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Outcome na, Output na 





Question: 158

Topic: Performance Pay
Written Question on Notice  

Senator Carr asked:

Is performance pay available under your department/agencies certified agreement? 

a) If not how many staff in your Department/Agency are eligible for performance based pay? 

b) Please provide a breakdown of performance pay awarded for this financial year to date including the following details: 

c) How many staff have received performance pay?
d) What levels are those staff at?
e) What gender, a breakdown please?
f) How much has each staff member received? 
g) When did they receive it? 
h) What was the rationale for the awarding of performance pay in each instance? 
i) Did the Department/Agency head receive performance pay? 

j) How much? 
k) When? 
l) On what grounds?
Answer: 

No.

a) 9,670 as at June 2005.

b) See answers to parts c) to l) below.

c) 8,727 staff received performance based pay in October 2004 for the 2003/04 financial year. The 2004/05 figure is not yet available.

d) & e)

	CEO
	1

	Level1
	9

	Level 2
	36

	Level 3
	203

	Level 4
	721

	Level 5
	4,060

	Level 6
	3,697

	Male
	6,231

	Female
	2,496


f) For privacy reasons, Telstra is unable to provide individual performance pay rates except for the following:

	Zygmunt Switkowski
	$627,300

	David Moffat
	$267,600

	Ted Pretty
	$247,600

	Douglas Campbell
	$263,800

	Bruce Akhurst
	$299,700

	David Thodey
	$327,600

	John Stanhope
	$250,000

	Michael Rocca
	$270,800

	Bill Scales
	$234,200


g) September 2004

h) The purpose of Telstra’s Annual Incentive Plan is to motivate team and individual performance and to reward contribution to the achievement of company objectives.
i) Yes

j) $627,300

k) September 2004

l) Based on the performance against metrics set by the Board as described in the Company's Annual Report.
Outcome na, Output na 





Question: 180

Topic: AWAs
Written Question on Notice 

Senator Carr asked:

a) How many staff are covered by AWAs in your Agency/Department? 

b) Can you provide a break down of AWAs by gender and by classification? 

c) Can you tell me how many of the staff on AWAs are paid more than the band for their classification under the certified agreement? 

d) Why were these staff not simply promoted to a higher classification?
Answer: 

a) 16,578 as at June 2005.

	
	Female
	Male

	Level 5
	1457
	3835

	Level 6
	4101
	7185


b) This information is not available. AWA salaries are determined with reference to internal and external market relativities and legislative obligations. Telstra uses a different job categorisation method for AWA and award/Enterprise Agreement jobs.

c) See answer to question c) above.

Outcome na, Output na 





Question: 202

Topic: Efficiency Dividend
Written Question on Notice 

Senator Carr asked:

a) What financial impact will the increased efficiency dividend have on your Department/agency this financial year and in the out years? 

b) The increase in the efficiency dividend was announced in last year's elections, what plans have you made to meet it? 

c) What will this mean for staff numbers? 

d) Will any specific programs be cut? Please specify which ones and the size of the estimated savings? 

e) Will any core functions be affected by these savings measures? 

f) How will meeting the efficiency dividend affect your graduate recruitment plans? 

g) How will meeting the efficiency dividend affect your ability to retain experienced staff?
Answer: 

Telstra is not subject to the efficiency dividend process.

Outcome na, Output na 





Question: 253

Topic: Media Monitoring
Hansard Page: ECITA 37 

Senator Conroy asked:

For the last five years, how much has been spent on media monitoring – and can that be broken down into each year over those five years.
Answer: 

	Year
	Expenditure

	2000/01
	$1,018,923

	2001/02
	$1,264,002

	2002/03
	$873,804

	2003/04
	$734,408 

	2004/05(as at end April 2005)
	$431,745 

	Total
	$4,322,882


Outcome na, Output na 





Question: 254

Topic: Mr Short
Hansard Page: ECITA 45

Senator Conroy asked:

Is it possible for the Committee to have a copy of that contract?
Answer: 

Telstra considers that the contract contains both commercially confidential information of Telstra and confidential personal information of the relevant contractor. Telstra considers that individuals are entitled to expect that if they enter into a legally acceptable arrangement with Telstra then their personal information will be protected by Telstra to ensure their right to privacy. 

An additional consideration for Telstra is that, were the contract to be provided to the Committee, this would be likely to create concerns for all of Telstra's contractors, consultants and employees that the company may be forced to disclose personal details to a third party or even make public their personal details.

In these circumstances, Telstra is not in a position to provide the Committee with a copy of the contract. 
Outcome na, Output na 





Question: 255

Topic: Mr Short
Hansard Page: ECITA 47

Senator Conroy asked:

Could I put it a different way: would he be the highest paid consultant in Telstra?

