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Outcome na, Output na





Question: 26

Topic: ADSL

Hansard Page:  31

Senator Lundy asked:

Given that we know there are 1.3 million lines - or is that customers? - on pair gain, does that 75 per cent figure include a calculation of customers who are prevented from accessing ADSL because they are on a pair gain?

Answer:

Yes.

In this context however it should be noted that Telstra announced on 19 November 2002 a $10 million investment package to bring high speed Internet to more customers in 2003. The package included:


· ADSL enabling more than 100 additional exchanges by the end of June 2003 (800 are currently enabled)


· installing new 'mini' ADSL devices which will allow ADSL to be provided over time at many RIMs (mini exchange points located on the roadsides of suburbs and in some apartment blocks)


· rolling out high speed Internet enabled equipment (ie broadband-enabled RIMs) to new housing developments and high growth suburbs in 2003


· and working out new technically feasible and cost effective ways to assist more customers access alternative copper paths for ADSL and ISDN*. 


Telstra is testing the first mini ADSL devices in the first quarter of 2003 in the Canberra suburb of Gungahlin.
Outcome na, Output na





Question:  27

Topic: SCADS

Hansard Page:  34 

Senator Lundy asked:

Can you take it on notice to provide me with the information on where you intend to install SCADS.

Answer:

The decision to install a SCADS unit is taken on a day to day basis based on applying the following criteria:

· The SCADS is deployed to provide relief at low growth areas where the intention is to provide a progression to the future installation of CMUX, the timing of such a migration is dependent on the long term growth of the area.

· The SCADS, as a fibre based system, is also better suited for deployment in lightning prone areas than more traditional, copper based technologies.
Outcome na, Output na




Question:  28

Topic: Pair Gains

Hansard Page:  34

Senator Lundy asked:

Is Telstra yet able to provide detailed information about what type of pair gain is used in relation to what specific exchange around the country?

Answer:

The attached table shows the types of pair gains used at exchanges around the country.

Outcome na, Output na




Question:  29

Topic: Pair Gains

Hansard Page:  34-35

Senator Crossin asked:

Are you able to provide me with information on areas where the pair gain system is used in the Northern Territory – all of the Northern Territory but specifically west of Katherine.

Answer:

See answer to Question 28.

Outcome na, Output na




Question:  30

Topic: Gungahlin

Hansard Page:  37

Senator Lundy asked:

If you could take it on notice – and get back to me with the details of exactly the specifications of every RIM box in Gungahlin, how many modules that could physically fit in them if you moved everything out that you could, and how that relates to what you think demand will be in Gungahlin because they are screaming for access to broadband services.

Answer:

Telstra established an internet helpline in the latter part of 2002 to provide assistance with internet connections to Gungahlin residents. The helpline dealt with residents’ concerns about accessing ADSL and also allowed residents to be informed of the alternatives - satellite or ISDN. Following a letterbox drop in Gungahlin and local media coverage, the helpline received 100 calls over a three-month period - 50 of these calls expressed interest in receiving broadband.

There are 43 RIMs located in the Gungahlin area, some of which do not have the capacity to install a minimux. Where this is the case, alternative solutions are currently being investigated. 

Telstra expects that where a minimux is able to be installed into an existing RIM, the ADSL capacity provided will be sufficient to meet expected demand based on average take up in other ACT exchanges. 

It is of note that Telstra’s minimux supplier is still undertaking testing of heat-loading to ascertain if there is any limit on the number of modules that can be safely installed in the various RIMS.

Consequently, Telstra has indicated that only one minimux can be provided in each RIM at this stage.
Outcome na, Output na





Question:  31

Topic:  Pair Gains

Hansard Page:  41

Senator Lundy asked:

Can you confirm that Telstra is no longer ordering pair gain technology - or, if necessary, break that down into what types of pair gain technology you are ordering or not?  What are your stocks of pair gain components?  Are you still installing them out there in the real world?  (Mr Paratz - "we can give you a response as to which types we are ordering and satisfy you that the older types are no longer being ordered").

Answer:

Telstra continues to order pair gain technology on an as required basis to maintain an adequate supply of stock to be able to help respond to service demands in a timely manner. 

The stock levels for those pair gain types held by Telstra as at end October 2002.

RAM 8 Phase 2
506 
Systems

SCADS

71 
Remote Housings

(No further purchases.)

SCADS INDOOR
90 
Remote Rack or Wall Mount 
(No further purchases.)

2DPGS

5325 
Remote Units


(No further purchases.)

Analogue NT 

7366
Units 



(No further purchases.)

Larger pair gain systems are ordered on a per project basis from the vendor. 

Alcatel has ceased manufacturing RIMs. There are a number of RIMs in the process of being installed, and a number will be retained for emergency use in case of vehicle accident damage or similar events. CMUX (AU) is now being deployed instead of RIM. The IT system development and integration required to deliver ADSL on these devices is scheduled for completion in March/April 2003.

Telstra is still deploying the following pair gain systems:

· 2 DPGS

· RAM 8 (Phase 2)

· SCADS

· RIM  

· CMUX (AU) - RIM substitute.

· Extremely small amount of re-use of 6/16 MLC on loaded cables.

Outcome na, Output na




Question:  32

Topic: DCS20

Hansard Page:  43 

Senator Lundy asked:

Could you take on notice to provide me with a description of the exchange names and the locations of the DCS20 systems?

Answer:

See answer to question 28.

Outcome na, Output na





Question:  33

Topic: DCS20

Hansard Page:  43 

Senator Lundy asked:

Could you also provide any detail you have about the program to upgrade them (DCS20 Systems)?  Has Telstra allocated any funding to removing those systems and at least upgrading them to something that has some hope of providing a broadband or higher quality Internet connectivity service?

Answer:

All customers provided with a standard telephone service through a DCS20 are able to be provisioned with a broadband satellite service on request.

Telstra replaces a small number of DCS20 systems per year based on the need to provision for significant new growth in an area, or where the DCS20 exhibits a high level of faults. However, it should be noted that the DCS20 system is an extremely reliable system.

Outcome na, Output na





Question:  34

Topic: Contract assignment

Hansard Page:  46

Senator Lundy asked:

Could you take it on notice to provide me with the list (of customers who have assigned their contracts from Telstra to TES). Could you provide me with a list of all the government contracts that Telstra has  - or TES- in federal, state or local government, the start date, the duration of the contract and a general description of the services it is providing.

Answer:

Telstra places great importance on the privacy of information relating to its dealings with its customers, be they Corporate, Government, small businesses or residential.

Under the terms of its contracts with Federal, State and Local governments, there are restrictions placed on Telstra regarding the disclosure of confidential information. As a general principle, Telstra and TES are prevented from disclosing confidential information to third parties, including contractual details, unless such disclosure is required by law.

In accordance with Commonwealth Procurement Guidelines, Commonwealth agencies are required to provide certain details of agency agreements and Commonwealth Contacts in the Commonwealth Purchasing and Disposals Gazette. Accordingly, whilst Telstra is not able to disclose information relating to those contracts as requested, some of the information sought by Senator Lundy would be available through their notification in the Commonwealth Gazette.
Outcome na, Output na





Question:  35

Topic:  CAN faults

Written Questions on Notice

Senator Mackay asked:
In the answer to Question on Notice No 42 to Telstra, we were told that 70% of customer initiated faults are in the Customer Access Network. 

1. Can you outline the main problems with the CAN? 


2. What are the programs Telstra has at present for network rehabilitation to fix these problems? 

3. What are the most common categories of CAN faults? 

4. How many faults are there in each category?

Answer:  

1. The original design of the CAN is a tapered network. The nature of tapered networks is that the further from a telephone exchange the network extends, the less capacity it has for additional services. 

The tapered network has served Australia well. However with the convergence of telecommunications and the Internet in the late 80’s and early 90’s demand for extra services increased. The existing tapered network, whilst providing a reliable service, has in some cases limited capacity for additional services, such as extra telephone services, fax and Internet access, the further from an exchange the customer is.

The tapered network also encourages increased intrusion by virtue of its design ie the network must be broached each time a new service is required to be connected.

Secondly, the CAN is also subject to weather impacts peculiar to the Australian continent. These include lightning strikes, bushfires, floods, extreme weather, and rodent damage. Furthermore the CAN suffers from accidental damages by third party digging contractors, despite Telstra’s pro-active “Dial Before You Dig –1100” awareness campaign. It is not uncommon for all of these examples to be occurring somewhere in Australia concurrently. 

2. Telstra has a range of initiatives at a national, regional and micro level to improve CAN performance. These include CAPEX programs such as the $187 million Regional Network Taskforce (RNT) program and new processes and systems to improve work efficiencies, eg Total Area Service Management (TASM) and new work management system known as FuturEDGE.

