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Outcome na, Output na 





Question: 43

Topic: Job Losses

Hansard Page: ECITA 27&29

Senator Bishop asked:

On page 127 of the 2003 annual report, Telstra's full-time employees fell by a further 3,258 in the financial year 2002-03. Can you provide the committee with a breakdown of these job losses by state and by occupation?

I have asked for it by state and occupation, but could you also do it by the internal generic descriptions you have for divisions.

Answer: 

Telstra's Full Time Staff changes in 2002/03 by State, by Job and by Business Unit are set out in the Tables below.

Whilst Telstra full time employment levels are falling, it is worth noting the continued steady growth in permanent part time employment in the company. During 2002/03, Telstra employed 2,116 Permanent Part Time staff, an increase of 398 over 2001/02. These staff are additional to the Full Time Staff numbers reported in the Annual Report.

Permanent Part Time Staff were first employed by Telstra in the early 1990s with the dual objectives of providing employees with the stability of a permanent job but on reduced hours, and to assist Telstra in meeting peaks in customer demand and any unforseen circumstances. 
Table 1: Full Time Staff change in 2002/03 year by State
	
	Total

	ACT
	-134

	NSW
	-1151

	NT
	-37

	QLD
	-482

	SA
	-323

	TAS
	-41

	VIC
	-759

	WA
	-275

	Overseas
	-56

	Total
	-3258


Table 2: Full Time Staff change in 2002/03 year by Job
	
	Total

	Support
	-261

	Sales & Marketing
	+1335

	Technical
	-3321

	Other
	-1011

	Total
	-3258


Table 3: Full Time Staff change in 2002/03 year by Business Unit

	
	Total

	BigPond Online Media Sensis
	+264

	Business and Government
	-1160

	Corporate Affairs
	-22

	Consumer and Marketing
	-437

	Finance & Administration
	+525

	Human Resources
	-169

	Infrastructure Services
	-2404

	International
	-21

	Telstra Country Wide
	160

	Telstra Technology
	6

	Total
	-3258


Outcome na, Output na 





Question: 44

Topic: Job Losses

Hansard Page: ECITA 28

Senator Bishop asked:

You have advised that about 50 per cent of those, give or take, relate to infrastructure services. What do the other 50 per cent relate to?

Answer: 

See answer to question 43. Table 3 refers.

Outcome na, Output na 





Question: 45

Topic: Job Losses

Hansard Page: ECITA 29

Senator Bishop asked:

Where were the 1,400 job losses, by occupation and by state, in the year to date that you referred to, Mr Scales?  

Also, the internal generic head for the particular divisions.

Answer: 

Staff reduction year to date (as at 31/10/03) is 1588. Details of the reductions by Job, by State and by Business Unit are detailed in the tables below.

As referenced in the answer to Question 43, Permanent Part Time employment continues to grow steadily. As at 31 October 2003, Telstra employed 2,178 Permanent Part Time staff, an increase of 62 on the number at end June 2003. 
Table 1: Full Time Staff change in 2003/04 year-to-date 31/10/2003 - by Job

	
	Total

	Support
	-708

	Sales & Marketing
	-179

	Technical
	-666

	Other
	-35

	Telstra Total
	-1588


Table 2: Full Time Staff change in 2003/04 year-to-date 31/10/2003 - by State

	
	Total

	ACT
	-13

	NSW
	-509

	NT
	-20

	QLD
	-340

	SA
	-141

	TAS
	-34

	VIC
	-410

	WA
	-120

	Overseas
	-1

	Telstra Total
	-1588


Table 3: Full Time Staff change in 2003/04 year YTD (31/10/2003) - by Business Unit

	
	Total

	BigPond Online Media Sensis
	+242

	Business and Government
	-283

	Corporate Affairs
	0

	Corporate Development
	+26

	Consumer and Marketing
	-576

	Finance & Administration
	-681

	Human Resources
	+3

	Infrastructure Services
	-997

	International
	-19

	Telstra Country Wide
	+43

	Telstra Technology
	+654

	Telstra Total
	-1588


Outcome na, Output na 





Question: 46

Topic: Job Losses
Hansard Page: ECITA 30

Senator Bishop asked:

Can you give us the figures in the current financial year on a month by month basis?

Answer: 

	Month
	

	July
	812

	August
	259

	September
	271

	October
	246

	Total
	1588


Outcome na, Output na 





Question: 47

Topic: Consumer Debt

Hansard Page: ECITA 35-36 

Senator Bishop asked:

Are they private consumers like you and me, or are they companies?

Do you have a break-up of the two?

Answer: 

The debt sold was on fixed line and mobile accounts – these included consumer and commercial accounts.

Of the fixed line accounts for which debt was sold, 90% related to consumers and 10% to commercial customers (921,460 Consumer; 101,933 Commercial).

We do not have a break down on the mobile accounts for which debt was sold, but it is reasonable to assume that the consumer percentage would be higher than that of the Fixed Line accounts for which debt was sold.
Outcome na, Output na 





Question: 48

Topic: Consumer Debt

Hansard Page: ECITA 36 

Senator Bishop asked:

How many of those 734 complaints that were made relating to debt sell-off did you uphold?

Answer: 

Of the 734 complaints received through the TIO’s office between December 2002 through to September 2003, 238 (33%) complaints were upheld. It should be noted however that the 734 complaints represents around only 0.06% of all the accounts that were factored (ie 1.2million). 

Telstra is committed to reducing the number of complaints it receives and the company has been working with the TIO to address any concerns it may have. 

Outcome na, Output na 





Question: 49

Topic: Consumer Debt

Hansard Page: ECITA 37

Senator Bishop asked:

The TIO has suggested that Telstra take action to ensure that the outsourced debts are valid. What procedures have you taken to give effect to that?

(Stanhope…..we have responded to the TIO….I would be happy to provide a copy of that)

Answer: 

In relation to the sale of debt - we have worked and continue to work with the TIO to ensure we comply with all their requirements in this area.

Telstra has identified a list of key data attributes that will indicate whether an account is valid for sale. Telstra has taken all reasonable steps to ensure that such attributes are systemically reviewed for accounts to be sold. These attributes include:

· Debts must be written off.

· Bankrupt, insolvent and deceased estates are excluded from sale.

· Must be more than $50.00 outstanding.

· No payment must have been received within 60 days and no payment arrangement is to be in place.

· No outstanding dispute.

· No wholesale or corporate debts.

