG result as included in the ACA reports. 

· Data Advanced Install refers to high-speed data transmission services (eg. EFTPOS), Data Basic Install refers to lower bandwidth services. 

· Fit and Fix Install Basic refers to PSTN telephony services; Fit and Fix Install PGS refers to pair-gain systems; Fit and Fix Install Radio refers to radio installations (used when connection is via radio as opposed to cable).

Outcome na, Output na 





Question: 114

Topic: Marshall family, Wallaroo Road Hall
Written Question on Notice 

Senator Lundy asked:

The following questions relate to the Marshall family of Wallaroo Road, Hall:

1. Please outline the circumstances, including a timeline, under which the Marshall family had a second telephone line installed. Specifically, Did the family specify that they wanted the second line for Internet purposes?

2. Was the second line installed on a pair gain system?

3. Please outline the circumstances, including a timeline, under which the Marshall family chose to have an ISDN service installed, from the time when a South East NSW and ACT Telstra Countrywide representative first visited the Marshall family in early May 2003. What information did Telstra supply to the Marshall family about ISDN? In particular how long did Telstra say that ISDN would take to connect?

4. How long did it take Telstra to install ISDN from the time that the Marshall family first expressed an interest in receiving it? What were the reasons for this length of time?

Answer: 

1. The second line was connected 23/08/01. We have no records to indicate if it was specified for internet purposes. Mr Marshall claims that a linesman told him to apply for a second line in order to improve his internet speed. We are unable to verify this.

2. Yes, the line was installed using the existing 4DPGS. 
3. A Telstra Country Wide representative visited Mr Marshall’s home in May 2003 following Mr Marshall’s attendance at a public meeting in relation to ADSL services at the Gungahlin exchange. Mr Marshall’s service is provided from Hall exchange, not Gungahlin.

The staff member concerned recalls the meeting being about mobile coverage and dial-up data speeds. However, as Mr Marshall did not have a computer in the home at the time, the discussions were in general terms about speeds offered by ISDN, not specifically about provisioning Mr Marshall’s home with ISDN.

1 August 1, 2003 - At a meeting with the Area General Manager (AGM) for Telstra Country Wide, Mr Marshall expressed interest in an ISDN service.

12 August 2003 - AGM spoke with Mr Marshall and followed up with an email regarding ISDN pricing and the ADSL demand registration process.

14 August 2003 - Further email sent to Mr Marshall on pricing with weblinks for more info.

03 September 2003 - Email received from Mr Marshall re his internet options and questions regarding the 1-way sat subsidy. The email also asked for analysis to be done on Mr Marshall’s bill as per a recent shopping centre promotion.

04 September 2003 - AGM replied to Email with info that he would not qualify for subsidy scheme as he was able to get ISDN. Sent weblinks for further information on the scheme. 

October 2003 Mr Marshall escalated his complaints to the CEO, and his emails and calls were responded to by the CEO Liaison Office, in conjunction with the AGM and the National Customer Relations Team.

October 22 2003 An email was sent from the National Customer Relations team to Mr Marshall with links to internet-based information on ISDN, pricing etc. Mr Marshall emailed back a complaint that he did not have access to the internet to view the pricing.

Repeated attempts were made to contact Mr Marshall to arrange for the AGM to visit him at home again to discuss pricing and ISDN application in person.

30 October 2003 - Email sent from Mr Marshall to the National Customer Relations team to say that he had picked up his new computer and was ready for his ISDN connection. The following day Mr Marshall emails the CEO and wants to deal only with him.

12 November 2003 After numerous attempts by various staff to contact Mr Marshall by phone and email, the CEO Liaison office makes contact by phone and arranges for AGM to call Mr Marshall at 2pm that day.

AGM calls as arranged and discusses ISDN pricing and other issues. AGM drafts letter that is couriered the next day to Mr Marshall including the ISDN application form and a 1800 number to fax it to when complete. Offers free installation.

08 December 2003 - ISDN application form faxed from Mr Marshall. Order entered into Telstra systems. 

12 December 2003 - ISDN installed at Mr Marshall's residence

Telstra has no record or recollection of having provided Mr Marshall with specific installation time period. However we did indicate to Mr Marshall on 12 November 2003 that there were no ports available in the exchange at that time and this may cause a delay in installation. In the end, from the time of receipt of Mr Marshall’s application on 8 December 2003 to install was a period of just 4 days.