Answer: 

See answer to question 254.

Outcome na, Output na 





Question: 256
Topic: CDMA Western Australia
Hansard Page: ECITA 49  

Chair asked:

I wondered what the criteria may be in terms of Telstra CountryWide’s services for establishing a CDMA service in the eastern Pilbara based on Newman, which is a town of several thousand people, and in the smaller centres of Nullagine, which has a population of 220, the Telfer goldmine with a population of 700, Marble Bar with a population of 350 and the Woody Woody Mine, which is a big operation with a population of some 200.

Is it possible that all these populations can be aggregated and a mobile phone service provided to these centres which do contribute so substantially to the economy of Western Australia and Australia in general?
Answer: 

The criteria for establishing CDMA base stations are based on commercial considerations. 
With respect to the towns mentioned:

· Newman has CDMA coverage

· Telfer and Woodie Woodie mine sites, like most other fly in fly out mining operations have GSM mobile coverage. GSM is provided at the request of the mine owners and operators because the majority of the fly in fly out work force reside in the metropolitan area and maintain GSM phones. Telstra is prepared to enter into discussions with these mining companies to explore potential CDMA opportunities.

· Proposals to deliver CDMA coverage to Marble Bar are currently under consideration.

· Towns like Nullagine, with very small populations and which are very remote, are not commercially viable for Telstra to construct CDMA base stations. However, discussions will be held with third parties such as local and state governments with a view to assessing their preparedness to make a contribution to the cost of providing the necessary infrastructure.

Aggregation of numbers does not assist the business case because the overall population of the towns without CDMA coverage is very small. However it is proposed to seek support from the WA and relevant local governments for delivery of CDMA coverage to Marble Bar, Sandstone and Yalgoo. 

Outcome na, Output na 





Question: 257

Topic: CDMA Coverage - Highways
Hansard Page: ECITA 50-51

Chair asked:

I just wondered what plans you have to implement a program to put mobile phone coverage along the great Eastern Highway and the Great Northern Highways – if you have one at all - as part of the general plan to provide mobile phone services along the highways of Australia.

And there has been a discussion about a Wireless North project which would cover those long highways. I would be very interested to know how that is progressing if you have any information about that.

And what any hold-ups may be?
Answer: 

The Great Eastern Highway has solid CDMA coverage from Perth to Kalgoorlie and on to Norseman. This is a direct outcome of the $21 million WirelessWest project. This project was jointly funded by Telstra, the Commonwealth Government and the WA Government. Contributions were also made by a number of local councils. 

There is no current plan to increase CDMA mobile coverage along the Great Northern Highway. Islands of coverage are currently available along the highway near towns and roadhouses including Dalwallinu, Cue, Mt Magnet, Meekatharra, and Newman.

In relation to the Wireless North project, the project is explicitly aimed at providing CDMA coverage along the North West Coastal Highway from Geraldton to Broome. Telstra has committed up to $6 million to the project by way of existing infrastructure and associated upgrades. The WA Government has committed $3.2 million to the project and the Government will be seeking expressions of interest from the market to access this contribution.
Outcome na, Output na 





Question: 258

Topic: Acceptable Use Policy
Hansard Page: ECITA 55  

Senator Allison asked:

(Mullane - We then adjusted the limit down to prevent that happening and we had a small number of complaints from companies).

How many?
Answer: 

The number is less than 20.
Outcome na, Output na 





Question: 259

Topic: Acceptable Use Policy
Hansard Page: ECITA 55  

Senator Allison asked:

On the matter of exemptions, you cannot see any scope for small business or community organisations being exempted from this policy?

So small business and community groups should be encouraged to write to you or send you a message somehow?

(Mullane – We can provide the right contacts for that).
Answer: 

This information has been provided direct to Senator Allison’s office.
Outcome na, Output na 





Question: 260

Topic: Telstra Dividend Payments
Hansard Page: ECITA 57  

Senator Lundy asked:

How much money do you save by direct debiting these payments rather than send out a cheque?
Answer: 

It costs approximately 7 times as much to pay a shareholder by cheque as it does by direct credit. The direct credit of dividend payments into shareholder bank accounts saves approximately $1 per shareholder.
Outcome na, Output na 





Question: 261

Topic: Telstra Dividend
Hansard Page: ECITA 57-58  

Senator Lundy asked:

Who does this management of your share registry? Are they contractors?

I am also interested in understanding precisely the way that these people who do not opt for direct debit are treated by the contractors  Could you provide the committee with a copy of the correspondence that is sent out.

Could you provide the committee with Telstra’s formal policies and practices of your shareholder registry contractors so we can get more information about it.
Answer: 

The share registry is managed by ASX Perpetual Registrars Limited. The company has held the contract for 9 years and after the contract was put out to tender in 2004, was last year re-appointed for a further three years.