3 & 4. 

Faults in the CAN - Common causes and volume (July 2001 - June 2002)   

	CAN Fault Description
	Faults

	Network wear and tear  
	253,370

	Corrosion / electrolysis
	132,392

	Natural causes (eg. fire, flooding, storms, lightning strikes, land movement)
	130,978

	Moisture
	126,709

	Damage or failure caused by third parties (eg. customers, private digging contractors, outside authorities)
	114,926

	Others - eg reported faults tested OK by service call centre staff, planned outages, vandalism, theft, damage by birds, pests, vermin, 
	442,174

	Total
	1,200,549


This level of CAN faults has remained relatively is stable over the last five years. This is in spite of the fact that there has been a significant growth in traffic on the network during that period, particularly data traffic, and that 2001/02 saw an unusually high incidence of natural disasters and extreme weather conditions across the nation.
Outcome na, Output na





Question:  36

Topic: 187m Regional Network Taskforce

Written Question on Notice

Senator Mackay asked:

With regard to the rural telecommunications infrastructure upgrade which was announced on 1 July 2002. At last Senate Estimates, Mr Granville told the Committee that there was to be $35 million for pair gain work, $88 million for copper network rehabilitation or replacement, and $56 million for small exchanges, and $8million for power equipment in exchanges in regional areas. 

1. Can you provide an update on the work being done under this spending?


2. How many customers will benefit from this work program? Is this the 3,000 customers that you told us last time were being targeted because of their recurrent faults? 

3. Can you describe the type of work being done on pair gains? Are pair gains being replaced or upgraded? Which types are being replaced? Will all 6/16s and 5/16s be replaced under this spending program? If not, how many will still be left in the network? How many are being fully replaced? What systems are replacing them? 

4. How is the $88 million for copper network rehabilitation being spent? Is any of this spending directed to repair the “Seal the CAN” gel sealant problems? How much? What other problems will be worked on with this spending? 


5. What is the nature of the work being done for $56 million on small exchanges? How many exchanges will be affected? What will be the impact of this work on services? How is this work being targeted? What were the criteria for establishing priority areas? 

6. With regard to the $8million being spent on power equipment, what is the sort of problem that this spending is to address? How does it impact on telephone services? What sort of analysis was done to decide on this work? How is the impact of power equipment problems monitored? How are faults with this equipment dealt with?

Answer:

1. So far, $122 million has been allocated for specific projects nationally and work is well advanced for allocation of the remainder of the budget. 

(a) This initiative targets customers in minor rural areas. It is expected that 5000 customers with services marked for attention will be directly impacted by the initiative to upgrade the community access network. Over 300,000 customers will receive improved reliability from all other initiatives.

(b) Yes. This was an early estimate based on sample data and has now been refined with access to more accurate data. 
(a) Telstra developed a new set of guidelines in July 2002 for the use of pair gain systems in minor rural areas. Under this $35M funding, we are reducing the number of pair gain systems used to meet growth and future demands in minor rural areas. 
(b) Pair gain systems will be either replaced or the cable carrying them will be upgraded depending on the problem and the appropriate solution. 

(c) 2DGPS  (Two Channel Digital Pair Gain Systems), 4DGPS (Four Channel Digital Pair Gain Systems), and RAM 8 (Eight Channel Rural Access Multiplexer) are the most common pair gain systems to be replaced under this funding. 

(d) Telstra has commenced a separate program of work to ensure concentrating pair gain systems (such as 6/16s and 5/16s) meet service standards. Under RNT, $3 million has been allocated to replace a number of concentrating pair gain systems (including 6/16s and 5/16s) which are approaching end of life.

(e) It is expected there will be 5700 6/16s and 5/16s in the network by June 2003. 

(f) It is expected that 750 6/16s and 5/16s will be replaced during the 02/03 financial year. 

(g) The majority of projects identified in (D) above will use new CMUX (customer multiplexer) technology to replace existing systems. This technology will provide customers access to a broader range of services (such as ISDN).

(a) The process for allocation of funds is as follows:

· A centrally managed database called RARE has been developed to show a history of trouble reports. 

· Each Telstra Country Wide Area General Manager has been allocated a capital budget and has established a local Area Network Team to prioritise areas for attention using RARE data and local knowledge. 

· Field technicians visit areas marked for attention and undertake a detailed analysis. 

· Decisions are then made on appropriate technical solutions, and projects continue through to design and construction.

(b) Seal the CAN” gel is the subject of a separate investigation. In some cases, impacted cable joints may be replaced when they are identified under RNT scoping. 

(c) See response to 4(b).

(d) Some customer radio systems and end of lifecycle pair gain systems will be replaced under this allocation of funding.

(a) This initiative is directed at improving the reliability of Telstra’s inter-exchange network through removing single points of failure and upgrading transmission bearers to improve service levels. 

(b)  A total of 71 projects have been identified, and as these projects are transmission links (optical fibre cables and point to point radio systems) they cut across a number of exchange areas. 

(c) This work will improve the reliability of service to isolated and minor rural communities. 

(d) Performance data and local knowledge were used to prioritise areas in need of upgrade on the basis of severity, service in operation and remoteness.

(e) See response to 5(d).

(a) This is a proactive program covering the lifecycle replacement of equipment such as air conditioning and emergency power plant sets at remote and minor rural exchanges/ repeater sites. 

(b) This work ensures that disruptions to telephone services are minimised from a cause that is directly related to failure of equipment due to its age or condition.

(c) The primary means of assessing such work is by annual site audits. Equipment reaching a point where replacement is required is ranked according to the probability of occurrence and the severity of the incident. Local Telstra staff also input locations for assessment.

(d) Local Telstra staff and contractors use data including expected life of equipment (based on the Telstra network experience), manufacturer’s specifications and design specifications, and are able to suggest when a particular piece of equipment should be replaced. 
(e) Faults are repaired by the contractor. Equipment at its end of life is replaced.

Outcome na, Output na





Question:  37

Topic:  Telstra Fault Rates and 3,000 customers targeted

Written Question on Notice
Senator Mackay asked:

1. At last Senate Estimates, Mr Granville told us about a new process within Telstra to look at so-called “trouble reports” and the targeting of 3,000 customers with fault rates well above average. Can Telstra provide the Committee with an update of what is happening with the 3,000 customers with fault rates said to be “too high”, and the “trouble reports” process? Has any progress been made on fixing these? 

2. In the Question taken on notice about these 3,000 customers [QON 43] Telstra said “trouble reports” were used to calculate those customers with highest priority – what is a “trouble report” – how is it different to a fault report and how is that information more useful as criteria? 

3. How are trouble reports measured and recorded, and how many of them are there? 


4. What percentage of total trouble reports are customer premises equipment, payphones and access network trouble reports? 

5. How many access network trouble reports are currently recorded? How quickly are they cleared, and where/how does the monitoring of these take place? 


6. How many of those 3,000 targeted customers are on pair gains? What type of pair gains have you identified as being the cause of service faults? 


7. Mr Granville said that as part of this process, lists with measurements of fault rates and trouble spots and the number of times technicians have been sent out would be generated. Could the committee have an outline of how many of these locations with high fault rates have been identified? 

8. Where are these trouble spots? 


9. What is Telstra doing as a result of identifying these trouble spots? 


10. What is the timeline for fixing these faults? 


11. Mr Rix told us last time about the classification of faults into fault “clearance codes” which formed the basis of the decisions made around the 3,000 targeted customers. Can you quantify how many of these faults are in each clearance code? How many are cable outages, for example? How many in pits, and joints? 

Answer:

Please note: 

As the Regional Network Taskforce (RNT) Project was initiated in July 2002 and covers broadly the USO/CSG Minor Rural category, the scope for the responses on trouble reports is as follows: 

· USO/CSG Category: 
Minor Rural (National).

· Time Period: 

1 July - 30 September 2002.

The USO/CSG Minor Rural category covers service areas within the scope of the RNT Project (96%) and service areas outside the Project (4%).

1. As outlined in Question 36, the number of targeted customers has been refined to 5000. See answer to Question 36.

Telstra has allocated $88.3 million to upgrade the customer access network, and so far has identified and briefed contractors on $45.39million in projects. Work is well advanced for the allocation of the remainder of the budget. 

2. A trouble report records a customer’s report of a fault, whether or not the fault is a problem with Telstra’s systems. A fault report records faults with Telstra’s systems. Trouble reports are useful as criteria as they give a customer view of the performance of the service and network.

3. Trouble reports are recorded in Telstra systems when customers contact Telstra's Service Call Centres. Trouble reports are measured according to performance regulations (eg. CSG) or Telstra's internal performance specifications. 