4. The time from when Mr Marshall faxed his ISDN application form until the installation of the service was four days. While Mr Marshall had asked questions about ISDN over several months, Telstra was not able to install the service until he made an application.
Outcome na, Output na 





Question: 115

Topic:  Overseas IT Outsourcing
Written Question on Notice 

Senator Lundy asked:

1. Can Telstra confirm that the reported $75 million IT outsourcing contract given to Indian company Infosys last year was originally subject to a tender process which was not awarded to any of the respondents?

2. Can Telstra confirm that Australian company Expert Information Services and the Indian company Infosys were amongst those original IT tender respondents?

3. Can they confirm that Infosys was assessed as not having the capability to undertake the work at that time but Expert Information Services was assessed as having that capability?

4. Can Telstra confirm that the Indian IT company Infosys subsequently acquired the Australian IT company Expert Information Services, with the advice and encouragement of Telstra so that it could perform its Telstra’s IT contracts more effectively?

5. Will Infosys and IBM be flying in Indian staff in Australia as part of their contractual IT outsourcing arrangements with Telstra? If so please provide details.

6. Can Telstra guarantee that no Indian staff will visit and work in Australia as part of their contractual IT outsourcing arrangements?

Answer: 

1. This is not the case. The reported $15 million per annum contract (for five years) concerns work for Telstra Infrastructure Services and Telstra Technology that was subject to a tender process.

The tenders were evaluated and Infosys was the successful respondent.

Another tender for STS AD&M (Sales Transaction Solution Application Development and Maintenance) work did result in a situation where there was no tender response which fully met all of the tender requirements. Accordingly the tender process was formally terminated and the respondents advised accordingly.

2. Infosys and Expert were respondents for the STS tender.

3. Neither respondent submitted a response that fully met the STS tender requirements.

After the initial tender process was terminated Telstra began working towards a solution to its STS requirements that would have involved both Infosys and Expert. 

4. After the initial tender process was terminated, Telstra held discussions with both Infosys and Expert to determine how best to achieve its strategic objectives for STS.

Telstra subsequently determined that Infosys would be the lead provider for STS AD&M services (subject to final agreement on contractual terms and specific transition arrangements).

The merger of Infosys and Expert to form Infosys Technologies Australia was a decision made by the merging parties. However, Telstra was certainly aware of the proposed merger and was supportive of the proposal.

5. Infosys and IBM have advised that they may utilise some visiting overseas staff within Australia as a supplement to their local resources. This is in order to meet fluctuations in demand and to deliver Telstra’s objective of improved cycle time. 

However the extent of use of visiting overseas staff will depend on the business requirements of Infosys and IBM. Therefore, Telstra is unable to provide any further detail.

6. No. 

Outcome na, Output na 





Question: 116

Topic:  Telstra Late Payment Fee Increase
Written Question on Notice 

Senator Mackay asked:

1. How does Telstra justify charging some customers $11.00 for a late payment fee? Given Telstra is already collecting significantly increased line rental in advance from customers isn’t this just another blatant profits grab?


2. Can Telstra present any evidence that it costs $11.00 to chase an average late bill?


3. Does this late payment fee increase cover all of Telstra’s billable services, including mobile phone and Internet?


4. Telstra stated in its press release that it costs $75 million each year to ensure payment with reminder letters and other follow up steps. How did Telstra arrive at this figure? Can Telstra also advise how much revenue they are now deriving per annum from their late fees?


5. In your press statement on 20 November you also stated that raising the no late fee threshold from $55 to $65 meant that half of all Telstra Bills would not be affected by late fees? How do you make this claim? 


6. Isn’t it true that a great majority of your post-paid fixed line bills are well over $65, so most of these customers will receive the increased $11 late payment fee if they pay their bills late?

Answer: 

1&2

The $11 fee only applies for bills greater than $130. At the same time, Telstra is increasing the no-fee threshold from $55 to $65. This means that around half of all bills will not incur a fee if paid late. The existing late payment fee of $5.50 will continue to apply unchanged to the remaining 25% of bills between $65 and $130.