At the time of the payment of the April 2005 dividend, if a shareholder had not yet supplied their banking instructions, Telstra wrote to the shareholder with their Dividend statement advising them of the payment and requesting payment instructions. Where we were unable to obtain shareholders’ payment instructions for the April dividend, we forwarded the dividend payment to the relevant shareholders by cheque on 14 June. 
A copy of relevant correspondence forwarded to shareholders is attached:

Telstra’s policy is to pay shareholder payments including dividend by Direct Credit to Australian and New Zealand Shareholders. ASX Perpetual Registrars trains call centre staff to ensure that they are familiar with the policy and the types of questions that our shareholders may ask when they call to ask about a letter they may have received, or with any other general inquiry. To assist staff a comprehensive Question and Answer document is prepared for call centre staff use when responding to shareholder queries.

Outcome na, Output na 





Question: 262

Topic: UK Visit
Hansard Page: ECITA 59  

Senator Conroy asked:

Who did you meet in Ofcom and BT?
Answer: 

Kate McKenzie has advised that, to the best of her knowledge, the names of the people who were in attendance at meetings at Ofcom and BT are as follows:

Ofcom  

Stephen Carter
Alex Blowers
Philip Candice

BT 

Sir Christopher Bland
Ben Verwaayen 

Peter McCarthy-Ward
Clive Ansell 

Anne Heal
BT Wholesale.

Greg Mook 
BT Global Services

Lisa Francis

Gordon Moir
Consultant

Dr Jessie McLeman 
Outcome na, Output na 





Question: 263

Topic: Optical Fibre Backhaul Routes
Hansard Page: ECITA 70-71

Senator Conroy asked:

Could you provide us with the individual prices quoted by Telstra for all optical fibre back haul routes over 100 kilometres in New South Wales.  For each of these routes, information as to whether there is a competitive infrastructure on these routes, and details of any lower negotiated prices for back haul services on these routes.   I realise you do not want to disclose who the customers are. I am only interested in prices. Could you also provide details of any complaints about the quoted prices offered by Telstra on these routes.

For the last 12 months.

Can I also get Western Australia as well.  We want the rack rate, the quoted rate, New South Wales, Western Australia, 100 kilometres.
Answer: 

Telstra provides many retail and wholesale services that utilise some components of its regional, metropolitan and intercapital transmission network infrastructure.  The reference to backhaul routes in this question is taken to refer specifically to the Telstra Wholesale Transmission service.

Telstra Wholesale Transmission service pricing is almost always arrived at via commercial negotiations, with the outcome based on a range of factors, such as volume, term, routes, growth commitments, etc.  Additionally, there are often wider business items included in such pricing negotiations. 

Where Telstra Wholesale Transmission might be the single service under consideration for a particular customer project, a standard ‘rack rate’ approach is used as a starting point for negotiations.  In almost all cases, these price points do not represent the final project price offers.

There have been very few complaints made to Telstra Wholesale in regard to Telstra Wholesale Transmission pricing in the last 4 to 5 years at least.  Telstra has addressed these few complaints in the context of standard commercial negotiations, with no dispute filed.  Given the low threshold for notifying a dispute, Telstra is confident that this evidences a general level of satisfaction with Telstra’s current pricing. 

As to the presence of competitive transmission services, Telstra’s knowledge comes from publicly available information from alternate transmission infrastructure builders. This is a situation that is of course subject to ongoing change as providers may undertake network construction or augmentation work, details of which may or may not be shared with Telstra.

Telstra believes there is significant competition for long-haul regional transmission at the infrastructure layer.   Telstra understands that Optus alone has transmission coverage on all of the primary regional routes defined by Telstra (“defined routes”), made up of its own infrastructure on 77% of those defined routes and leased transmission services elsewhere.  In addition, the ACCC has recognised in its own report Telecommunications Infrastructure in Australia in 2004, that there are at least 11 carriers, other than Telstra, with sufficient infrastructure to provide competitive transmission capacity services to regional areas, using either optical fibre, microwave and/or satellite technology.  Furthermore, applying the ACCC’s own criteria from its previous 2004 Final Report (in which it undeclared 14 regional routes on which there existed at least 3 optical fibre competitors), Telstra understands that there now could be at least 3 competing transmission service providers on another 7 defined routes as follows:  

	NSW
	Victoria
	WA
	SA

	Sydney-Armidale
	Melbourne-Wangaratta
	Perth -         Bunbury
	Adelaide -           Port Augusta

	Sydney-         Orange
	
	Perth -Katanning
	Adelaide -Murray Bridge


Telstra's Wholesale Transmission ‘standard’ tariffs are not State specific, but rather are broadly determined by the length of the route and the bandwidth of the link or links involved.  These rates are however commercial in confidence information shared only between Telstra Wholesale and its customers.  Accordingly, Telstra is not in position to provide this information publicly.
Concerning the request for providing specific negotiated pricing information in two nominated States and over specific distances, given the very limited number of projects with such pricing involved, the release of any such commercial pricing (assuming that such were separable from a larger ‘whole of business’ type offer, and it is usually not) would be able to be associated with specific major network bids and specific wholesale customers. Telstra Wholesale’s customer contracts require Telstra to keep its customer pricing confidential.  