· Must have gone though normal internal and external collection processes (follow up notice after disconnection and period with collection agent.). 
In addition to the controls outlined above, programs have been created to further interrogate system notes –ie, to identify key words on the accounts to be sold, such as ‘deceased’, ‘bankrupt’, ‘insolvent’, and ‘dispute’. Where such words are identified, the Telstra system removes the account from any potential sale.

Telstra have set up a dedicated team that will assist customers with a manual review should they call in to ensure the account sold was valid.

Attached is a copy of Telstra’s letter to the TIO of 1 August 2003 which outlines initiatives Telstra has undertaken to address concerns around the sale of debt issue.

Attachment qon49
1 August 2003

Mr John Pinnock

Ombudsman

Telecommunications Industry Ombudsman

PO Box 276

Collins Street West

Melbourne  VIC  8007

Facsimile : 03 8600 8797

Dear Mr Pinnock

Credit Control Complaints

Further to your letter of 18 July 2003, I have now reviewed the situation as foreshadowed in my letter of 23 July 2003. Included below is an outline of the reasons Telstra is pursuing Sale of Debt and Default Listing, what has been done to address the handling of complaints and other options that we could take.

Telstra has an extensive and comprehensive set of policies and procedures for advising customers about their debts and for seeking payment of those debts. Industry Codes of Practice apply to many of these activities. Despite this substantial investment in debt recovery processes, Telstra, like many participants in the industry, still faces substantial losses because of customers who do not pay their bills. In responding to this significant issue, Telstra has decided to follow normal commercial practice and has sold debt that we have been unable to recover through our extensive debt recovery processes.

When the companies who have purchased these debts commenced their debt recovery activities, it was expected that complaints would arise. This was not the first attempt to recover these debts. Recognising that complaints will arise, Telstra has taken many actions to ensure our complaint handling processes are fair, reasonable and appropriate for the types of complaints arising.

As a consequence of the debts not being paid, Telstra has sold the d ebt and some complaints have been generated from the subsequent debt collection activities.  We know that with over 1.2m accounts sold and approximately 80,000 account suspensions each month, there will be complaints but it is very hard to predict the volumes, as this will be influenced by many factors. Listed below is a range of measures Telstra has introduced to ensure that  appropriate resource and processes are in place so complaints are properly handled.

· Telstra established a dedicated Customer Relations Management Team to ensure that Sale of Debt complaints are appropriately addressed;
· Telstra brokered an agreement with the Buyers that collection activity would be halted when a dispute is raised. The tag is manually removed when the dispute is resolved.
· Telstra had Baycorp Alliance establish a complaint management process;

· Telstra ensured that buyers are not passing on additional costs to customers (other than postage and minor incidentals);
· Baycorp Advantage have committed to move the default listing out to thirty days from the demand letter;
· Further analysis of the sold debt identified some deceased and bankrupt accounts that had not previously been identified. These have been recalled.
· Telstra implemented an analysis of all Credit Management complaints with a view to identifying root causes and improvement opportunities;
· Since the January meeting with your office, all complaints referred to the CRC and CRU are logged in our complaint database and referred to our Credit Management area for investigation; and

· Last week, improvements in the bill printing arrangements were completed and these will assist in those situations where customers require a copy of their bills.
Telstra maintains that these actions demonstrate a strong commitment to addressing the growth in Sale of Debt complaints. However, in view of your continuing concerns, the following additional measures could be introduced:

· If considered appropriate, Telstra would be prepared to arrange for an independent audit of the processes being used for sale of debt complaints.

· There may be benefits in establishing regular meetings with your operational staff to ensure any complaint handling issues are detected and actioned early.

· Telstra is considering a community awareness campaign about credit management and debt issues. For example, the campaign could focus on the existence of relief measures such as bill vouchers for those in genuine need and the serious credit consequences of non-payment of bills. This information may also assist the TIO in their activities.

Telstra would appreciate your views on the value of proceeding with these initiatives or any other suggestions you may have that would help improve the situation.

In respect of the specific issues you raised in your letter, Telstra offers the following comment:

· Please be assured that sale of debt complaints raised by your office will be treated as if they are Telstra customers. Telstra will take whatever steps are necessary to ensure the issues are addressed.

· The document attached to our letter was marked Telstra in Confidence as it was a consolidated document covering all the cases that were investigated. Provided any privacy issues can be respected, we are prepared to waive the in confidence status.

I would appreciate your comments on the suggestions included above. If we need a meeting to discuss further, please let me know.

Yours sincerely

Bill Scales 

Group Managing Director

Regulatory, Corporate and Human Relations & Chief of Staff

Outcome na, Output na 





Question: 52

Topic: Lost Computer Tapes

Hansard Page: ECITA 40

Senator Lundy asked:

Can you tell me, from TES's perspective, what types of computers the backup tapes were from?

Answer: 

The Group 5 email servers are Intel processor based and manufactured by either IBM or Dell.
Outcome na, Output na 





Question: 53

Topic: Lost Computer Tapes

Hansard Page: ECITA 41

Senator Lundy asked:

Can you take on notice what signage was on the wheelie bin?

Answer: 

The tapes were not routinely stored in bins so there is no signage. On this one- off occasion, a small desk bin was used to transport the tapes from the computer room to a desk where they were left and mistaken for rubbish.

Outcome na, Output na 





Question: 54 

Topic: Lost Computer Tapes

Hansard Page: ECITA 41

Senator Lundy asked:

What is the appropriate safe place?

Locked up in what?  A room?

Answer: 

Normally the tapes are locked up in a secure compactus which is housed in a secure building and from where they are transferred to secure offsite storage within 48 hours.
Outcome na, Output na 





Question: 55

Topic: Lost Computer Tapes

Hansard Page: ECITA 41

Senator Lundy asked:

Please provide to the committee a full description of this breakdown in security procedure.

Answer: 

Part of our process for handling back up tapes was a procedure for transporting the tapes from the computer room to secure storage before they were taken off-site and securely stored. The breakdown occurred in that a bin instead of a special purpose box was used to transport the tapes from the computer room to a desk and that the tapes were not put in safe storage immediately.
Outcome na, Output na 





Question: 56

Topic: Lost Computer Tapes

Hansard Page: ECITA 41

Senator Lundy asked:

Can you provide the committee with any documentation Telstra provided any of those departments-and indeed any other departments-about this incident?

Answer: 

Copies of documentation are attached. Some information has been deleted for privacy and/or security reasons.