Each year overdue payments cost Telstra over $75 million. Late payment fees recoup only a part of the cost incurred by Telstra to recover overdue payments. Telstra presently receives $37 million from late payment fees and the change in charges will increase this to an estimated $50 million.

The fee therefore represents only a partial recouping of costs.
3. No. The late payment fee only covers billing for fixed line and mobile services.

4. Each year overdue payments cost Telstra over $75 million. These costs include such things as the wages and overheads of staff employed to recover overdue payments, send reminder notices and administer other methods of prompting customers to pay overdue bills. Late payment fees recoup only a part of the cost incurred by Telstra to recover overdue payments. Telstra presently receives $37 million from late payment fees and the change in charges will increase this to an estimated $50 million.

5. This figure comes from a breakdown of billed amounts for Telstra’s customer base. This breakdown shows that 49% of fixed line and mobile customers have bills below $65 and therefore would not be charged a late fee.

6. The $11 fee applies only to those customers who have outstanding bills over $130. Only 28% of our fixed line customers have bills higher than this.
Outcome na, Output na 





Question: 117

Topic:  Telstra Debt Management/Internet Dumping
Written Question on Notice 

Senator Mackay asked:

1. What strategies does Telstra have in place to protect consumers who have been subject to Internet dumping or unauthorised re-connections on their modem and are then charged for a premium rate service through Telstra’s billing systems?


2. Is Telstra’s Courtesy Call system announced late last year up and running yet? At what spending level can a consumer be guaranteed to receive a courtesy call stating their bill is higher than normal?


3. Will Telstra consider general credit limits on phone and Internet accounts as is the case with credit cards? If not, why not?


4. Has Telstra made any effort to cancel premium rate services from areas where IDD Internet dumping is occurring such as the Cook Islands, Diego Garcia, Tokelau Islands, Sao Tome, Chile, Guyana, Lichtenstein/Germany, Moldova, North Korea and Cocos Islands? If not, why not?


5. What percentage of an international premium rate service charge on a Telstra Bill does Telstra keep as a collection fee? 

6. Can Telstra guarantee that the international premium rate services it charges for do not contain illegal pornography?

7. What revenue does Telstra derive annually from premium rate services?

Answer: 

1. Telstra ceased providing internet dialler access to premium services in August 2003.

2. Yes. Telstra’s Courtesy Call pilot program was launched in December 2003 and in March 2004 Telstra allocated additional resources to the pilot program that will allow Courtesy Call consultants to contact more customers each month.

To date, the Courtesy Call pilot program has involved contacting residential customers with fixed or mobile services whose unbilled charges exceed $1000 and whose previous usage is normally less than half that amount. 

3. At this stage we don't plan to introduce credit limits. We have introduced Courtesy Call to provide customers with adequate notice of unexpectedly big bills. The advantage of this is that it still preserves the freedom, which customers appreciate, to be able to take control of their spending and make their own decisions.

For example, even though the Courtesy Call pilot has only been operating since December 2003, anecdotal evidence from customer consultants indicates that customers are surprised and pleased to get a Courtesy Call. About 88 per cent of customers that we speak to have indicated they are more than happy for us to ring them again should another increase occur.

4. While Telstra does not offer premium rate international services (see answer to 5 below), we have taken action to bar IDD access to certain international number ranges (some of which are in the countries listed) that we have identified as being used for internet dumping services. However, there are limitations on the extent to which such barring is practicable given the problems in identifying ‘problem’ numbers, administrative costs and the ability of end users to use override codes.

5. Telstra does not offer an “International Premium Rate” product. All International Direct 0011 calls are charged in accordance with the applicable per minute rate for the relevant international destination as set out in Telstra’s Standard Form of Agreement. In charging for International Direct calls, Telstra is unable to differentiate between calls dialled in the normal way by a human customer and calls dialled by a computer modem.

6. See above

7. Revenue derived from 190 Premium services is not provided as a separate line item in our financial statements (it forms part of Sales Revenue from External Customers). It is considered commercial in confidence as it is a premium product in a highly competitive market and the disclosure of the figure may cause competitive harm.