One further fundamental point that drives much of the market realities in the area of regional transmission is the level of investment required to service this market.  In the current 2005/06 year, plus in the previous 4 years, Telstra has invested more than half a billion dollars in meeting the long haul connectivity requirements of regional Australia alone.  Telstra has similarly invested a very large amount in the five years prior to this period, all of which generates a substantial depreciation burden on Telstra’s financial position that must be met from revenue streams.  Any provider seeking access to this network capability must expect to pay a reasonable rate for this ‘on tap’ capability.
Outcome na, Output na 





Question: 264 

Topic: Telstra Subsidiaries
Hansard Page: ECITA 74  

Senator Conroy asked:

I just have a couple of questions about some Telstra subsidiaries that I noted from a report released by the Department of Finance and Administration. It shows that Telstra have a number of foreign subsidiaries, including three in Bermuda. 

a) I am just wondering what they do - the three you have in Bermuda?

b) How many foreign subsidiaries does Telstra have?

c) How many people are employed by Telstra’s foreign subsidiaries? 
d) What proportion of Telstra’s business is accounted for by these foreign subsidiaries? 
e) How much of Telstra’s capital investment budget will go into these entities? 
f) Are these entities net contributors to Telstra’s bottom lines? 
g) Why do you need three subsidiaries in Bermuda; and 

h) 
Why did PCCW require you to open three companies in Bermuda?
Answer: 

a) The three controlled entities in Bermuda are holding companies relating to different offshore investments.

b) Each year Telstra discloses this information in its Annual Report. As at 30 June 2005, Telstra had investments in 44 foreign subsidiaries.

c) Telstra’s foreign subsidiaries currently have 2,866 employees (FTEs).

d) In the Half Year ending in 31 December 2004, approximately 7 per cent of Telstra’s revenues came from offshore.

e) Telstra’s foreign subsidiaries are either shelf companies or self-funding. In addition, REACH, a non-controlled joint venture entity of which Telstra holds 50% ownership, has its own capital expenditure budget. However, its shareholders, Telstra and PCCW, on 18 April 2005 announced to the Australian Stock Exchange that each had committed to funding a half share of REACH’s capital expenditure (up to 2022) being about $US106m each.

f) The stand alone contribution to Telstra's net profit after tax from offshore subsidiaries is 1.4%. After taking into consideration the goodwill created as a result of Telstra's purchase and other acquisition adjustments and their subsequent amortisation, the consolidated result in Telstra's books is -0.3%.

It should be noted that under newly introduced international accounting standards, goodwill henceforth will not be amortised but instead will be subject to an impairment test. Henceforth, therefore, provided the impairment test is passed, these offshore subsidiaries are expected to produce a positive impact on Telstra's consolidated profit.

g) The three controlled entities in Bermuda are each holding companies relating to different offshore investments, including our share of the CSL investment that was initially jointly owned with PCCW. Further information is provided in the response to part (h) below.
h) This was not a specific PCCW requirement. At the time that we started our investments in relation to REACH, CSL and IDC (Internet Data Centre), the parties involved considered Bermuda to be a mutually acceptable location as it had an internationally recognised legal system, a favourable regulatory environment and it was tax neutral for the parties involved, (that is, investors pay the respective tax rates applicable to their “home” countries according to their share of profits).

Outcome na, Output na 





Question: 265

Topic: Casey Donovan
Hansard Page: ECITA 75-76  

Senator Conroy asked:

Could I get an outline of Telstra’s actions in redirecting Telstra BigPond customers from www.caseydonovan.com to www.caseydonovan.com.au? 

I am actually interested in the technical procedure that you underwent to reassign-so I am interested in the sequence and what happened.

a) Did Telstra consult with anyone outside the organisation before taking this action.

b) Did they consult with any government departments?

c) Did Telstra consult with any ministers’ offices?

d) The other regulators that I am interested in – if you spoke to them, Mr Mullane. What about the ACA. You mentioned the ABA. What about ICAN?

e) Did Telstra receive any complaints about its tampering with the domain name system in this way?

f) Could you please provide details of each occasion on which Telstra returned false IP addresses in response to domain name system information requested by Big Pond customers?
Answer: 

At no stage were BigPond customers prevented from accessing either the www.caseydonovan.com or www.caseydonovan.com.au websites.