Outcome na, Output na 





Question: 57

Topic: Lost Computer Tapes

Hansard Page: ECITA 41

Senator Lundy asked:

On this issue of security: can you tell me whether or not Telstra technically breached any guidelines on IT related security that the Commonwealth has in this area?

Answer: 

The guidelines in place are the Protective Security Manual (PSM) and ACSI 33. They outline the requirements to appropriately protect Government information. The guidelines that are particularly applicable and which have been breached are set out in Part C - Information security of the PSM.

Outcome na, Output na 




Question: 58

Topic: Lost Computer Tapes

Hansard Page: ECITA 42

Senator Lundy asked:

Were there any searches or investigations conducted at rubbish tips or where Telstra normally disposed of their rubbish?

Where did this occur; what physical locations?

Where was the bin?  Where did it go missing from?

Was it here in Canberra?

Answer: 

Our investigators questioned the rubbish disposal contractors and the on-site tip staff.

The accidental disposal occurred at our Bruce site in Canberra. The tapes were taken to a local tip. The bin was located at the Bruce site.

Outcome na, Output na 





Question: 59

Topic: Bigpond Virus

Hansard Page: ECITA 46

Senator Lundy asked:

…..At the time the virus hit we had about 20 per cent headrooom. We have substantially more than that now.

How much?

Answer: 

As at mid November, approximately 40% additional average capacity had been added. As there had been a small increase in traffic volume since October of approximately 3%, not all of this capacity increase was therefore ‘available’ at mid November.

Further capacity is still being added to the system, bringing the average capacity increase at end November to 70% greater than was in situ in October.

Outcome na, Output na 





Question: 60

Topic: Bigpond Virus

Hansard Page: ECITA 48

Senator Lundy asked:

Did you work on the basis that dial-up customers get $12.50 back and broadband customers get $25 back to calculate the rebate?

I could go and check the exact formula that has been used.

Answer: 

The Telstra announcement by the CEO was that customers would receive a rebate of two weeks of access charges. In the interests of simplicity, and to minimise the possibility of customer confusion it was determined that customers would receive a credit of 50% of the monthly subscription fee for the month of October. The actual credit amount varies per customer according to the plan to which the customer subscribes.

Outcome na, Output na 





Question: 61

Topic: Planned Outages

Hansard Page: ECITA 51 

Senator McLucas asked:

So you do not consult with emergency services-hospitals, the police-

The other question I have is about communicating to the community. I understand you advise your business customers, and I also understand that you send out media releases, but I understand that the take-up of media releases by regional newspapers or national newspapers of advice that there is going to be a shutdown of the network is not high. I can understand that but there does need to be a method of communicating to the community, without causing unnecessary concern, that there will be a shutdown.

(Mr Scales offers to provide response outside normal period of qons)

Answer: 

As promised at the Hearing, Mr Scales wrote to Senator McLucas on 21 November 2003 addressing concerns the Senator had in relation to Telstra’s exchange upgrade service interruption in Townsville on 1 November.

Outcome na, Output na 





Question: 62

Topic: ADSL

Hansard Page: ECITA 56

Senator Lundy asked:

Answer: 

Can you provide me on notice with all of the cost implications and expenses associated with the transposition for external parties, customers, competitors and Telstra retail and wholesale?

Answer: 

There was a small capital cost estimated at $100,000 for the development of the necessary IT capability required to transfer and manage the transposition data within Telstra.

In addition, Telstra incurs expense with investigating and undertaking transpositions for its prospective retail ADSL customers, and the prospective end ADSL customers of its wholesale ADSL customers. The expense is primarily due to the time involved in the additional processing steps, and the fieldwork required with transpositions. The expense falls into the following broad work area categories –

1. Retail 

· Front of House (FOH) additional explanations with customers

· Initial screening of transposition requests

· Lodge transposition requests with Infrastructure Services

· Receive investigation outcomes

· Discuss outcomes with customers

· Progress transposition actioning with Infrastructure Services

· Confirm customers wish to proceed

2. Wholesale

· Wholesale FOH receive transposition requests from ISPs who have online provisioning systems access

· Lodge transposition requests for any ISP service qualification (SQ) failure with the Infrastructure Services group

· Receive transposition completion or non-availability advice, 

· Continue or reject the ADSL order 

3. Infrastructure Services

· Perform cable records search and analysis of transposition feasibility

· Advise FOH groups of transposition feasibility outcomes

· Create orders for transpositions that can proceed

· Manage resource allocation and despatch for transpositions

· Field staff complete field work, advise completions and plant record changes

· Update plant records

The level of this expense is difficult to estimate accurately at this early stage given that the processes are still at a stage of fine-tuning.

Outcome na, Output na 





Question: 63

Topic: ADSL Launceston

Hansard Page: ECITA 57-58

Senator Murphy asked:

Telstra responded to a question asked by Senator Harradine in the May Estimates by saying:

Whilst subsidies access to ADSL is available to an estimated 41,000 homes and businesses in the Launceston region…….

By contrast, in the same hearings you responded to Senator Mackay by saying:

ADSL is available to an estimated 25,000 homes and businesses in the Launceston area.
Will you enlighten me as to which figure is correct?

When you do get that response, please tell me exactly if you are dealing with a local government area-specifically what area we are really dealing with here.

Answer: 

The statement that "ADSL is available to an estimated 41,000 homes and businesses in the Launceston region" was incorrect. The statement should have been "ADSL is available to an estimated 41,000 telephone services provided to homes and businesses in the Launceston region". Telstra regrets the error in the answering of the response.

The area Telstra is referring to is the area covered by the combined serving areas of the 6 exchanges in the Launceston area. This area has no specific relationship to any local government area or areas. However, it would generally approximate the greater Launceston urban area.
The reference to 25,000 homes and businesses in the Launceston area was based on ABS statistics.

Outcome na, Output na 





Question: 64

Topic: Extended Zones ISDN application

Hansard Page: ECITA 60

Senator Murphy asked:

In relation to Tasmania again-and extended zones ISDN application and satellite application. In Tassie to what extent since 1999 have you extended the ISDN reach-that is, beyond the four and six kilometre range?

Answer: 

In general, ISDN is available to services up to approximately 4.5km from an exchange, or in some cases further depending on cable gauge. All ISDN services applications are subject to line Service Qualification. The use of an ISDN extender, which from 1 September 2002 was made available to ISDN Home customers without charge, can approximately double the range of ISDN depending on the gauge of the cables serving the customer. In some cases, extenders can provide ISDN service out to 18 kilometres.