Outcome na, Output na 





Question: 118

Topic: Telstra Staffing Issues
Written Question on Notice 

Senator Mackay asked:

1. Is it true that customers often need significant support when taking up fast data services such as ISDN and ADSL?

2. Is it true that late last year Telstra made 22 highly skilled activation staff in this area redundant? Can you explain the thinking behind that decision?

3. Is Telstra now recruiting agency staff in the same area from the Service Advantage Newcastle Front of House Activation Centre? 


4. Could the work that is to be performed by these agency staff have been done by the workers made redundant? Were those workers offered any opportunity for redeployment?

5. What were the costs incurred by Telstra in making the 22 full-time workers redundant? What will be the costs of training the new agency staff?

6. What is Telstra’s current policy on the use of AWAs? 

7. The Labor Party is committed to abolishing AWAs when it wins government. How, in these circumstances, would Telstra deal with the issue of staff who had already signed AWAs?

8. We understand some Telstra staff have agreed to sign a common law contract, with the same conditions as the AWA, if AWAs are abolished. Would such a contract be legal?

Answer: 


1. In relation to ADSL, the number of support calls made to Telstra by new subscribers varies depending on a number of factors including the customer's PC knowledge and experience, and the method of installation. However, of those customers who do call for support, the two most common reasons (whether self-installed or professionally installed) are modem issues and account enquiries. These two issues account for over 40 per cent of all enquiries made by new customers in the first month of subscription.

Of the new subscribers, support calls placed to Telstra within the first month of subscription are approximately 1.4 per customer for professional installs and between 1.24 and 2.38 per customer for self installs (depending on modem type). These figures are averages only. The numbers of calls made by new subscribers decreases significantly after the subscribers have been connected for one month.
ISDN requires a technician to install. The latest data available shows that around 23 per cent of customers called Telstra for support after installation, with the most common reasons being:

· Guidance or information required 

· Modem issues 

· Issues regarding set-up of accounts with ISPs 

· Software issues 

· Lack of PC experience/comprehension 


2. It is not true that 22 highly skilled activation staff were made redundant in ISDN and ADSL support areas.

22 full time Front of House (FOH) Cable Assigners in the Brisbane Contact Centre were identified as surplus to requirements as result of a technological advancement that allows field staff to perform simplex pair changes* on Field Mobile Computing (FMC) devices rather than having to call an office based staff member to undertake the task for them.

With the field staff no longer needing to call our contact centre to perform these simplex cable pair changes, the positions were surplus to requirements as the function ceased to exist for FOH Cable Assigners. 

*Simplex pair change involve single pair changes within our distribution network and does not involve exchange work.

3. Yes, agency staff were recruited in the Newcastle Contact Centre in the activation workstream. Service Advantage engages agency staff as support for its workforce to provide flexibility to meet peaks and variability in workload demands.

4. No, the engagement of agency staff allows Service Advantage to continue to provide support to field areas during the daily peak workload times of between 10.30am and 3.00pm each day. 

This will also provide Telstra with the ability to have the appropriate level of full time staff currently performing this task and working a full day shift, cross-skilled to perform other work activities as required.

Under the Telstra Redundancy Agreement once Telstra has decided that:

· there are no commensurate roles available for employees in redundant positions; and 

· that it wishes to retrench certain employees from those redundant positions


all affected staff have the option to participate in the Telstra Jobs Search program which may lead to them obtaining a new job within Telstra.

Telstra management canvassed local lines of business within Brisbane for job opportunities and promoted these vacancies to the affected staff and encouraged them to apply. Three staff members successfully gained employment in other areas of Telstra in Brisbane.
5. All employees that were made redundant received all entitlements as per the Telstra Redundancy Agreement. The redundancy payment is calculated according to length of service, final average salary and a range of other factors covered by the Telstra Redundancy Agreement. The redundancy payments for the 22 staff members totalled $1,600,965, which is approximately $72,771 per employee. These payments occurred over December 2003 and January 2004.