Between July 1 and September 30, 2002, in the USO/CSG Minor Rural category (corresponding approximately to the service areas covered by the RNT Project), there were a total of 143,701 trouble reports. The number of trouble reports has been generally stable over a number of years, despite the fact that there has been a significant growth in traffic on the network over that time, particularly data traffic, and that 2001/02 saw an unusually high incidence of natural disasters and extreme weather conditions across the nation.

The above trouble reports included: 

· 17,549 trouble reports cleared by staff at Service Call Centres; 

· 58,606 faults in customer premises equipment and payphones; 

· 58,530 faults in the customer access network (CAN); 

· 8,122 faults in the exchanges and the inter-exchange network; and

· 894 miscellaneous trouble reports. 

Within the same timeframe, 30,065 faults were in the cables and 4,680 faults were in the joints. 
4.
The percentages of trouble reports for the period 1 July - 30 Sept 2002 were as follows:

· Customer Premises Equipment (CPE): 32%.

· Telstra Payphones:  8%.

· Customer Access Network (CAN): 41%.

· Other (Exchanges, Inter-Exchange Network, reports cleared by staff at Service Call Centres, etc): 19%.

5.
58,530 CAN trouble reports are recorded in the USO/CSG Minor Rural category for the September 2002 quarter. 

For those trouble reports covered by the ACA CSG Standard, they are cleared according to ACA CSG timeframes. 

For USO/CSG Minor Rural (broadly covering the scope of the Regional Network Taskforce Project) the timeframe is within two working days. For the September 2002 quarter, the % met performance for CSG Restoration National Minor Rural was 94%. Clearance information is captured and monitored in Telstra systems.

6. As outlined in Question 36, the number of targeted customers has been refined to 5000. This initiative is focussed on upgrading customers identified using a Telstra database indicating exchange performance measures together with local knowledge - the underlying cause varies from customer to customer. There is a number of contributing factors to service faults in any given case. Telstra estimates that some 60% of services targeted under the Regional Network Taskforce are served by various types of pair gains. 

7. Approximately 5,000 customers with high fault rates have been identified under the Regional Network Taskforce (see answer to Question 36).

8. These trouble spots are spread throughout each of the 28 Telstra Country Wide regions in minor rural Australia. 

9. See answer to Question 36.

10. Funding for the Regional Network Taskforce is allocated for this financial year, and work is well advanced on spending this budget.

11. See answer to Question 3.

Outcome na, Output na





Question:  38

Topic: Telstra and Mass Service Disruptions

Written Question on Notice
Senator Mackay asked:

According to evidence given by Telstra to the Estens Inquiry, in 2001-2002 Telstra issued 44 Mass Service Disruption Notices. 

1. Can you provide a list of the areas covered by each of the 44 MSDs which were declared in 2001-2002, the duration of each MSD, and the number of faults reported for each MSD for each area?

2. What is Telstra doing about the Government licence condition requiring Telstra to more clearly identify the areas covered by its MSDs, and to also ensure that they are only issued for areas affected by the cause of an outage or affected by the need to move staff or equipment from another associated area to attend the outage? 

3. What do you say to claims by the CEPU in their submission to the Estens Inquiry, that the frequent use of MSDs hides the degree to which the age of the CAN, combined with poor maintenance practices, is adversely affecting network reliability? 

Answer:

1. Public notices for the 44 CSG Exemptions declared during 2001-2002 are attached. These provide details of the area of coverage, duration of the exemptions and number of affected services. CSG Exemptions public notices are published in relevant daily newspaper(s) in the affected regions.

2. Telstra policy for management of CSG Exemptions has been implemented to comply with the ACA CSG Standard [Telecommunications (Customer Service Guarantee) Standard 2000 (No. 2) (as amended)].

In response to the Government Carrier Licence Condition imposed on Telstra on 15 May 2002 [Carrier Licence Conditions (Telstra Corporation Limited) Declaration 19976 (Amended No. 1 of 2002)], Telstra has updated its CSG Exemptions Policy to comply with the new requirements.

Significant operational changes have been implemented and have been operational since 15 May 2002. These changes address the matters raised by the Senator.

3. Telstra developed the CSG exemption policy in 1998 in consultation with the ACA and the TIO. This policy is adhered to when Telstra declares MSDs as a result of circumstances that are beyond its control (eg. damages caused by natural disasters, extreme weather conditions) and which therefore prevent it from meeting regulated timeframes for connection and repairs.

Outcome na, Output na





Question:  39

Topic:  Telstra Fault Rates ACA Annual Report

Written Question on Notice
Senator Mackay asked:

1. At this Committee’s hearings on February 18 this year, Telstra was asked to account for the 13.2% national increase in Customer Service Guarantee related faults that took place between 1999-2000 and 2000-2001, as reported in the Australian Communications Authority annual telecommunications report earlier this year (Question 169).


Telstra replied that the rise was due to a “combination of factors” including changes in CSG fault reporting arrangements linked to changes in the CSG standard and adverse weather conditions between December 2000 and March 2001.

a) what were the relevant changes to the CSG standard?


b) what was the precise impact of these changes on reporting arrangements?

2. Data published in the ACA’s 1999-2000 and 2000-2001 Telecommunications Performance Reports suggests that rural fault rates (for CSG type faults) rose by around 50% between these two periods. Similarly, the ACA reported that the fault rate for Tasmania rose by 47.7%.

a) what proportion of this rise does Telstra suggest is due to the changes in reporting methods?


b) why is the reported rise in the fault rate in rural areas disproportionately high when compared to the rise in the urban rate, which appears to have been only about 3%?


c) how is the disproportionately high rise in the Tasmanian fault rate to the explained?

d) Can you provide a breakdown of the category and type of fault in Tasmania, giving the number of faults in each category, and the percentage of total faults that each category represents. 

e) Can you provide similar figures to those referred to in (d), for each preceding year for the past 5 years. If no exact comparative figures are available, the nearest available fault figures for those years are requested. 

f) Of the faults that are CAN related faults, what type of problems and faults are there? Please describe and provide details for the 5 most common. 

Answer:

a) The new CSG standard that came into effect on 7 July 2000 included new exemption provisions covering the range of circumstances in which a Carriage Service Provider was able to claim exemption from the standard. In addition the new provisions specified the type and form of notification that was required to be provided to customers wherever an exemption was being claimed. The standard also formalised requirements for copies of public notifications to be provided to the Australian Communications Authority and the Telecommunications Industry Ombudsman and for CSPs to have in place procedures ensuring exemptions were being given effect consistent with the CSG standard requirements. In addition to these changes in August 2000 new CSG legislation came into effect that placed the responsibility on a CSP to identify, notify and pay CSG liability for all CSG eligible events. Prior to this date CSG entitlement was assessed following receipt of a customer claim. 

b) The impact of these changes was an increase in the number of faults included in CSG performance during the 2000-2001 reporting year compared with the levels recorded in 1999-2000. See answer to question 2 (a below.


In combination these changes required that from July 2000 faults needed to considered against the new CSG standard exemption provisions. Prior to the introduction of these changes Telstra had not included in its CSG calculations some specific categories of faults which it was able to clearly identify from its records were due to factors beyond its control. These faults included those caused by third party private contractors, vandalism to equipment or other causes such as damaged lead-in wires caused by severe storms. 

It is important to distinguish these faults from those which arise over a widespread area due to extreme weather conditions. These fault level increases occur due to a major impact on Telstra's operations caused by extreme weather eg. flooding and high levels of rainfall which in turn prevent Telstra accessing areas to repair faults. These widespread service disruptions are considered on a case by case basis applying procedures required to be in place under the CSG standard to determine whether there are legitimate grounds for claiming an exemption. Exemptions from the CSG standard are applied where such criteria are satisfied. Such faults are included in calculations with performance being assessed applying adjusted CSG timeframes. Copies of Telstra’s CSG exemption policy and procedures have been presented to the ACA and the TIO.

a) Telstra suggests the change in reporting methods accounted for an increase of approximately 26% in national rural fault levels and 31% on Tasmanian fault levels during the 2000-2001 reporting year. The other major factor contributing to the overall increase in fault levels was the compounding effects of severe weather conditions down the east coast of Australia including Tasmania during December 2000 to February 2001 period. Telstra's fault levels are impacted by seasonal weather conditions which vary in intensity from one year to the next. Bureau of Meteorology reports show that Tasmania experienced very bad storms over the 2000 Christmas period with reported wind damage and high rainfall.

b) The impact in rural areas was higher as the incidence of faults for  categories included in calculations in 2000-2001 (and not included in 1999-2000) was  higher in  rural areas and  impacted  a higher percentage of customers. For example cable cuts in rural areas may impact long cable runs servicing large numbers of customers over extended distances which results in a higher proportion of total rural customers being affected than in urban areas. These increases were also compounded by the impacts of severe weather conditions during 2000-2001. 


c) Please refer answer to part (a) and (b). The proportion of Tasmanian rural faults is high when compared with other states due to the higher number of rural CSG eligible services in that state. By way of example the ratio of CSG eligible services in rural Tasmania is approximately 40% compared with a national average of approximately 23%. In this regard Tasmanian  customers are categorised as either urban or rural. Unlike other states in Tasmania no areas are categorised as remote. This higher incidence of faults in Tasmanian rural areas is also consistent with ABS census population distributions between urban and non urban population centres in that state. These distributions show there is 72% of Tasmania's population living outside major urban areas. 

d) & e)

The following breakdown of CSG faults is provided for Tasmania  for the last 4 years reporting commencing June 1998. Data is not provided prior to this date as the CSG only commenced on 1 January 1998.