As at end October 2003, there were 65 services in Tasmania utilising ISDN extenders. 
Outcome na, Output na 





Question: 65

Topic: Extended Zones Offer – Mail outs to customers

Hansard Page: ECITA 60-61

Senator Murphy asked:

You did not send me one – I do not recall receiving it.

Whether there are outer extended zones in Tassie - according to the ACA documentation I have, there are-despite the fact that it was a very small map.

Answer: 

There was no Telstra mail-out to extended zone customers in Tasmania as there are no exchanges located in the two Tasmanian extended zones.

Outcome na, Output na 





Question: 66

Topic: Internet Services Tasmanian Universities

Hansard Page: ECITA 62-63 

Senator Murphy asked:

If you are talking about national Internet, in Hobart it is at 5 megabits per second but anywhere else it is 101/2 to 36 megabits per second. There seems to be a distinct difference if you happen to live in Tasmania versus elsewhere in the country-even more so if you are in New England.

Answer: 

Telecommunications bandwidth is a resource that provides the point to point connectivity across which higher level telecommunications services and applications can be delivered. In this respect it is like many other infrastructure baseline service capabilities in modern societies.

Leased bandwidth is a fundamental service building block that most telecommunications companies owning network infrastructure provide to customers at both the retail and wholesale levels. Such purchases are made by customers with a strong eye on the actual application demand levels driving their business, and bandwidth purchases are usually made in modest increments to manage the costs in line with real demand.  A second factor that can apply with network bandwidth design may be ‘burst’ capabilities, ie the capability to handle very large peaks of data volumes without noticeable delays in transmission. There is usually a compromise required in designing for peak to average bandwidth, and a high differential here usually comes at a substantial increase in cost, particularly over long distance.

Telstra is unable to comment directly on the bandwidth requirements of universities at and between various locations. However, in general, internet service bandwidth requirements would be a function of the aggregate number of people accessing Internet facilities at specific campus locations, and in turn any amalgamation of multiple campus traffic to and from major backbone links.

Telstra would not expect to see the same bandwidth required on all links on an Internet backbone network between Australian universities, where such bandwidth is determined by traffic levels.

Telstra understands that the New England capability referred to is providing a minimum bandwidth to a wide range of access locations, many of which are smaller than university campuses, and the pricing for this network has been arrived at through commercial processes.

Outcome na, Output na 





Question: 66

Topic: Internet Services Tasmanian Universities

Hansard Page: ECITA 62-63 

Senator Murphy asked:

If you are talking about national Internet, in Hobart it is at 5 megabits per second but anywhere else it is 101/2 to 36 megabits per second. There seems to be a distinct difference if you happen to live in Tasmania versus elsewhere in the country-even more so if you are in New England.

Answer: 

Telecommunications bandwidth is a resource that provides the point to point connectivity across which higher level telecommunications services and applications can be delivered. In this respect it is like many other infrastructure baseline service capabilities in modern societies.

Leased bandwidth is a fundamental service building block that most telecommunications companies owning network infrastructure provide to customers at both the retail and wholesale levels. Such purchases are made by customers with a strong eye on the actual application demand levels driving their business, and bandwidth purchases are usually made in modest increments to manage the costs in line with real demand.  A second factor that can apply with network bandwidth design may be ‘burst’ capabilities, ie the capability to handle very large peaks of data volumes without noticeable delays in transmission. There is usually a compromise required in designing for peak to average bandwidth, and a high differential here usually comes at a substantial increase in cost, particularly over long distance.

Telstra is unable to comment directly on the bandwidth requirements of universities at and between various locations. However, in general, internet service bandwidth requirements would be a function of the aggregate number of people accessing Internet facilities at specific campus locations, and in turn any amalgamation of multiple campus traffic to and from major backbone links.

Telstra would not expect to see the same bandwidth required on all links on an Internet backbone network between Australian universities, where such bandwidth is determined by traffic levels.

Telstra understands that the New England capability referred to is providing a minimum bandwidth to a wide range of access locations, many of which are smaller than university campuses, and the pricing for this network has been arrived at through commercial processes.
Outcome na, Output na 





Question: 68

Topic: ADSL

Hansard Page: ECITA 68

Senator Harradine asked:

Would you provide the committee with an analysis of the problems that have been raised by Senator Murphy? 

Also could you advise the committee of the cause, in your estimation of the low take-up rate?

Answer: 

The following comments are provided on the issues raised by Senator Murphy:

Launceston General Hospital (LGH) and Telehealth program

· The LGH is on a 100Mb connection and has no inherent bandwith issues. For video conferencing it has numerous 384k services into the hospital to enable it to video conference in its remote sites.

· The Telstra Country Wide Area General Manager for Northern Tasmania has had a discussion with the CEO of Launceston General Hospital (LGH) in relation to the matters raised. The CEO was unaware of any particular issue of concern.

· The Account Team for the LGH is also unaware of any ISDN service delivery problems.

· Investigations have been unable to locate any information relating to a 40 minute delay in connecting to video conferencing.

ISDN Availability on Melbourne Cup Day

· Telstra’s Global Operations Centre is unaware of any systemic congestion issues that would impact the hospital’s ISDN service on Melbourne Cup Day. The CEO of the LGH was also unaware of any problem associated with ISDN access.

Delay in problem being acknowledged

· As mentioned above, Telstra Country Wide has been unable to verify claims of service delivery problems to LGH. Furthermore, Telstra can find no evidence to support the allegation that it took eight weeks for an engineer to acknowledge that there was a problem with the Telehealth program.

ADSL Take-up.

In relation to the issue of ADSL take-up, it is generally driven by a number of factors, including:

· Customer needs

· Time since launch in each suburb or town

· Applications available and usefulness to customers

· Value for money considerations

· Economic activity

· Education and income levels.

· Employment levels

· Types of employment, eg percentage of professionals

· Access to ADSL

Tasmanian broadband take-up levels are generally in line with those in other parts of Australia. 

Outcome na, Output na 





Question: 69

Topic: ADSL Connections

Written Question on Notice: 

Senator Lundy asked:  

1. In an answer to a question on notice from the Budget Estimates, Telstra said that it received a new complaint on 28 June from a customer who was unable to get ADSL until applying through broadband. Can you please provide more details about this customer. For example, in what State did he or she reside?