Domain Name Server systems servicing queries within Telstra's IP networks were configured to resolve requests for the caseydonovan.com domain to an IP address hosting a web proxy server.

The web proxy server displayed a page asking subscribers if they wished to browse to the caseydonovan.com site. 

If customers wished to browse the caseydonovan.com site, content was then sourced through the proxy server from that site.

Subsequently, the operator of caseydonovan.com voluntarily modified their site to include a page explicitly stating that the site contained adult content and that only adult viewers should elect to view the rest of the site. 
a) External discussion took place between Telstra’s legal advisers and the Australian Broadcasting Authority (ABA) which was approached to ascertain if the caseydonovan.com website was subject to the ABA’s takedown and blocking requirements. 
Telstra also contacted the operators of the US Casey Donovan site seeking their assistance in reducing the risk of Australian Idol fans being unexpectedly exposed to their site’s content. 

b) As noted in answer to (a) above, consultation did occur with the ABA. In addition, relevant Government Departments were advised of the corrective action implemented by Big Pond.
c) Telstra did advise relevant Ministers offices of the corrective action taken.

d) Telstra did not discuss the issue with any other regulators. 
e) No.
f) The logs are no longer available. However records indicate more than 60,000 people viewed the splash page.

Outcome na, Output na 





Question: 266

Topic: White Pages Distribution
Hansard Page: ECITA 77-78  

Senator Conroy asked:

Has Telstra been able to satisfy customer requests for White Pages directories in Sydney and Melbourne? 

If you have not been able to satisfy customer requests – 

a) What is the extent of the shortfall in directories? 
b) Has Telstra run out of White Pages directories in any other areas of Australia? 
c) When will Telstra be able to provide these customers with the White Pages directories they have requested? 
d) Has Telstra received any correspondence from regulators regarding its failure to satisfy its obligation to provide these directories? In fact, it is a licence condition. I am sure that other dynamic regulator you deal with—the ACA—will have been right onto this one with you. Could you provide details of this correspondence? 
e) Has Telstra experienced any increase in revenues from its 1234 and 12245 service during this period of shortfall?
Answer: 

Yes, Sensis has been able to satisfy customer requests. However, Sensis has been in short supply of the Residential only directory since January 2005. Supplies of the business and government directory have been more than adequate. Since January, Sensis has offered alternatives to the Residential-only printed directory such as white pages online or Telstra Directory Assistance. Where customers have not accepted the alternatives offered such as white pages online or Telstra Directory Assistance, Sensis has been able to send customers a hard copy of the directory.

a) Where customers have not accepted the alternatives offered such as White Pages OnLine and Directory Assistance, Sensis has been able to send customers a hard copy of the directory.

b) No.

c) Although the residential directory was in short supply, Sensis was able to provide a hard copy of the directory if customers did not accept the alternatives offered to them.

d) No, Sensis has not received any correspondence from regulators on this matter.

e) Whilst revenue for 1234, a relatively new product being widely promoted by Sensis, is growing over time, there is no evidence to suggest that growth has spiked as a result of the shortage of the Sydney and Melbourne White Pages.

Note that 12455, and not 12245, is the Directory Assistance number for Telstra customers and is free for residential services. There is also an option provided to connect which is then charged for. 
Outcome na, Output na 





Question: 267
Topic: Call Centres
Hansard Page: ECITA 79

Senator Conroy asked:

What is the breakdown of staff in call centres supplying services to Telstra? 
a) How many are staffed by Telstra employees in Australia; and, accepting Mr Scales answer, how many are staffed by Telstra employees outside Telstra? 
b) How many people are employed in call centres providing services to Telstra under outsourcing contracts? 
c) How many people are employed in call centres located outside Australia and providing services to Telstra under outsourcing contracts? 
d) Can you please outline the level of training provided to people working in call centres supplying services to Telstra. Do they receive trade practices compliance training—for example, with respect to misleading and deceptive conduct? 
e) Are they made aware of their obligation to inform unsatisfied complainants of their right to take their complaint to the Telecommunications Industry Ombudsman? How often is this training updated? 
f) Can you please outline the steps Telstra takes to monitor the performance of call centre staff. 
g) What steps does Telstra take to ensure that call centre staff are not engaging in misleading and deceptive conduct? 
h) What steps does Telstra take to ensure that staff adequately follow through on customer complaints? 
i) Can you provide details of the number of complaints made by customers concerning the performance of call centre staff. 
j) Does Telstra have the ability to track through complaints made by Telstra customers about Telstra call centres and address these issues with the relevant call centre employee?