	Category/Type of Fault
	98/99

Volume Total
	98/99

% of Total
	99/00 Volume Total
	99/00

% of Total
	00/01 Volume Total
	00/01

% of Total
	01/02Volume Total
	01/02

% of Total

	Tasmania
	
	
	
	
	
	
	
	

	1.CAN-general: all equipment and cable  associated with the CAN (external plant) other than the electronic CAN CAN-customer radio:
	13,555
	77.77%
	9,343
	77.00%
	13,145
	73.37%
	14,354
	77.74%.

	2.All equipment and cabling/wiring associated with radio systems in the CAN
	68
	0.39%
	86
	0.71%
	87
	0.49%
	59
	0.32%

	3.CAN-exchange main distribution frame: all equipment and cabling/wiring associated with the exchange Main Distribution Frame
	1,011
	5.80%
	528
	4.35%
	804
	4.49%
	617
	3.34%

	4.CAN-pair gain, optical fibre systems and line conditioning equipment: all equipment and cabling/wiring associated with pair gain systems, optical fibre systems and line conditioning equipment in the CAN
	1,105
	6.34%
	898
	7.40%
	1,617
	9.03%
	1,802
	9.76%

	5.Inter Exchange Network-junction cables: all cables between exchanges 
	3
	0.02%
	0
	0.00%
	163
	0.91%
	108
	0.58%

	6.Exchange: all equipment and cabling/wiring in an exchange up to but not including the exchange side of the MDF (Main Distribution Frame)
	1,687
	9.68%
	1,278
	10.53%
	2,099
	11.72%
	1,523
	8.25%


f) CAN types of problems & faults:

· CAN - General: all equipment and cable associated with the CAN (external plant) other than the electronic CAN. This encompasses faults in all Copper sections of the PSTN between the exchange MDF and the network boundary point (typically the first socket)

· CAN-customer radio: All equipment and cabling/wiring associated with radio systems in the CAN. This encompasses DRCS (Digital Radio Concentrators) and point to point radio systems between an exchange and a customers premises.

· CAN-exchange main distribution frame: all equipment and cabling/wiring associated with the exchange Main Distribution Frame. Refers only to the jumper between the CAN side of the MDF and the Exchange side, may include jumpers to ADSL or line conditioning equipment.

· CAN-optical fibre systems, line conditioning  & pair gain equipment in the CAN. All equipment and cabling/wiring associated with pair gain systems, optical fibre systems and line conditioning equipment in the CAN.

The following are the five most common CAN CSG eligible faults:

· No dial tone.

· Excessive noise on the line 

· Incoming Call Problem eg. customer problems with received call 

· Outgoing call Problem eg. customer has problem placing a call

· Overhead wires eg. damaged lead-in cables

Outcome na, Output na





Question:  40

Topic: Mobile phone coverage in rural Australia

Written Question on Notice

Senator Mackay asked:

The Estens report that was released in November 2002 had number of submissions from people in rural Australia that there are deficiencies with the CDMA system compared with the previous analogue system.

1.
What is the coverage of the CDMA network in rural Australia?

2. 
How are these deficiencies being dealt with to improve the system?

3. 
Can Telstra rectify these problems?

4. 
News.com.au reported on October 7th 2002 that the CDMA that covers rural and regional Australia is less congested but does in fact suffer more dropouts than the older GSM network, What is Telstra’s response to this?

5. 
The Estens inquiry received 197 submissions about mobile telephone coverage in rural and regional areas, Do you agree that this shows that rural Australia’s mobile needs are not being met? If not, what evidence to the contrary can Telstra supply us with that can demonstrate the effectiveness of the system?

6 
What does Telstra estimate it will cost to rectify the problems that rural Australia is experiencing? 

7. 
As of 3rd October 2002 Telstra had still not supplied to the ACA any network quality statistics since the launch of the CDMA network in 1999, when will these figures be supplied to the regulatory body, the ACA?

8. How much money has been spent on rural Australia’s mobile network, how much more needs to be spent to make the system operate efficiently?

Answer:

1.
Telstra’s digital CDMA network currently covers 1,056,183 square kilometres or 13.7 per cent of landmass and reaches 97.46 per cent of the population or 17.4 million people at their place of residence. On current estimates, this network will expand to cover more than 1.3 million square kilometres and reach more than 98 per cent of the population once the currently announced Commonwealth Government tenders to provide new or improved coverage to more than 180 towns and along 34 rural highways have been completed.

2.
Telstra’s analysis of submissions made to the Estens Inquiry in relation to mobile phones shows that coverage-related issues were predominant, with a number of submissions making comparisons with the old AMPS (analogue) network. The digital CDMA network currently covers more landmass and reaches more of Australia than the old AMPS (analogue) network which, at its peak, covered 536,000 square kilometres or less than 7 per cent of the landmass. A small number of submissions related to call drop-outs. On this measure, the digital CDMA network performs better than did the analogue network, which at the time of its decommissioning, had an average of more than 3 per cent call drop outs.

3.
Telstra continues to improve the performance of its GSM and CDMA networks by building more base stations and continually fine-tuning the performance of existing infrastructure.

4.
The performance of Telstra’s digital CDMA network is world class on all measures. It is reasonable to expect that wireless networks with very wide rural coverage such as Telstra’s CDMA network will exhibit a slightly higher call dropout rate than those which cover mainly larger population centres such as the GSM networks operated by Telstra, Sing-Tel Optus and Vodafone. This is because the digital CDMA network provides coverage for rural and regional population centres and their surrounding areas. As users move outside those coverage areas, calls will inevitably drop out. It is highly unlikely that our rural customers would detect the difference between city and rural performance. The difference would only represent one extra call dropout for every 80 to 100 calls made. Telstra customers automatically receive a rebate on the flag-fall if a call is re-established within 30 seconds of it dropping out.

5.
Few other countries of similar size and geography can boast mobile phone coverage such as provided by Telstra. Telstra’s digital CDMA network is the second largest cellular network in the world and will reach more than 98 per cent of the Australian population once the current projects being undertaken in conjunction with the Commonwealth Government are completed. Telstra does not agree with the proposition that because certain parts of the Australian landmass are without terrestrial mobile phone coverage, rural Australia’s telecommunications needs are not being met. There will always be parts of regional and rural Australia that are not covered by terrestrial mobile phone networks as it is simply uneconomic to do so. However, people in areas not covered by cellular mobile networks have the option of satellite mobile phones providing reliable and affordable mobile phone access from anywhere in Australia with a clear view of the sky. 
6.
See answer to Question 5.

Telstra considers that after the commissioning of all sites included in Networking the Nation, Wireless West and the 3 TSI contracts, the economic limits of terrestrial mobile coverage under current technology and cost models will be approached. Additional coverage could be considered on a case-by-case and location-by-location basis. It is likely that additional coverage would involve capital contributions from external parties. In most cases this contribution would involve the cost to construct the mobile base station site (site, hut, tower, radio equipment etc). In some situations the transmission necessary to connect the base stations into the broader network, the cost of maintaining the base stations and associated costs may also require funding from external parties. 

7.
Telstra welcomes the Australian Communications Authority proposal to reintroduce public reporting of network performance in July 2003 following a wide-ranging review. The review was prompted by Telstra’s concerns that the network-to-network comparisons used in various advertising campaigns by our competitors misled consumers. The standardisation of measuring guidelines supports this view as the ACA has found that in the past different carriers reported their network data in ways that did not permit accurate comparison. The publication of qualitative commentary and performance trends this year (ie 2003) will allow consumers to make their own judgements on all these matters. When that occurs, Telstra will proudly stand behind the performance of our digital GSM and CDMA networks which both reach more Australians and more of Australia than any of our competitors’ cellular networks.