2. What were the circumstances surrounding this complaint?

3. How was this complaint resolved?

4. Was this complaint separate to circumstances described by iiNet, where a customer attempted unsuccessfully, on three different occasions between 26 May 2003 and 5 August 2003, to sign on to ADSL, before being successful with Bigpond in September 2003?

5. Why might this have occurred?

6. Was the incident Telstra referred to in its answer different from another incident reported by iiNet, where a gentleman from the Central Coast of NSW was denied ADSL on September 29, but successfully applied with Bigpond within one week?

7. Was the incident reported by Telstra different from any of the dozens reported by readers of the Whirlpool.net.au website?

8. iiNet further claims that often rejections occur for “transposition underway with another provider”, even when customers are not applying through other providers. Why would Telstra make such a mistake?

9. Please provide the committee with a list of all occasions where a customer has applied for ADSL unsuccessfully under a Bigpond competitor, and then successfully under Bigpond. Please include the dates of the application on each occasion, the company with which the unsuccessful application was made, the reason for it being ruled unsuccessful, and the postcode in which the service is located.

Answer:

1. The customer resided in NSW.

2. & 3.

The customer wrote to Telstra on 28 June 2003, complaining about what they perceived to be “deliberate anti-competitive behaviour by Telstra” in denying them ADSL through a non-Telstra ISP - ihug. Telstra responded to the customer on 9 July 2003 advising that it had not received any order for ADSL for their service number prior to 28 June 2003, when they contacted BigPond. This is because ihug uses another wholesale provider. 
Telstra investigated this case, and contacted the wholesale provider to inform it of how its behaviour had led to the rejection of the application from ihug. Telstra further advised the provider how it could prevent this error from re-occurring in future. 

The customer is now connected to his ISP of choice. 

4. to 7.

Telstra would require more detail on the incidents referred to in the questions to enable responses to be prepared.

8. Telstra has introduced, and continues to work on, a range of initiatives to assist customers to gain access to ADSL - for example, customers connected to RIMS in an ADSL enabled exchange area have the opportunity, should capacity be available and ADSL transmission limits met, for their PSTN service to be transposed to an alternative copper path to allow the connection of ADSL. In addition, where it is economic for an identified level of ADSL demand, and technically feasible, Telstra will also consider construction of ADSL capable infrastructure to bypass RIMS. Telstra may also utilise new technology such as minimuxes where practicable. Telstra is also expanding its copper network in areas of sufficient demand. 

Therefore, it is possible that some customers may have initially been unsuccessful in applying for ADSL under one provider but, because of the above initiatives, could obtain ADSL if they subsequently approached another provider, including Telstra BigPond. Of course, these customers could have been advised of their changed ADSL status if they had again approached their initial carrier of choice.  Human error is also possible in high volume processes, where manual sub-processes are required in some circumstances, despite the tight safeguards implemented. 

Telstra would like to emphasise that if any case is raised where a customer believes they have been inappropriately handled by Telstra as far as ADSL provision through another carrier is concerned, Telstra will fully investigate the circumstances surrounding the allegation. If Telstra has inadvertently made an error the customer will, with their permission, be returned to their originally requested carrier. 

9. Telstra will not always know of instances where a customer has applied unsuccessfully for ADSL to a BigPond competitor and then applied successfully under BigPond, or vice versa. 
However, as noted in the answer to 8 above, Telstra would like to emphasise that if any case is raised where a customer believes they have been inappropriately handled by Telstra as far as ADSL provision through another carrier is concerned, Telstra will fully investigate the circumstances surrounding the allegation. If Telstra has inadvertently made an error, the customer will, with their permission, be returned to their originally requested carrier.
Outcome na, Output na 





Question: 70

Topic: Bigpond email problems

Written Question on Notice:

Senator Lundy asked:

1. On what date did Telstra Bigpond narrow down the cause of its email problems to being the “swen” virus?

2. At the peak of the Bigpond email problem, exactly how many customers were affected?

3. Please also provide separate figures for the numbers of broadband residential and broadband business customers affected, and separate figures for the number of dial-up residential and dial-up business customers affected.

Answer: 

1. Big Pond initially detected the SWEN virus on 18 September. From around 9 October, Big Pond linked the SWEN virus to the spike in emails being experienced at the time.

2. It is not possible to state exactly how many customers were affected. Customers experienced a number of issues, the most problematic being delayed mail and intermittent problems accessing the system. The delayed mail issue was due to a build up of mail on the platform in the second week of the incident and this would have affected most customers. The intermittent problems experienced accessing the system were worse for customers who were located on message stores which reached capacity limits and the severity depended on how quickly the issue was resolved for the particular message store.

3. As noted in answer to question 2, it is not possible to state the exact number of customers affected

Outcome na, Output na 





Question: 71

Topic: Broadband Register

Written Question on Notice:  

Senator Lundy asked:

1. On Monday’s hearing, Telstra indicated that it has four different thresholds on the current broadband register, to be reached before a service is provided: 150 people for the majority of exchanges; I think there exchanges at 225; and one exchange at 300 people, and others at TBA. Can Telstra please confirm these figures and list which exchanges (including their postcodes) fall in each category.

2. Why do different exchanges have different thresholds?  If 150 people are sufficient for one exchange, why not at all exchanges?

3. If a customer registers their interest will they be bound to purchase ADSL if it is subsequently rolled out?

4. Will Telstra provide the information on this register to all broadband ISPs?  Will it provide this information to Telstra Bigpond?

5. Please provide the Committee with a map of Australia showing the exact location of all the current, and planned ADSL-enabled exchanges. Please annotate these with the exchange names, and post-codes.

6. Please provide a list of all exchanges – including names and postcodes – where there are no current plans to enable for ADSL. Please indicate how many services are connected to each exchange, and how many requests for broadband would need to be received by the register before Telstra enables it.

Answer: 

1. Telstra confirms that the thresholds set for required interest registrations are currently 150, 225, 300 and TBA (‘to be advised’).

All exchanges are listed on the ADSL Demand Register, and the thresholds are shown against each exchange under the column headed “Required Interest” which is accessed via the “All Exchanges” tab on the front page. The ADSL Demand Register can be accessed at -http://www.telstra.com.au/demand/index.cfm
Telstra’s exchange boundaries do not relate to postcode boundaries. Hence, postcodes are unable to be provided with respect to exchange areas.
2. Required Interest thresholds vary by exchange fundamentally because the cost to enable an exchange varies in accordance with a number of factors, including:

· the size of the ADSL installation required

· exchange building and power preparation, and upgrade work needed

· the size, distance and technology required for the initial backhaul transmission

· the termination into and shared use of the core data network.