Agency staff in Newcastle underwent training at a cost of around $45,000. 
6. Telstra has a multifaceted employment strategy, including the use of Common Law Contracts, AWAs and Enterprise Agreements across our diverse workforce. A multifaceted employment model is necessary for us to meet the demands of a challenging competitive environment, our people and our customers. Telstra offers employment to most new employees at levels 5 and 6 pursuant to a suitable AWA. 


Telstra does not have ‘target’ levels of particular employment types as the appropriate employment instrument is decided at the localised level.

7. In the event of AWAs being abolished Telstra would consider the interaction between the proposed legislation and the employment arrangements in place for employees on AWAs and develop an appropriate transition employment strategy. 

8. No Telstra employees have entered into the arrangement set out in the question. 

Some employees have, however, entered into AWAs that state that if there is a change to the legislation underpinning AWAs which undermines the operation of the AWA, or causes the AWA to expire before its expiry date, the employee and Telstra agree that from that point in time a common law contract in the terms of the AWA will automatically be created between the parties. 

The enforceability of any such arrangement in the event of a change in legislation would depend on a variety of factors, including the terms of any legislation enacted by Parliament relating to the abolition of AWAs. 

Outcome na, Output na 





Question: 119

Topic: Balance sheets
Written Question on Notice 

Senator Mackay asked:

With respect to the relationship between Telstra and the Government, could you please outline (for every year since 1999-2000, as well as the forward estimates):

1. Dividends paid.

2. For any special dividends paid, an explanation of the basis for those special dividends (ie, on whose request and/or recommendation were these dividends paid).

3. For any other capital payments to the government, an explanation of the basis for those payments (ie, on whose request and/or recommendation were these dividends paid). 

4. All remaining balance sheet obligations to the government, including equity and debt (if applicable). Please provide details of how it is expected that these obligations will be met (eg future loan repayments).

Answer: 
1. Dividends paid. (see table below)

	
	ORDINARY
	SPECIAL

	
	Interim
	Final
	

	2003/04
	13 cents
Apr 04
	N/A
	N/A

	2002/03
	12 cents

Apr 03
	12 cents

Oct 03
	3 cents

Apr 03

	2001/02
	11 cents

Apr 02
	11 cents

Oct 02
	Nil

	2000/01
	8 cents
Apr 01
	11 cents
Oct 01
	Nil

	1999/00
	7 cents

Apr 00
	10 cents

Oct 00
	Nil


Telstra’s Directors are responsible for declaring and paying dividends.

The issue of dividends in relation to forward estimates is a matter for the Department of Finance. 
2. It was stated at the Full Year results when the special dividend was announced that:

"The higher dividend and share buyback follow the Company’s reported total free cash flow growth of 18.9 percent to $4.6 billion in the 12 months to June 30 2003, as a result of reduced capital expenditure, proceeds from asset sales and improved underlying EBIT."
3. The only payments since 1999-2000 that have been made to the Federal Government, in its shareholder capacity, are dividends and special dividends.

4. There are no special remaining balance sheet obligations to the Government, other than those that arise from its shareholding. Also, there is no Government support of Telstra borrowings (eg. government guarantees) - they are all "company unsecured".
Outcome na, Output na 





Question: 120

Topic:  Telstra Call Centre Employment Practices
Written Question on Notice 

Senator Mackay asked:

Further to QON 74, Senate Estimate November 2003:

1. As 45% of Telstra staff are from agencies or from outsourced providers, and are working side by side with Telstra employees, what opportunity do Agency / Outsourced staff have to participate in employee consultations, for example in the 'Telstra Employee Opinion Surveys'.

2. The Award provision mentioned in your early response; what award is that?

3. Could Telstra provide a list of all the Employment Agreements and other variants which currently cover all Call Centre Staff whether they are Telstra staff or Agencies / Outsourced Staff?

4. Has Telstra considered changing the disconnection time on 12456 calls?

Answer: 

1. The Employee Opinion Survey for Telstra staff is designed to gauge opinion on a range of matters, including items such as employee benefits offered by Telstra. Matters such as this are not relevant for individuals not employed directly by Telstra. However, part of Telstra’s relationship with any of its suppliers, including contracting companies and agencies, is dialogue and consultation through meetings, correspondence and informally through on the job discussions between Telstra management and supplier representatives.