If you have already supplied answers, can you just give me the question number.
Answer: 

The Senator indicated during the hearing that if any of the detail requested had been provided previously, Telstra should simply refer him to the appropriate question number. Accordingly, Telstra advises that the information was provided in response to question 105 from the February 2005 Estimates.

a) See response to question 105 from February 2005 Estimates. 

b) 3,334 as at June 2005.
c) None. 

d) The level of training provided to Telstra call centre staff, including those employed by Telstra’s Industry Partners, varies depending on the job function. On average, new recruits employed in Telstra call centres receive 4 to 6 weeks induction training before they commence taking customer inquiries. Existing staff receive training and updates as required. 
Trade Practices training is mandatory for all customer service, sales and marketing staff. 

e) Yes. As part of their initial training, newly employed Front of House Staff are advised of their obligation to inform unsatisfied customers that they have the option of contacting the Telecommunications Industry Ombudsman.
The content of training courses is regularly updated. 
f) Telstra uses a number of tools to monitor the performance of call centre staff including monthly meetings with team leaders/centre managers, weekly operational/sales focus meetings, individual coaching, reporting on sales, operational and customer satisfaction measures and the undertaking of remote call observations. Telstra also utilises a sophisticated Sales Call Quality methodology to ensure that sales staff follow required processes in dealing with customers. 
g) All Telstra front of house call centre staff receive between 4 and 6 weeks of initial training before they are assigned to handle customer calls. Such training emphasises the fact that engaging in misleading or deceptive conduct is not permitted and that to do so constitutes a serious breach of their employment contract, is contrary to Telstra’s business principles and values, and may give rise to dismissal. Additional training is provided from time to time. Remote call observations and the sales quality methodology also check for any misleading comments or behaviour. 

h) As a signatory to the Australian Communications Industry Forum’s (ACIF) Complaint Handling Code, Telstra has incorporated the principles and objectives of the code into its corporate complaints management processes, and these processes are reflected in the operating guidelines set down for call centre staff. 
Telstra has a robust and easy to follow complaints process which focuses on resolving issues at the first point of contact. The Team Leader/Manager and the National Central Complaints Group are the next levels of escalation, a practice which is understood and followed by the front-of-house consultants. 

i) Telstra’s records indicate that it received 1466 complaints from customers about staff performance in the 6 months Dec 2004 – May 2005. 


j) Yes. 
Outcome na, Output na 





Question: 268

Topic: ADSL Complaints - Wilton
Hansard Page: ECITA 80 

Senator Lundy asked:

The questions this particular constituent has are these: Why on earth did Telstra CountryWide so heavily promote this service specifically targeting this customer when they had not first checked the capability of their line to support ADSL, and is this common practice?

Can you take on notice to provide the committee with perhaps a time line of what marketing efforts - direct and broader- were made in Wilton so the committee can get a picture of Telstra’s strategy in towns like this?

Are you also able to provide the committee with some information about the extent to which pair gains are used in this particular town?
Answer: 

Telstra uses a variety of media and channels to promote ADSL to TCW customers, including press inserts, radio ads and mailbox drops. All efforts are made to ensure that ADSL is only promoted in towns where the exchange is ADSL enabled. Unless a customer’s service is with Telstra, at this stage there is no way of determining prior to a customer applying for ADSL and their service passing a service qualification, whether their line meets the criteria for ADSL to be installed. 

When customers do respond to Telstra marketing, or are motivated to apply for an ADSL service for any reason via Telstra BigPond or other providers, then all applications are subject to a full service qualification check. In any instance where the customer is not able to have ADSL the provisioning processes will prevent the order from progressing further and the customer will be advised as soon as possible. In this instance other fast Internet technologies such as satellite are offered to the customers by BigPond.
In addition, Telstra also notes in its advertising that "ADSL and cable are not available in all areas".
Wilton township is serviced by Wilton Exchange which has been ADSL enabled, and there is one RIM serving a significant proportion of the customer base, as well as some smaller pair gain systems serving a much smaller number of customers in Wilton. The RIM in question is planned to be upgraded to provide ADSL services, but it is quite a complex project, and current expectations are for an early 2006 availability of ADSL to these customers.

Outcome na, Output na 





Question: 269

Topic: Constituent Issue: South Guilford WA
Hansard Page: ECITA 81

Senator Lundy asked:

The exchange is the Bassendean Exchange. Can you take on notice whether or not this exchange does in fact have RIMs going to it?
Answer: 

Bassendean Exchange has six RIMs currently in service. While services off these RIMs have access to direct copper paths via transpositions, current copper distance limitations will prevent some customers from accessing ADSL.

Outcome na, Output na 





Question: 270

Topic: Constituent Issue: Subdivided block
Hansard Page: ECITA 87-88

Senator Lundy asked:

My question relates to what Telstra’s practice is for provision of new services to blocks which are subdivided. 
So, even now, if someone were to subdivide, build a new house and apply to have a phone line connected, they would conceivably get a pair gain?