3. No, customers will be asked by the ISP with whom they registered their interest, to confirm their interest (this is not placing an order, but a check on their continuing interest in gaining access to the service given that time may have passed since the initial registration).

Telstra will then make a decision on rollout based on the confirmed interest received. This decision will be posted against that exchange on the Demand Register website. All relevant customers will then be approached by their ISPs for orders when the exchange is enabled for service.

4. The information on the register is available to anyone with Internet access, including broadband and other ISP’s

Note that the publicly accessible information only comprises aggregate numbers of successfully service-qualified registrants - service details of individual registrants are only available to the ISP with whom they registered.

5.
Unfortunately with 1005 exchanges enabled for ADSL service (at the time of responding), it is impossible to show these on a single, moderate sized map of Australia in a way that allows any detail such as boundaries, names etc to be readable.

Following similar requests from a number of individuals, Telstra has placed a number of ADSL exchange area coverage maps on the Telstra Wholesale website, in a way that they are generally meaningful in showing the extent of the ADSL exchange areas covered. These maps are accessible at http://www.telstrawholesale.com.au/products/access_broadband_adslcoverage.htm.

These maps are updated with actual coverage from time to time. Note that there may be a minor number of isolated enabled exchange areas that are not yet included in this current series of maps.

It will be seen that even with a larger number of maps, it is not possible to include every exchange area name, so occasional names are shown to provide a useable context to the maps.

To meet the Senator’s request for details of ADSL enabled and planned exchange names, two additional lists are provided. The first lists all ADSL exchanges enabled as at mid November 2003 (Attachment A), and the second lists all planned exchange upgrades at November 2003 (Attachment B).

Note that planned exchanges are shown on the Telstra Wholesale website as a spreadsheet, but an exchange will not be included on the maps until after it is actually in service. There are also more exchanges included in the planned list here than appearing on the website, due to the fact that planned exchanges are not added to the website until they advance to the stage when the project has been fully scoped and a completion date provided to Telstra by its contractor.

Finally, note that postcodes are not related to exchange areas, nor used in Telstra’s planning activities in relation to exchange areas. Hence postcode information is not available.

6. The list of exchanges that were not enabled for ADSL as at September 2003 is at Attachment C, together with the number of PSTN services in operation at that time at each of these exchanges. This data is an extract of the latest PSTN data available that Telstra produces each quarter for a range of planning and other purposes.

Telstra generally plans to enable exchanges in line with the outcomes from the ADSL Demand Register. See answers to questions 1 and 2 above for more detail.

And as in previous answers to sub questions 1 and 5 above, Telstra is unable to provide postcode information.

Outcome na, Output na 





Question: 72

Topic: Offshore Outsourcing

Written Question on Notice:

Senator Lundy asked:

1. Has Telstra asked any of its ICT suppliers, or potential suppliers, including, but not limited to Infosys, Satyam, IBM GSA, Deloittes, or EDS, about their capacity to perform work offshore?

2. Can Telstra confirm receiving advice from EDS containing offshore outsourcing options, as reported in the Australian Financial Review on October 9 2003?

3. What form of communication has Telstra had with the government in relation to offshore outsourcing? Who did you speak to, what was discussed, and when?  Please supply any written communications between Telstra and the Government where offshore outsourcing was discussed.

Answer: 

1. In order to provide a full range of global solutions, many of Telstra's current IT Providers offer services from various locations worldwide. 

For Telstra to obtain the full benefits of the internationally competitive IT Industry it is essential that Telstra be in a position to source services and IT solutions from the best providers worldwide.

In response to increased competitive pressures in Australia and internationally, Telstra has been seeking innovative, world-class solutions for the delivery of IT development and maintenance services.

Telstra has called on its key IT providers to demonstrate significant improvements in terms of quality, cost effectiveness and cycle times while still meeting the company’s strict privacy and security requirements - this is not an issue of geography.

No industry is more global than the IT industry, so it should be no surprise that these discussions resulted in some of Telstra’s IT providers suggesting the global delivery of development and maintenance work.

2. Yes, as mentioned in answer to part (1), Telstra has received advice from EDS on global delivery of development and maintenance work. 

3. Under Division 3 of Part 2 of the Telstra Corporation Act 1991, Telstra is required to meet certain reporting obligations to the Minister for Communications, IT and the Arts and the Minister for Finance. An important element of these obligations requires that Telstra keep the Ministers informed about the operations of Telstra. This includes advising of important and significant commercial decisions and initiatives before they are known publicly. 

Decisions and initiatives in relation to Telstra’s IT sourcing arrangements clearly fall within these reporting obligations. As such, Telstra has kept the Ministers, their offices and their Departments informed of developments in this area of its business. The advice has been both written and oral. Importantly, the advice provided has been commercial in confidence because it has related to decisions and initiatives which, if made public, would have had a significant adverse impact on Telstra’s commercial’s interests as well as the commercial interests of the companies involved in the tendering process.  

Under the agreed protocols established by Telstra and the Ministers in accordance with the reporting obligations of the Act, a key principle is that the Commonwealth Government will respect the confidentiality of information provided by Telstra and will only disclose it as permitted by Section 8AW of the Act (ie in connection with a Telstra sale scheme). Accordingly, for the reasons outlined above, copies of communications between Telstra and the Government in relation to the IT outsourcing issue cannot be provided.

Outcome na, Output na 





Question: 73

Topic: Telstra Enterprises Services

Written Question on Notice:

Senator Lundy asked:

1. Please explain why Telstra Enterprise Services cannot be employed to perform the work that is about to be outsourced to Infosys.

2. How many full time positions are employed by Telstra Enterprise Services?

3. Are there any plans to wind-up, discontinue, or sell Telstra Enterprise Services?

Answer: 

1. Telstra's interest in Infosys is in its capability for IT applications development and maintenance. Telstra Enterprise Services' capability is in IT infrastructure management and support such as help desk, first line maintenance, etc. These skills are different from those of Infosys and are not interchangeable.

2. Telstra Enterprise Services' sole business is the management of the Group 5 contract. The company currently employs 8 permanent staff and 6 contractors.