8.
Telstra has invested more than $1.37 Billion to date on its regional CDMA and GSM mobile networks. As noted in the answer to Question 6, Telstra considers that after the commissioning of all sites included in Networking the Nation, Wireless West and the 3 TSI contracts, the economic limits of terrestrial mobile coverage under current technology and cost models will be approached. Note that as at the end of November 2002, there were an additional 349 sites scheduled to be commissioned between December 2002 and June 2004.
Outcome na, Output na





Question:  41

Topic:  Telstra and broadband availability

Written Question on Notice

Senator Mackay asked:

1. At the last Senate Estimates Telstra did not provide data broadband availability on a regional basis as it was regarded “commercial in confidence”. Why is this information regarded “commercial in confidence”?

2. You were able to give the information that 75% of the population are able to access broadband and that there are 175,000 customers. Why, then, can you not provide a breakdown of these figures?

3. What is the current total numbers of Telstra broadband customers? Can you also provide the percentage of customers using the various broadband platforms such as cable, ADSL and satellite? 


4. Can you also give the number of Telstra wholesale broadband customers and also provide platform percentages?

Answer:

1-2.
Telstra operates in a competitive environment with more than 140 broadband service providers. Telstra does not disclose a breakdown of cable, ADSL and satellite data on a regional basis as this information is commercially sensitive and may be used by our competitors to gain a commercial advantage. However, Telstra can provide an overall regional snapshot. For example, Telstra has enabled 800 ASDL sites with a strong presence in all capital cities and availability in 66 regional areas (there is at least 1 ADSL site in every Call Charging Area in mainland Australia and Tasmania - 66 areas in total.). This means that about 75 per cent of the population can access Telstra's BigPond ADSL broadband service after allowing for technical limitations. The remaining customers can access Telstra's high speed Internet services using either:

· Telstra BigPond Cable broadband (providing they are in the cable footprint in Melbourne, Sydney, Brisbane, the Gold Coast, Adelaide and Perth).

· Telstra BigPond Satellite broadband
· ISDN (ISDN Home, a very fast and high quality Internet service, is also available in many areas where ADSL is unable to be provided as a high speed Internet service. ADSL cannot operate over a distance greater than 3.5 kms from an ADSL capable exchange. ISDN can operate over longer distances - depending on cable gauge - up to 15 to 20 km. ISDN Home is an alternative to a second line solution for residential customers. A second line is not necessary as customers can operate Internet, phone & fax off the one single connection.) 
3. Telstra currently has some 255,000 broadband subscribers using its networks (including wholesale customers). As noted in answer to question 1&2, the breakdown of this information by technology platform is commercial in confidence.

4. 27 customers (90%) are acquiring DSL and 3 customers Unbundled Local Loop (10%) from Telstra Wholesale.
Outcome na, Output na





Question:  42

Topic: Telstra – Spending on Legal Services
Written Question on Notice

Senator Mackay asked:

1. How many in-house counsel does Telstra have? How does this compare with 5, 10 years ago?

2. Which law firms in Australia does Telstra use?

3. In total, how much does Telstra spend on Legal Services currently? 


4. Is this broken down into different categories or sub-divisions of Telstra?

5. How much has Telstra spent on legal services associated with the access regime?


6. Can you supply the figures for legal spending for each year for the past 10 years?

Answer:

1. Telstra currently has 60 in-house counsel, the great majority of which are engaged in shareholder value-enhancing commercial activity including preparing commercial contracts covering over 10 million retail and wholesale customers, contracts for over $7b in purchases and $3.5b in capital expenditure each year, advising on intellectual property, technology, network, planning and property law issues, product and pricing issues, corporate governance and listing requirements, compliance, human resources, claims management, mergers and acquisitions and activities of Telstra’s subsidiaries here and overseas, monitoring the domestic and international regulatory environment, and answering information requests received from the many regulators whose activities affect Telstra.

This number has increased over the past five to ten years as new technology and the establishment of open competition have added significantly to the complexity and scope of the telecommunications industry and with that, the value of Telstra, and the company’s range of interests, has expanded considerably.

A benchmark report prepared by the Washington-based ‘General Counsel Roundtable’ in August 2002 indicates that Telstra employs fewer lawyers than would be expected in a benchmark telecommunications firm of similar size, revenue and range of interests.

The same study concluded that Telstra’s total expenditure on legal counsel was approximately equal to international companies whose revenue matches Telstra, but substantially lower than could reasonably be expected taking into account the more heavily regulated nature of the telecoms sector in Australia.


2. In addition to in-house counsel, Telstra obtains legal services from the following panel of firms:

Arnold Bloch Leibler

Australian Government Solicitor

Blake Dawson Waldron

Corrs Chamber Westgarth

Davies Collison Cave

Downings

Freehills

Frenkel Partners

Henry Davis York

Mallesons Stephen Jaques

Shanahan Tudhope

Sparke Helmore

3. See answer to question six.

4. Yes

5. The Regulatory and Competition law group within Telstra Legal and Regulatory business unit has an annual budget of just under $4 million. 

This group deals with domestic and international regulatory analysis, complying with the Trade Practices Act, and answering information requests received from the many regulators whose activities affect Telstra.

In addition to its other responsibilities, the group provides legal services associated with the access regime. The majority of Telstra’s revenue is derived from assets that are subject to access regime.

6. Telstra is able to provide data on legal spend for the following years:

1997/98

$40,253,222.83

1998/99

$57,979,818.61

1999/00

$47,095,555.13

2000/01

$50,550,719.83

2001/02

$46,354,337.23

2002/03

$14,586,131.02 (to December 2002)

It would be misleading to characterise this expenditure as relating solely to litigation or managing the access regime. The great majority of this expense relates to shareholder value-enhancing commercial activities described in answer to question 1.

Outcome na, Output na





Question:  43

Topic:  TELSTRA – Advertising Budget

Written Question on Notice

Senator Mackay asked:

1. At last Senate Estimates Telstra refused to say what the advertising budget of Telstra Country Wide was, on the basis that it is “commercial in confidence” [QON 26] Why is the advertising budget of Telstra Country Wide “commercial in confidence”?  Is Telstra aware that it cannot assert “commercial in confidence” without establishing the basis on which this assertion is made?

2. Can you provide figures for each year of operation for TCW for advertising for each year of its operation? 

3. What is Telstra’s total spend on advertising each year, per year for the past 10 years? 

4. What is Telstra’s spend on advertising for each medium of advertising? Please provide figures for each medium, per year for the past 5 years? 

5. How much is spent on each of television/print/radio advertising? [Per division of Telstra for each if that is how it is allocated]

6. What is Telstra hoping to achieve from its naming rights deal for Telstra Stadium and Telstra Dome?

7. Can Telstra provide Senators with the full costs of these two deals and the length of time the deals go for?

8. What is Telstra hoping to achieve in its deals with John Laws and Alan Jones? 

9. What reporting does 2GB and 2UE provide to Telstra in return for their sponsorship? 

10. Do these radio stations provide transcripts of on-air mentions of Telstra? If yes, can you provide the Committee with all copies? 

11. What media monitoring does Telstra do? Please provide a breakdown by media type, including both qualitative and quantitative analysis. 

12. Please supply the Committee with any internal or externally prepared reports on Telstra’s brand name and trademark, produced in the last 2 years.

13. Please provide the Committee with any internal or external reports, market research or other work done on public perception of Telstra?

Answer:

1 to 5.


The amounts that Telstra spends on advertising and promoting its products and services, even at aggregate levels, are commercially sensitive. It would be of potentially significant commercial value to Telstra's competitors if they could access this information. For example, access to this information would allow competitors to revise their own level of spending on advertising so that they could match or exceed Telstra's expenditure. Also by providing an aggregate amount of our promotional spend, our competitors could obtain a reasonably good understanding of the split between Telstra's advertising spend (which has been estimated by external organisations) relative to our spend on direct mail and telemarketing. Such knowledge could put those competitors in a position to compete unfairly with Telstra in circumstances where they are not obliged to make reciprocal disclosure of the amounts they spend for the same purpose. Exposing Telstra to such inequitable detriment would prejudice Telstra's commercial interests and thereby the interests of its stakeholder owners, whether private shareholders or, though the Commonwealth's shareholding, Australian taxpayers.

6. These sponsorships of two of Australia's premier sporting and entertainment venues enable us to capitalise on branding and retailing opportunities which arise from the millions of people who visit these sites and view our branding via televised events.

7. The sponsorship term for the Telstra Stadium Deal is until 2009 and the sponsorship term for the Telstra Dome deal is until 2010. Both contracts contain options to extend the term. 