Mr Pinel:  I understand the process is to prompt the customer…)
If you have any guidelines or handy hints on dealing with new customers for your sales reps so that you can demonstrate to the committee what the code or formula is for prompting them, that would be helpful.
Answer: 

By far the vast majority of housing lots likely to be subdivided are provided with services via copper from the exchange, or in some instances could be provided via pair gain systems such as a CMUX AU or RIM multiplexer unit.

In the event of an owner subdividing a block, the provision of service to the second block would be provided via the most practical network possible, which in the vast majority of such cases would again be copper. In the unusual situation such as copper capacity in that vicinity being at runout, then all relevant factors including growth rates, other developments in the area etc would be taken into account in meeting the specific customer needs. It is unlikely, but not impossible, that non broadband capable equipment could be utilised in provision of such service.
Telstra sales consultants are trained and encouraged to explore with customers what their full service requirements are, and for some service requests this may require assessment by Telstra network experts, depending on the existing network configuration. In the case of a customer requiring both an initial PSTN service together with an ADSL service, the PSTN service is required to be connected first prior to the ADSL service provisioning.
Outcome na, Output na 





Question: 271 

Topic: Constituent Issue: Oakdale
Hansard Page: ECITA 90  

Senator Lundy asked:

Why would Dot Communications be told by Telstra that they cannot access it?

Answer: 

This matter has been resolved directly with the Senator.
Outcome na, Output na 





Question: 272

Topic: Constituent Issue: Worrigee
Hansard Page: ECITA 91-92  

Senator Lundy asked:

My constituent‘s neighbour had ADSL connected but he was told that he could not be connected.

I will provide you with the details of that particular constituent.

Answer: 

This matter has been resolved directly with the Senator.

Outcome na, Output na 





Question: 273

Topic: Constituent Issue: Forest Lake
Hansard Page: ECITA 92  

Senator Lundy asked:

Have you published anywhere a program for your upgrading of RIMs with the CMUX or MiniMux units to facilitate ADSL?
Answer: 

Extensive work has been carried out in Forest Lake to enable RIMs for ADSL. To date the investment is in excess of $800,000. This investment has delivered broadband to the vast majority of Forest Lake. The only remaining work planned in Forest Lake is an ADSL capacity augmentation in one RIM area and the addition of a further ADSL cabinet as part of a complex expansion project in one other RIM area. Both these projects are due for completion in late 2005. 
Once these projects have been completed, there may be a very small number of customers who would still be excluded because they would be beyond the 56db transmission limit for ADSL service. 
It should be noted that for all such ADSL upgrades in the access network, the capacity of the ADSL infrastructure requires close monitoring as demand consumes the various portions of infrastructure, and additional capacity planning when necessary. In some cases additional capacity beyond initial ADSL solutions can be quite complex, expensive, and require long lead times.

Telstra Wholesale does produce reports on RIM upgrades for its customers. Whilst these reports can be accessed publicly, Telstra suggests that for those people who are not ISPs any queries should in the first instance be directed to the relevant ISP. This is because only a full service qualification will confirm whether ADSL can be provided to a particular service number.
Outcome na, Output na 





Question: 274

Topic: Constituent Issue: Wadalba near Wyong
Hansard Page: ECITA 92  

Senator Lundy asked:

The Wadalba community school apparently has ADSL, but the wider community cannot get it?
Answer: 

The Wadalba community school has a wideband service which is a commercial grade data service delivered via optic fibre. 

In relation to access by the wider community to ADSL, the area in question is beyond the transmission limits for ADSL on a copper feed. However the area is fed by a RIM and so an upgrade to ADSL is technically possible. To help support a business case for upgrading the RIM to ADSL compatibility, the local Telstra Country Wide office has been in contact with residents of this community to assess levels of interest. Community members have also been helping by conducting letter box drops and door knocking. However currently expressed interest in ADSL is still too low to justify the investment required to upgrade the RIM.
Outcome na, Output na 





Question: 275

Topic: Constituent Issue: Fitzgibbon – Northern Brisbane
Hansard Page: ECITA 92

Senator Lundy asked:

They have been wanting to get ADSL, or any other type of broadband service, for the past couple of years but have not because it is not on Telstra’s agenda to upgrade the infrastructure in this suburb……..Can you tell me what exchange that is?
Answer: 

Telstra has completed upgrades to two RIM systems in the Fitzgibbon area. There is also a capacity augmentation due for completion in late 2005, and a complex project to add an additional ADSL cabinet in a further RIM area is due to conclude in early 2006. In total, investment in Fitzgibbon will have exceeded $300,000 once these projects are completed. By that stage, most customers will have access to a broadband service. There is also the Telstra cable modem service available in parts of this area, as well as directly connected copper ADSL services in the suburb.