3. Around 12 months ago, Telstra embarked on a program to integrate TES activities and people back into Telstra. This is now complete with the exception of the management of the Group 5 contract. All other contractual obligations for which TES was responsible are now discharged by Telstra. The current Group 5 contract will be reviewed by the relevant agencies prior to June 2004. Any decisions about the future of TES will be dependent upon the outcome of those reviews.
Outcome na, Output na 





Question: 74

Topic: Telstra Call Centre Employment Practices

Written Question on Notice:  

Senator Mackay asked:

1. Can Telstra confirm newspaper reports in July that Telstra staff had their individual call centre performance records displayed on white boards for all staff to see?

2. Are Telstra call centre staff electronically monitored for toilet breaks and personal calls as suggested in these newspaper reports?


3. Are Telstra call centre staff working to targets to end customer calls as quickly as possible? If so what are those targets? If not can someone advise why do Telstra employees often hang up without giving you the opportunity to thank them for providing a number or change a direction when one uses the premium 12456 call connect service?

4. What proportion of Telstra customer service call centre staff are in-house Telstra employees and what proportion of this work is outsourced to private companies?

5. Is any Telstra telephone customer service work outsourced overseas and if so please provide details?

Answer: 

1. During the continual feedback sessions with our staff, including the Telstra Employee Opinion Surveys and focus groups, the majority of staff had indicated they wanted to know the quality of their customer service and how they were performing in comparison to their peers in all aspects of their job. As a result, some call centres display a team and individual balanced scorecard with a mixture of operational, quality and customer measures. The decision to display performance results varies from call centre to call centre depending on the culture of each individual centre. 

As a tool used for continual improvement, many staff use the information on the reports to enhance their skills by consulting their colleagues who are performing well. To many staff, the displaying of performance outcomes is a visible recognition of a job well done. 
In response to requests from staff, Telstra will continue to provide this valuable performance information. Staff who have specific concerns about their statistics being displayed can opt out and are encouraged to discuss this with their Team Leader or Manager. The Team Leader or Manager will take action to ensure the staff members' statistics are not viewed by anyone other than the staff member and their Team Leader. 
2. Telstra call centres use system based rostering tools to match resources to call demand. The inputs to the rostering tool used in the calculation of available staff hours include all tea/meal breaks, team meetings, monthly one on ones, training and centre outages. Award provisions of hourly 10 minute health breaks are also included. 

Telstra has noted that it will always be flexible with its staff in terms of personal calls and toilet breaks. 

3. In a number of call centres, including service assurance and activation call centres, there are no volume targets in relation to calls per day. Calls will vary in length depending on the complexity of the customer's service related inquiry. 

Whilst operators are appreciative of customers who may wish to thank them for the service they have provided, operators may also be mindful of the need to not keep other customers waiting to have their calls answered.

In the case of calls to Call Connect (12456), on successfully locating the customer’s desired number, the operating system automatically commences dialling the number, disconnecting the operator in the process to allow them to handle the next call they receive.

4. As at November 2003, 55% of Telstra’s call centre staff are Telstra employees (which is a combination of Permanent Full-time and Permanent Part-time employees and Casuals), and 45% are from agencies or outsourced providers. 

These percentages are dynamic in that they are driven by the various demands for  Telstra's products from  its customers based on:

· “The time of the day”

· “The day of the week”

· And “the time of the year” (seasonal issues). 

Telstra has developed a new form of Part Time employee called a Supplementary Worker and it is envisaged that this new employee type will facilitate better customer service outcomes and will aid in servicing Telstra's customer's ever changing demands. This will have an impact on these percentages as they are employed. Supplementary Workers are Permanent Part Time employees of Telstra who are guaranteed to be offered a minimum of 500 hours per calendar year within their chosen span of hours and days of the week (any day(s) between Monday to Sunday). 
5. No.

Outcome na, Output na 





Question: 75

Topic: Citadel Securix

Written Question on Notice:

Senator Mackay asked:

1. Under the Telecommunications Act 1997 Telstra is obligated to provide an interception capability and to be transparent and release information about who is responsible for interception technology. Who currently provides the technology and systems maintenance to enable Telstra to meet its obligations under the Act?

2. Has any other company performed this role for Telstra in the past?

3. Can you provide details of the contractual or other financial relationship that exists between Telstra and those providing these services for the last 3 financial years?

Answer: 

1.to 3.

Telstra has in place a number of interception capability systems across our telecommunications networks (both fixed and mobile) to fulfil our statutory obligations under the Telecommunications Act. There is no single supplier of interception capability to Telstra and Telstra has entered into individual contractual arrangements with several suppliers in respect of the installation, operation and maintenance of our interception capability systems. 
The contractual arrangements we have entered into contain confidentiality clauses that preclude details of these contracts being disclosed by Telstra. Furthermore, Telstra believes that there are issues of national security to be considered in this matter that also preclude more detailed information being provided.
Outcome na, Output na 





Question: 76

Topic: Telstra Credit Management Practices

Written Question on Notice:

Senator Mackay asked:

1. Do Telstra have an automatic credit limit for all consumer accounts and if not, why not?

2. How can Telstra stop customers inadvertently running up huge thousand dollar plus bills on premium rate services without credit limits on standard phone accounts?

3. Given that the TIO’s annual report showed an increase in landline credit control complaints of 82% in 2002-03 what strategies does Telstra have for improving its credit control practices?

4. Given that Internet dumping complaints increased by 175% in the TIO’s recent annual report from 1,271 to 3,496 what strategies does Telstra have for stopping Internet dumping, given in some cases Telstra may be acting as a debt collector for people who have been dumped on to pornography sites?

Answer: 

1. Telstra currently has no automatic credit limit for consumer accounts. However it is aware of the community concern around provision of credit and is currently looking at how it might address the issue.

2. Telstra has a number of phone management tools available. These include permanent barring of particular call types (eg 1900, International Direct, STD), which is free for Telstra customers, as well as a call control tool that can be switched on or off with a PIN for a low monthly charge. Telstra is currently considering, along with the rest of the industry and the ACA, an initiative to put a credit limit on premium 190 call services.

3. The sale of two tranches of aged debt account for the increase in credit control complaints during this period. 

In relation to the sale of debt, Telstra has worked with the TIO to ensure it complies with all TIO requirements in this area and will continue to do so. Details of what it has done to ensure processes in this area are continually improving are detailed below:

· Set up a dedicated team to handle customer calls regarding factored debt.

· Improved turn around times for copies of bills and customer queries.

· Ensured the Buyers of debt have Australian Standards complaint handling processes.