Telstra notes that the 45% figure quoted in the question refers to call centre based staff only. 

2. The response provided in answer to Question 74 from the November 2003 Estimates related to a question about practices in Service Advantage Call Centres reported in the media. These employees are covered by the Telstra Infrastructure Services Enterprise Agreement 2002-2005. Clause 9 of that agreement is entitled "Rest Breaks". It states: "If you are employed in a Customer Sales and Service Workstream (CSSW) job that was previously covered by a certified agreement in place prior to 22 December 2000, you will continue to have access to the Rest Breaks under the same arrangements as previously provided in the relevant certified agreement."

The arrangements referred to in this clause are those set out in the Telstra/CEPU Operator/Consultant Job Work Design Review Agreement 1997; in particular in clause 11.2. To the extent that the rest breaks referred to in the earlier response are not covered by the provisions of clause 9 of the Telstra - Infrastructure Services Enterprise Agreement 2002-2005, Telstra applies the rest breaks as a matter of management practice. 

3. Telstra call centre employees are employed under the following Enterprise Agreements:

Corporate Group Enterprise Agreement 2002-2005

Wholesale Enterprise Agreement 2002-2005

Infrastructure Services Enterprise Agreement 2002-2005

Mobile Enterprise Agreement 2002-2005

Retail Enterprise Agreement 2002-2005

The certified agreements and variants of the agency and outsourced employees is a matter for their employers, not Telstra.

4. The 12456 service does not have a disconnection time frame. Customers are not disconnected during calls, rather all 12456 calls are handled to completion.

Outcome na, Output na 





Question: 121

Topic:  Directory accuracy
Written Question on Notice 

Senator Mackay asked:

1. How many errors appeared in the 2004 White Pages and Yellow Pages of all phone books around Australia?

2. In the case of Mia Papas and Ms Addenbroke as reported on Today Tonight, what steps has or will Telstra take to remedy the reported errors and will these steps take the form of compensation?

Answer: 

1. Distribution of the 2004 White Pages and Yellow Pages directories is incomplete. Of the 88 separate versions of the White Pages and Yellow Pages directories, 21 distributions have been completed.
To date an estimated 0.001 per cent of listings have resulted in alleged errors (publishing errors, omissions or unauthorised advertising) being recorded for Yellow Pages directories. Sensis is unable to provide comparable data for White Pages directories at this stage of distribution.

2. Mia Papas is proprietor of Kitty Kat, a Melbourne-based boutique who alleges her free listing in the 2004 Melbourne Yellow Pages directory was incorrect. Ms Papas is claiming loss of business and Sensis is currently in discussions with Ms Papas’ solicitors. Kitty Kat’s details have been amended within the White Pages OnLine, Yellow Pages OnLine sites and all voice services including Yellow Pages Connect, Telstra Call Connect and Directory Assistance. Sensis has also been able to amend the forthcoming edition of the Melbourne White Pages directory, however, the Yellow Pages directory was in print when the alleged error was brought to our notice.

Sensis has not received a compensation claim from Ms Addenbroke.

Outcome na, Output na 





Question: 122

Topic:  Telstra Faxstream
Written Question on Notice 

Senator Mackay asked:

Further to Question No.77 of the November 2003 Budget Estimates: 
Xpedite Systems Pty Ltd, the successful contractor for Telstra's Faxstream service is a trading branch of a multi-billion dollar American based global conglomerate. Could you explain the tendering process for this contract and explain why an Australian alternative could not be found?

Answer: 

The tendering process for FaxStream Enhanced was a closed tender to 6 Australian-based companies. The responses were evaluated against a number of criteria, including:

· ability to meet the technical, service level and customer service requirements of our product;

· ability to meet our expected cost model;

· credibility of the company in terms of stability, scale and established market presence; and 

· where possible a 'like for like' product match so the impact on customers was minimised.

The companies which were not successful were eliminated for a variety of reasons, including:

· not competitive on price;

· needed to source and develop the necessary software, hardware, or call centre resources which presented additional risks; and
· some of the vendors did not have experience in dealing with a broadcast fax product of this size and this was considered to be a significant risk in terms of taking over 15,000 new services at one time.
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