Fitzgibbon residents are connected to the Aspley and Zillmere exchanges.

Outcome na, Output na 





Question: 276

Topic: Use of Debt Collectors
Written Question on Notice

Senator Conroy asked:

How many accounts for an amount of less than one dollar did Telstra send to customers in 2003-04 and 2004-05 to date, by month?

On how many occasions did Telstra engage debt collectors to recover outstanding accounts in 2004?

In each case what was the cost of engaging a debt collector, what was the size of the related debt and what was the rate of recovery?

What are the terms of Telstra’s debt collection policy? Can a full copy of this policy be provided? Who approved this policy? On what date was this policy adopted?
Answer: 
The data requested is not readily available and therefore cannot be extracted from Telstra’s core systems. 
In 2003-04 the total number of accounts referred to Telstra’s two outside debt collection agencies, Dun & Bradstreet and Baycorp Advantage was 354,267. 
The break up between agencies was as follows:

Baycorp Advantage: 175,700

Dun and Bradstreet: 178,567

It is also worth noting that in October 2004 Telstra opened a new Recovery Centre of Excellence called Creditech and now post-final bills are managed by Creditech, prior to being referred to outside collection agents. As a result, there are three further attempts to contact customers before the unpaid accounts are referred to the outside collection agency. Since Creditech started operating the number of accounts referred to debt collection agencies has reduced by approximately 20 percent.

For the 2004-05 financial year, Telstra referred about $240 million of debt to collection agents. The collection agents collected about $47 million of the estimated $240 million referred to them and paid commission to the collection agents of approximately $11 million for the amount collected.

Telstra does not have a stand alone debt collection policy. The common commercial practice of referring debt to a debt collection agency is part of our overall process for managing credit at Telstra. 

When a debt collection agency signs a contract with Telstra to collect referred debt the agency agrees to comply with all laws in collecting and enforcing bad debt referred from Telstra including the Privacy Act, the ACIF Credit Management Code, various Australian Standards, and guidelines issued by the Australian Competition & Consumer Commission (such as their guidelines relating to debt collection).

Where Telstra receives any complaint from a customer, the matter is referred to the agency in the first instance. Where it is found that there has been a breach of a binding agreement in any way, Telstra would expect the agency to deal with the matter appropriately and would follow this through with them to ensure all issues are resolved.

Telstra also meets with agencies on a regular basis - this provides the opportunity to ensure that all debt collection and referral processes are operating well.

Outcome na, Output na 





Question: 277

Topic: Fault - Goulburn
Written Question on Notice  

Senator Stephens asked:

Can Telstra inform the Committee about the nature of the fault that caused phone lines to go down in Goulburn from around 20 May 2005?

What circumstances caused this particular fault?

How many customers were affected by the disruption to services?  

How long were telephones out of service?

What steps is Telstra taking to prevent the re-occurrence of these problems in Goulburn?

Has Telstra compensated consumers for the loss of service? If yes, can you outline the compensation arrangements?
Answer: 

On the morning of Thursday 19 May, 2005 as many as 236 Telstra services in Cowper and Citizen Streets (and streets adjacent) in Goulburn were disrupted by the failure of a 300 pair copper cable.

The failure was caused by the ingress of moisture into the cable under the intersection of Cowper, Citizen and Beppo Streets. After a protracted dry period, some 10 mm of rain had fallen and moisture seeped into a damaged section of the cable. 
The restoration work required was unusually complex and there was no practicable way to run the necessary interruption or temporary cable across or above the intersection to restore the services. The fastest solution was to bore a new path under the road. A machine capable of performing the task was fast-tracked from Canberra. Appropriate searches and permissions were fast tracked with the local authority and other parties by Monday, 23 May. Sewage, gas, water supply and Fibre Cable routes were all in the vicinity of the proposed crossing. The Bore machine was on site Tuesday 24 May and by Wednesday 25 May the conduit and cable had been installed and the first customer services were being restored via the new cable.
A total of 204 customers reported difficulties with their service. 12 Interim Services were dispatched to Priority Assistance customers. After initial restoration work commenced and the damaged cable was cut away from the network on Friday 20 May, a number of our customers in streets fed by the cable before the damaged section would have found their services restored. By the following Wednesday remaining customers were progressively restored and all customers were cut over to the new cable and all verification testing completed by the evening of Thursday 26 May.

The replacement cable crossing under the intersection is in heavy duty plastic conduit. This conduit is largely immune to subsidence of this sort, due to its flexibility and strength. It is unlikely to fail in this way again. 

All affected customers will be compensated under the Customer Service Guarantee scheme for 3 or 4 days loss of service dependent on when Telstra confirmed that their service was restored.

- 1 -

- 21 -