· Regularly monitor contract compliance by the Buyers of debt.

· Engaged the TIO’s office at an appropriate level to assist understanding of the issues and ways to service complaints better.

· Offered to have complaints handling process reviewed independently.

4. In response to community and government concern regarding the unrestricted access to adult content by children, Telstra has terminated 190 internet services for Service Providers selling adult content.

Telstra has also taken steps to reduce the risk of internet dumping via ID calls by blocking direct dial (0011) access to numbers which are understood to be phone sex services. This action is above and beyond its legal obligations. 

Telstra also has a number of phone management tools available as set out in answer to part 2.

Ultimately, all call charges incurred on a phone service are the responsibility of the legal lessee of the phone. Management of phone use and by whom is important in situations where it is a shared resource, such as for a business or even a family and these type of safeguards enable Telstra’s customers to do this.
Outcome na, Output na 





Question: 77

Topic: Telstra Faxstream

Written Question on Notice:

Senator Mackay asked:

1. Can Telstra provide information on its Telstra Faxstream business product?


2. Is it true that this service was particularly fault ridden last year?


3. Has Telstra sold or outsourced this service and if so was there any tender or public notice advising potential suppliers or buyers of Telstra’s faxstream service?

4. If so who was the successful contracted supplier or buyer of Telstra Faxstream?

Answer: 

1. The Telstra Faxstream Enhanced business product provides a range of fax facilities to Telstra customers. The two main facilities provided are: 

Broadcast facilities which allow customers to submit a single fax message for distribution to multiple destinations simultaneously; and Mailbox facilities which allow customers to receive faxes when their line is busy by depositing the faxes into a Mailbox that resends the faxes when the line is free. Customers receive a personal fax number, which allows them to retrieve messages from any fax machine or they can be sent to an email address.

2. There were a number of problems with the service, which caused interruption of service to some customers. This was mainly due to issues with a software upgrade that was deployed to the platform. However, this has been rectified.
3. Telstra has outsourced the Telstra Faxstream Enhanced platform and helpdesk facility. There was a tender process that took place from December 2002 to January 2003. This was a closed tender.

4. The successful supplier was Xpedite Systems Pty Ltd.
Outcome na, Output na 





Question: 78

Topic: Priority Service

Written Question on Notice:

Senator Mackay asked:

1. I refer you to your answers given to Question on Notice number 142. Question 5, asked about the rate of assistance being provided to customers. Your answer stated that all 125 000 registered customers had received assistance because being registered was getting assistance. What the question was actually asking was of those 125 000, how many, or what percentage, had received some kind of assistance that they had received priority access to as a result of the program. To clarify, excluding the assistance of joining the program, what percentage, and number of the registered priority assistance customers have received assistance from the Telstra priority program?

2. Question 8 asked if there had been any customers who wished to register that Telstra had refused registration to. Your answer stated that all customers who wished to register are accepted in good faith before Priority Assistance Program applications are sent and processed.  So perhaps the question should have been, how many applications for Priority Assistance have been rejected?  Please provide details of the number rejected and the reasons for rejection.

3. Can you outline any changes to the evidence required to be provided by customers to qualify under this program since the programs inception?  What are the reasons for the changes?

4. Once a customer is accepted under the Priority Assistance Program do they remain on the program indefinitely or do they need to reapply periodically?  If they need to reapply, does this apply to all customers or just those whose circumstances are likely to change?

5. A customer who has been accepted into the Priority Assistance Program because they are old, have chronic health problems, and live in a geographically isolated area is unlikely to stop needing assistance unless there is a dramatic change in circumstances and yet it appears customers in this situation still are required to reapply on a regular (12 monthly basis). Would it not be more effective to have a process by which customers continue to receive Priority Assistance unless they notify Telstra of a change in circumstances? 

Answer: 

1. Almost 100% of registered PA customers have received either priority service for an activation (new service) or fault rectification order. This is due to the fact that the most common way a customer registers for Priority Assistance (PA) is at the time of placing the order. As per Telstra's PA policy, customers can also obtain application forms in other ways such as from hospitals or community service organisations and return these to Telstra. However, the numbers received by these processes have been low. 

2. No application for Priority Assistance has ever been rejected. 

3. There have been no changes to the evidence for qualification and validation since the deployment of the Priority Assistance process.

4. Our present Policy states that all validated PA Customers must be revalidated every 12 months. A new form will be sent out after 11 months and customers will be required to send it back or else they will be taken off the database.

5. No. We consistently endeavour to optimise our operations so as to not jeopardise service to legitimate PA customers. As a result, the revalidation process, as it presently stands, is Telstra’s preference and is in the best interest of other legitimate PA customers.

Outcome na, Output na 





Question: 79

Topic: Telstra Rebalancing

Written Question on Notice:

Senator Mackay asked: 

1. Can Telstra confirm that their basic access revenue increased by $211 million in 2002-03 to $3.091 billion on the back of large line rental increases despite the fact the number of Telstra basic access lines decreased from 10.4 million to 10.1 million? Isn’t this around $200 million straight to Telstra’s bottom line given that call costs don’t seem to have come down considerably?

2. Can Telstra also confirm that their local call revenue decreased by $76 million or around 5% in 2002-03 to $1.567 billion and their number of billable local calls also decreased by around 5% from 10.269 billion to 9.794 billion. Doesn’t the similar revenue and volume decrease in local calls seem to provide some evidence that Telstra is not passing on reduced local call costs in 2002-03 as required by the price controls which require local call costs to decrease in price along with other call costs?

3. Will the Government investigate whether Telstra are complying with their already generous price control arrangements given Telstra’s annual report would seem to indicate that Telstra are making a windfall out of line rental increases and the ACCC have already raised doubts about whether Telstra are complying with their price controls? 

Answer: 

1. The basic access revenue that was subject to price controls increased in the 2002/03 year by $169 million. It went down due to volume by $19 million and up in price by $188 million.

Call revenues subject to price controls actually came down $52 million due to price changes in the local, long distance, fixed-to-mobile and international call basket.

Telstra has complied with the price control regime and has had its compliance verified by an independent auditor.

2. Local call revenues that were subject to the price controls reduced by $52 million in 2002/03.

Local calls are included in a call basket, so it is all calls - local, long-distance, fixed-to-mobile and international calls that are subject to an overall price control. 

3. Please refer to the response to question no 296 provided by the Department of Communications, Information Technology and the Arts.
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