The full costs of these two agreements are commercially sensitive. It would be of potentially significant commercial value to Telstra's competitors if they could access information about our naming rights arrangements. Such knowledge could put those competitors in a position to compete unfairly with Telstra in circumstances where they are not obliged to make reciprocal disclosure of the amounts they spend for the same or similar agreements. Exposing Telstra to such inequitable detriment would prejudice Telstra's commercial interests and thereby the interests of its stakeholder owners, whether private shareholders or, though the Commonwealth's shareholding, Australian taxpayers.
8. Telstra currently has promotion and advertising agreements with Macquarie Radio (for whom Alan Jones works) and John Laws respectively. Both John Laws (2UE) and Alan Jones (2GB) are extremely popular presenters. As such, the popularity and reach of these presenters ensures that Telstra’s products and services are promoted to a wide audience across Australia.
9. Telstra is unsure of what ‘reporting’ means in the context if this question. Telstra has answered this question on the basis that ‘reporting’ means, ‘what obligations do both 2GB and 2UE have in terms of reporting their adherence to the contract?’. Under the current agreements with both Macquarie Radio and John Laws, there are no specific ‘reporting’ requirements that monitor the frequency within which Telstra is mentioned. Telstra does not normally require its sponsored parties to report on such matters. However, Telstra does track, via our media services agency, the performance of the stations, their ratings and audience share. 

10. Telstra understands this question to be about whether both 2GB and 2UE are required to produce lists reporting on the frequency and content of on air mentions of Telstra, and its products and services. These stations do not provide Telstra with transcripts on a regular basis. However, on occasions, we request recorded copies of Telstra live reads to monitor style to ensure that communications are delivered in a way that is easy to comprehend.

11. Media monitoring is normal practice for any business which is concerned to maintain the best possible relations with consumers and the investor community. Telstra, like corporations and government agencies across Australia, uses media monitoring to identify issues that warrant attention and response. A print monitoring service provides daily coverage of articles relating to Telstra in all States and territories. An electronic monitoring service provides a synopsis of radio and television broadcasts involving Telstra. In addition, Telstra directly keeps up to date with wire services including Australian Associated Press, Reuters, Bloomberg and Dow Jones. Any analysis of media coverage is commercial in confidence because of the potential for it to be used to the advantage of Telstra's competitors. 

12.&13

Telstra is unable to provide internally produced reports on the Telstra brand and corporate reputation as this is commercially sensitive information used to inform the company's management of its performance in matters related to corporate reputation and market positioning.

These reports provide Telstra with a read on the Australian public's perception of core brand and reputation attributes. Such information is closely guarded by all commercial organisations, including Telstra's competitors.

To make such information publicly available would cause damage to Telstra’s commercial interests for the following reasons:

· It would provide unfair advantage to competitors who could use it to compete unfairly by, for example, positioning products against areas of perceived weakness, shifting competition away from areas of strength, or re-aligning their brand values & attributes to counter those of Telstra, and
· it would leave the company open to potential media exploitation of the information and selectively informed attack.

· Both outcomes would seriously affect the company's ability to operate commercially, with flow-on affects to shareholder value.

· However, Telstra is able to provide the Senate Committee with the following published research reports into Australian public perceptions of major corporates reputation, including Telstra's. Copies of these reports will be sent direct to the Committee Secretariat. Readers Digest Survey on Corporate Reputation: December 2002, and RQ study, December 2002.

Outcome na, Output na





Question:  44

Topic:  Pay Phones

Written Question on Notice

Senator Mackay asked:

1. How is Telstra responding to the recent ACA report into payphones which found only 82% of Telstra payphones enabled successful calls to be made by both coins and phone card?


2. We note that the number of Telstra-operated payphones declined from 35,151 to 33,778 – a 4% decrease in 2001-02. What are the criteria Telstra uses when deciding whether to remove a pay-phone from an area? 

3. Is any consultation done with the local community before a pay phone is removed? Is any notice given to a community before this happens? If not, why not? 

4. What actions are Telstra taking to increase the availability and reliability of payphones in remote indigenous communities?


5. Has Telstra done any work into the usage patterns of pay phones? What are the trends? 


6. Has Telstra had any complaints from customers about the removal of pay-phones? How many complaints? Were these complaints from metro areas or regional areas? 

7. What is the cost to Telstra of providing payphones (i) by infrastructure costs; (ii) by maintenance costs.

Answer:

1. The ACA report- Special Report No.9—October 2002 “ The Universal Service Obligation-Payphones”, contains information based in part, on a survey commissioned by the ACA in mid 2001 of only 501 Telstra public payphones. This was a sample of just 1.4% of the population of public payphones in Australia at that time and represents a snapshot in time of payphone serviceability.

Telstra has a Customer Serviceability measure which uses a real time 24hr x 365-day sampling method covering 97% of all public payphones. The measure is very stringent because of the real time nature of the measurement, and it obtains inputs from each payphone based on customer reports and internal payphone diagnostics and alarms; ie a payphone will be considered non-serviceable from the time the management system detects, or a customer reports, a fault  which makes the payphone inoperable, until it is repaired.

The Customer Serviceability measure nationally, for the period of the ACA survey, was 94%.

2. The reduction in the number of Telstra operated payphones has primarily occurred where multiple payphones exist at a site. For example, in the last year Telstra has recalled some obsolete payphone equipment including magnetic stripe card phones and Creditcard phones that were co-located with other payphones. 

In addition to Telstra public payphones, there has been an increase in the number of private payphone operators installing payphones within the public environment. In addition there are now a large range of calling cards available to the public that can be used from business or residential phones, as well as payphones. 
The trigger for the removal of a payphone may be internal or external. For example, Telstra regularly reviews the usage of all its payphones to ensure that our obligation for making payphones reasonably accessible, as set out in Telstra’s USO Standard Marketing Plan at: http://www.aca.gov.au/consumer/uso/mp.rtf is being met. Increased usage of mobiles, full penetration of residential services and lack of any passing traffic in a particular area may mean that, over time, usage of a payphone facility drops to minimal. Also, there may be population, housing or tourism growth in another area that requires a payphone. Telstra has also recently removed older technology payphones such as the remaining magnetic stripe card phones and the Creditcard phones.

In addition to payphone usage and removal of old technology equipment, a payphone may be removed due to other factors such as:

· recurring high maintenance costs due to vandalism,

· changes to the site or building; eg. road widening or closure of a shopping centre,

· vehicular knockdowns, and 

· requests from the community.

3. Where a payphone is the only payphone at a site, Telstra will consult with the local community, site owner and local government. This includes the posting of a notice at the site for at least 3 months, indicating Telstra’s plan to remove the facility and inviting comment.

A notice may not be posted if:

· there is more than one payphone at the site and Telstra is reducing the overall number,

· the existing payphone is being relocated and the new site is within line of sight of the existing installation,

· the payphone is being removed to allow for commercial works, road alterations etc to occur, or

· the payphone facility has been severely damaged by vandalism and alternate sites are not available.

4. Telstra has been working closely with the Department of Communications, Information Technology and the Arts (DOCITA) and ATSIC on a number of initiatives.

These include:

· improved database and software mapping of placenames and indigenous community locations,

· priority listing of communities based on survey data,

· site visits and assessments of the top 40 priority communities, as identified by DOCITA and ATSIC and sourced from Community Housing & Infrastructure Needs survey,

· of the 40 communities assesssed by Telstra, 15 were found to meet the criteria in Telstra’s Standard Marketing Plan. Of these 15, 9 have had a payphone installed, with the remaining 6 being well progressed, and

· alternate technologies other than payphones to meet the communities telecommunication needs.

5. Based on market research of public payphone users, these users continue to be dominated by youth, but there some indications that the actual make-up of the users is changing slightly towards people who are unemployed and/or are students and away from blue collar or full time workers. Australian born and English speaking groups still dominate users with 88% of users being Australian citizens. 
Critically, people’s attitudes to public payphones are that they are a key face of Telstra and provide an essential service for all Australians.
Future usage will continue for payphones, albeit with substitution of other calling methods, such as mobiles and prepaid mobiles. 

Essentially, the reasons for choosing a payphone has not changed - it is because of it’s price value to call locally, its convenience in terms of location, and if the users mobile phone is not working or is not on the person for some reason.

Telstra is unable to provide any information on usage of private payphones. 

6. Telstra does receive complaints from time to time about the removal of payphones. This may be because a payphone was removed or it maybe because Telstra did not remove a payphone from a particular area.

In the period July 2001 to end June 2002, Telstra received 19 complaints relating to removal of a payphone. Of these 12 were from regional areas. 

Nine of the 19 removal complaints related to payphones removed from commercial sites and replaced by private payphone operators, sites where there were vehicular knockdowns of booths which were re-installed at a later date, and a reduction in the number of payphones at a multiple site.

The number of complaints about removals represents less than 2% of the total number of removals and relocations that Telstra undertook in 2001 – 2002.

7. The cost of providing and provisioning a public payphone can be broken down into a number of subcategories. This requires capital expenditure each financial year.

	Cost per new public payphone installation
	Av Min (internal site-no booth)
	Av Max (remote communities)
	Average

	Siting & consultation vists
	$750
	$4,500
	$1500

	Build & provide network infrastructure   (dial tone)
	$500
	$100,000
	$2,500

	Provide & install terminal infrastructure (booth, payphone, footings, power)
	$3,000
	$25,000
	$8,500

	Total
	$4,250
	$129,500
	$12,500


The cost of maintaining the Telstra public payphone terminal business is approximately $89.2M per year. Maintenance costs include usage of power, cleaning, site fees, maintenance visits to payphones and/or booths, spare parts, modifications, coin collection, depreciation and administration. These costs can vary considerably for each unit, depending on location and usage.
This amount excludes connection, call usage & maintenance costs of the network.

Outcome na, Output na





Question:  45

Topic:  Telstra – provision of interim services

Written Questions on Notice

Senator Mackay asked:

1. How many interim phone services have been supplied under these obligations by Telstra since they were introduced, in each of the types of areas that they are classified into? 

2. What is the cost to Telstra of providing these interim services? 

3. How many instances have there been where Telstra didn’t provide this interim service within 30 days, and what were the reasons for this? 

4. What is Telstra Country Wide doing about those situations where the request is for a second line for Internet access?

Answer:

1. The following interim phone services were supplied under USO or CSG obligations between 15 October 2001 (date of introduction of obligation) and 16 December 2002. 

Activation
Total Supplied
Assurance 
Total Supplied
Area 




Area 
Urban
6080
Urban
2081

Major Rural 
1713
Major Rural 
183

Minor Rural 
3531
Minor Rural
309

Remote 
441
Remote
3

Total 
11765
Total 
 2576

Please note: Assurance data reflects interim phone services supplied for all reasons. Details of interim services for CSG and USO obligations only are not available.

2. Costs associated with the provision of Interim Services for the purposes of USO and CSG eligibility from 15/10/01 to 17/ 12/02 are approximately $1.6M

This includes: 
Warehousing, 




Transportation, 




Labour, 




Maintenance, 




Installation of Minisat technology,




Minisat costs associated for all supply reasons.

This excludes:  
Labour associated with Front of House activities. 




Purchase of new Equipment.
3. Under the regulation requiring delivery within 30 working days, 953 interim services did not meet this timeframe. 

Whilst Telstra aims to achieve the 30 working day timeframe, in many instances the delay in the provision of interim services is due to the customer’s delay in accepting the interim service. Other delays were caused by appointment negotiations with customers (in particular for Minisat technology) and courier delivery time frames. 

4. Where the request for the second service is for Internet access, then Telstra will work with the customer to provide the most cost-effective solution. This may involve the provision of a standard telephone service, or the provision of alternative arrangements, such as one or two-way satellite data services, ISDN, ADSL, etc which will provide superior data speeds and may be more suited to the customer's needs.

Outcome na, Output na





Question:  46

Topic:  Telstra Priority Service

Written Question on Notice
Senator Mackay asked:

1. What is the annual budget for administering the Priority Service Program? 

2. How many staff are allocated to work on this program, and what are their roles? 

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

4. How many of these customers have registered with a medical practitioner certification; and how many with a statutory declaration?

5. Is the statutory declaration only to be used if the customer cannot get a medical practitioner certification, or can it be used as a straight substitute for that certification? 

6. Have all the 9,000 customers who had previously self-nominated to be on the program been transferred to the new program? Or if not, how was the transition to the new program handled? 

7. Can you provide any further information on why the AMA did not support this program? Are you still in negotiations with the AMA on this? 

8. Isn’t it true that the AMA told Telstra that most medical conditions can be life threatening under certain circumstances, and so they could not limit their criteria in the way that Telstra demanded?

9. Isn’t there a big chance that a customer might sincerely believe they have a life-threatening illness and fill out the statutory declaration to say so, but not fall within Telstra’s criteria for eligibility for the program? 

10. With regard to the “Privacy Consent by patients” on the application form,  what steps would Telstra envisage taking to collect information relating to a customer’s medical condition? 

11. Has Telstra had any complaints or correspondence from any doctors or medical staff about this program? 

12. Why isn’t the Priority Service guaranteed under the Customer Service Guarantee arrangements? Would there be any difficulties for Telstra if it was? 

13. Why can’t Telstra guarantee the service levels in the Telstra Priority Assistance brochure?

Answer:

1. Telstra has allocated $40m to operate the Priority Customer program in 2003/04. In addition, the company has allocated over $110m for capital works to improve the customer access network.

The Priority Assistance program has now been embedded into Telstra’s core operating policy and procedures as an overlay to existing functions performed on a daily basis by our sales, marketing and service personnel. 
2. Specifically, Telstra has 80 staff assisting priority assistance customers with service difficulties, and another 10 staff  providing back of house processing, reporting, policy and product management.
3. As at 7 January 2003, there were over 99,000 customers registered for the Priority Assistance program.

4. Telstra regrets that we are not able to provide the split between medical and other certificates as this information is not captured automatically and would involve a significant amount of manual re-counting of previous documentation.

5. Telstra's Priority Assistance service is provided for Telstra residential customers who have (or who have someone living at their home who has) a diagnosed life threatening medical condition and whose life may be at risk without a working phone at their residence. As such it is Telstra's preference that customers obtain medical practitioner certification that they have a diagnosed life threatening medical condition. However if the customer is having difficulty in obtaining certification by a medical practitioner (for example, they cannot get to a doctor), they can complete a statutory declaration.

6. Yes, all of the previously self-nominated customers have been transferred to the new program. 

7. The AMA was invited to consult with Telstra, the Department of Health and Ageing, the Royal Australian College of General Practitioners (RACGP) and the Rural Doctors Association (RDA) on the formulation of the Priority Assistance policy. The AMA declined to be involved – the reason being a matter for the AMA. Telstra is not in negotiations with the AMA regarding the Priority Assistance policy. Telstra is appreciative of the support it has received from the Department of Health and Ageing, the RACGP and RD, a group of organisations it considers representative of the health and medical community.
8. No, the AMA did not consult with Telstra on the formulation of the policy. When invited, the AMA declined to participate. Whatever views the AMA has expressed since that time were formed without the benefit of the information shared between the organisations that participated in the consultative phase.

Telstra did not set the medical criteria or request any limitations to it. Rather it consulted the medical and health bodies noted in Question 7. The Commonwealth Chief Medical Officer (CMO) established and endorsed the eligibility criteria and the list of eligible medical conditions was developed by the CMO with advice from general practitioners and other medical specialists. At no point has Telstra ever attempted to limit or restrict the medical criteria in the Priority Assistance policy.

9. No. Both the statutory declaration and the medical certification sections require confirmation that the customer or a person living at their home has a diagnosed life threatening medical condition. They do not require specifics of the medical condition. Telstra does not make judgements regarding the medical status of a customer applying for Priority Assistance, hence our preference for medical practitioner certification and extensive consultation with medical bodies prior to the implementation of the policy. Telstra takes the information provided in the medical certification section or statutory declaration in good faith. We do advise applicants that Priority Assistance is for customers with a diagnosed life threatening medical condition, and that abuse of the service can put the lives of those in genuine need at risk.

10. The Privacy Consent section on the application form refers to the fact that the patient is consenting to Telstra collecting the information provided on the application form. Telstra is required to provide certain information to the ACA but will not provide any information to the ACA which identifies the patient personally.

11. Yes, Telstra has received a few letters from individual regarding the program. However the general response from the medical community has been supportive of the Priority Assistance Program.

12. The Priority Service is mandated under the terms of Telstra’s Carrier License Conditions. These conditions provide a robust framework for ACA monitoring of Telstra’s performance for Priority Service customers. The ACA has the power to issue remedial directions and formal warnings if Telstra has contravened any part of its carrier license conditions. In addition, the Federal Court can also impose penalties of up to $10 million. 
Any company tasked with the Priority Customer service conditions faces immense occupational safety, logistic and supply chain challenges. Despite these challenges, as at 7 January, Telstra has met 99.9% of priority service commitments since the policy was launched. 
Given Telstra’s voluntary exemplary commitment to the community to date and the current license conditions in place, Telstra considers that there is no need to implement priority services under a regime such as the CSG.

13. As at 7 January, Telstra has met 99.9% of priority service commitments since the policy was launched. We endeavour to meet the priority service levels as stated in the brochures, however we cannot guarantee that no faults will occur on a service. For the reasons given in answer to question 12, it would be impractical for us to guarantee such levels of performance.

Outcome na, Output na




Question:  47

Topic:
Integrity of the Telstra system Bendigo, Gippsland and Sthn Gippsland-Telstra

Written Question on Notice
Senator Mackay asked:

1. Apparently, there are reported continual failures in the Southern Gippsland and Bendigo regions, can you explain to us what the problems are in these areas? How many faults/outages have been experienced in each exchange in this area for each month for the past year? 

2. How does Telstra intend to rectify the continual breakdowns in these regions from occurring?

3. What is the cost of rectifying these problems?

4. How long does Telstra estimate it will take to rectify these problems?

5. What is the amount of money that Telstra has to pay to ensure these failures are fixed?

6. Is any of the $187million program announced in July being allocated to fixing faults in this area? If so, how much, and what is the nature of the work that will be done. 

7. Are any of the problems which have been experienced there related to the Seal the CAN problems? 

Answer:

1. The Southern Gippsland region includes the Bass Coast and South Gippsland Shire areas. In both these areas there are a total of 63 telephone exchanges servicing 31,475 active lines. 
The Bendigo region has 106 telephone exchanges servicing 107,526 active lines.

FAULTS

In the 12 months to December 2002 the experienced access network fault rate in Southern Gippsland has been 10.27% and in Bendigo the experienced access network fault rate has been 12.87%.

From 1 January 2003, under what is known as the 'Network Reliability Framework', the Australian Communications Authority is monitoring the performance of all Telstra's exchange service areas (ESAs), of which there are approximately 5000. Telstra is obliged to report against this framework in accordance with the amendment to its Carrier Licence Conditions. Under the second tier of this framework Telstra is required to report poorly performing ESAs to the ACA on a monthly basis. 
Where it is satisfied that an ESA is experiencing poor performance on a regular basis, the ACA may direct Telstra to provide it with a remediation plan, including timeframes, setting out its strategy for reducing the occurrence of faults in that ESA. Telstra will be required to complete the remediation work in accordance with its plan, otherwise it will have to inform the ACA that the remediation work has not completed as per the plan and the reasons for this. The ACA has the discretion to make this information publicly available after taking Telstra's reasons into account.

OUTAGES

Over the 12 months to December 2002 there have been 11 individual recorded outages on the transmission/switch network in the Southern Gippsland region. Three outages were as a result of rodent chewing through fibre optic cables. The remainder were as a result of equipment components breaking down, though one incident caused 5 of these outages due to one component failing at a main transmission bearer.

During the 12 months to December 2002 there have been 40 recorded outages on the transmission / switching network in Central Victoria (Bendigo Region). The cause of the failures included optic fibre cable damage by rodents and digging contractors, component failures, power failures and planned outages for network improvements.

2. Telstra does not consider this level of fault occurrence to be exceptional. We restore faults in this area as they are reported to us, or as we identify them ourselves within the access network.

Switch and Transmission Hardware occasionally fails. Like any electronic equipment, telephone exchanges and transmission networks are full of complex electronic hardware, and these at times may breakdown. The frequency of these faults relative to total hours available however is considered minute.

3. Telstra has a level of capital and expense funding built in to its annual budget to provide for the ongoing requirement of fault restoration, outage repair and network upgrades These funds are distributed on an as needs and demand basis across all regions of Australia.

4. Telstra has an ongoing maintenance program across all regions in Australia. Networks are monitored and regular maintenance activity is undertaken as required. The Southern Gippsland and Bendigo areas are included in this program. 
Regular routine maintenance programs are conducted to minimise the probability of outages occurring. When an outage does occur, restoration for the majority of incidents normally occurs within 3 hours. 

5. Service restorations over the 12 months to December 2002 in the areas of Gippsland South and Bendigo have cost an estimated $3.09m. Where there are cables cuts which cause major outages damages may be recovered from the contractor or agent who caused the damage. Dependent on the size and nature of the damage this can cost anywhere between $1000 and $250,000. Telstra has a level of capital and expense funding built in to its annual budget to provide for fault restoration, outage repair and network upgrades. These funds are distributed as required and are not allocated to specific areas

6. Under the $187m Regional Networks Taskforce (RNT) program, there are currently seven projects under construction to the value of $1.3m the Southern Gippsland area. In the main, nature of the work being done is cable replacement. The main reason for this replacement is due to lightening damage, rodents and wet air cored cable that was installed in the 1960’s.

There have been a total of nine projects completed within the last three months under the RNT program in the Bendigo region and there are a further nine under construction. The total cost of these projects is approximately $1.2m.

7. From all the information gathered at the analysis and investigation stage of these projects, there is very little evidence to suggest that the Seal the CAN work practices have been the cause of any such problems.

Outcome na, Output na





Question:  48

Topic:  Customer Service

Written Question on Notice

Senator Mackay asked:

1. What does Telstra consider the cause of complaints about Telstra to the Telecommunications Industry Ombudsman increasing by 12% during 2001/02? 

2. To what extent is Telstra complying with the ACA complaints handling code?

3. Does Telstra have any strategies to minimise the level of complaints?

Answer:

1. While the number of escalated complaints formally raised with Telstra has increased, Telstra’s share of the total number of TIO complaints continues to be lower than Telstra’s market share.
The main factors contributing to the increased complaints about Telstra to the TIO are:

· increased public awareness of the TIO and ACIF industry codes;

· year by year increases in our customer base and products and services;

· increased uptake of new and more sophisticated technology which tends to lead to more customer issues with these technologies;

· a continued focus on reducing the amount of debt owed to the Corporation;

· and in line with the ACIF Complaint Handling Code, Telstra is actively referring complainants to the TIO where they remain dissatisfied with the outcome of their investigation.

2. Telstra has been actively involved in the development of this ACIF Code since its inception, has adopted the obligations it imposes and remains committed to complying with them. Formal complaint policies and processes have been in place for a number of years. These have been amended to include ACIF obligations and staff have been briefed on these. This information is available online and can be accessed by any staff member at any time. 

3. Strategies to minimise the level of complaints are a part of Telstra’s everyday operations. One of these strategies is the constant monitoring and analysing of complaints received for the purpose of identifying and removing the root causes of complaints. Another strategy has been to focus on resolving more complaints at the first point of contact through staff empowerment, training and development. These and other initiatives have resulted in the number of escalated complaints per 10,000 services in operation reducing from 148 in 1999/2000 to 68 in 2001/2002. 

Outcome na, Output na





Question:  49

Topic:  Telstra and City Fringe

Written Question on Notice

Senator Mackay asked:

1. Has Telstra done any work on establishing a unit specifically to deal with outer-metropolitan or city fringe areas?

2. What is Telstra’s view of problems in these areas? Does Telstra believe they need to be dealt with by a separate section of Telstra?

3. Has Telstra done any analysis or internal reports on the problems experienced by customers in the outer-metropolitan areas of the capital cities? [If yes, what are the problems, and can the Committee have copies of any available material?  

Answer:

1. From 1 January 2003 Telstra Country Wide’s areas of responsibility were expanded to include the following communities:

Qld: Sunshine Coast, Ipswich, Gold Coast.

NSW: Newcastle, Central Coast, Penrith/Nepean Hawkesbury Valley, Wollongong, Canberra.

Vic: Geelong, Melbourne Ranges (including Melton, Sunbury, Craigieburn and Whittlesea) and Mornington Peninsula.
2. Telstra management believes that the extension of the Telstra Country Wide model - which has proven to be a successful one in regional Australia – is the most appropriate one to meet both the demands of our customers and the commercial objectives of the company in these particular areas.

3. Telstra’s decision to extend the Telstra Country Wide model into these additional areas was based on feedback from and interaction with customers and key stakeholders, together with the knowledge and experience gathered since the inception of Telstra Country wide in June 2000.

Outcome na, Output na





Question:  50

Topic:  IT Contracts

Written Question on Notice

Provide the following information for each contract entered into by the agency which has not been fully performed or which has been entered into during the previous 12 months (financial year 2001-2002) that are all or in part information and communications technology related with a consideration to the value of $20, 000 or more, including the following details for each contract:

(a) a unique identifier for the contract (eg contract number)

(b) the contractor name and ABN or ACN;

(c) the domicile (country) of the parent company;

(d) the subject matter of the contract, including whether the contract is substantially hardware, software, services or a mixture, with estimated percentages.

(e) the starting date of the contract;

(f) the term (duration) of the contract, expressed as an ending date;

(g) the amount of the consideration (AU$);

(h) the amount applicable to the current budget year (AU$);

(i) whether or not there is an industry development requirement; if so: provide details of the Industry Development requirements (in scope and out of scope). full list of sub-contracts valued at over $5,000, including the all the information described in (a) to (h).

The data should be in both hard copy and electronically as a spreadsheet.
Answer:
The Commonwealth Procurement Guidelines do not apply to Telstra.
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