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SUBMISSION: Inquiry into the Structure of Teistra

This submissionis concernedwith theefficientprovisionofservicesto end-usersin

regional,rural andremoteareas.
Simply splitting the corenetwork from other Teistra businesswifi not address
the major problem which I encounteredwhen seekingto havea telephone
connectioninstalled at my current residencein BoatswainsPoint, South
Australia. This problem is that customer serviceofficers haveno local
knowledge.

ThepeopleI hadto dealwith werebasedin Brisbane,Perth,andBallarat.Noneof
themknewanythingaboutBoatswainsPoint,not evenwhereit is. Thefirst few I
dealtwith couldn’t evenfind it on aTeistradatabasebecauseit waslisted as
Boatswainnot Boatswains.

I knewwhenI first rangTelstrato requestconnectionthat I wouldneedanFRA
(FixedRadioAntenna)connectionasthatis whatweall havehere,andI hadspoken
to arecentlyretiredTelstratechnicianwho lives locally.This excellentserviceis what
waseventuallyinstalled.

However,thefirst personI spoketo, in BrisbaneI think,assuredmethat wehave
perfectlygoodtelephonelineswhenI passedon theinformationaboutthetype of
serviceI wouldneed.ConsequentlyI drove300km from Adelaideto Boatswain’s
Pointand300km backfor a5 minutemeetingwith atechnicianwho toldmewhat I
alreadyknewandwhat I hadtoldmy first contact,thatI wouldneedanFRA
connection.Needlessto saythis connectioncouldnot bemadeat thetime.

Thenfollowed aseriesofphonecallswith peoplein remotecentresin whichwe
coveredthesamegroundconcerningthelocationofBoatswainsPointseveraltimes.
Includedin this processwereseveralperiodsofwaiting for severaldaysfor someone
to call meback.

About amonthaftermy initial requestwehadabooking— atechnicianwouldbe
comingsometimebetween10.00& 5.00.Closeto 5.00 two techniciansarrived.One
wasthepersonwho hadbeenassignedthejob by someonein oneofthosedistant



centres— onlyhehadno trainingorexperienceatFRA installation.So theotherwas
someonetakenoff anotherjob whenit wasrealisedthatthefirst onecouldn’tdo ours!

A monthis too longto wait for aserviceto be installed!Thereneedhavebeenno
delayif I couldhavedealtwith someonelocal from thefirst instance.Someonelocal
wouldhaveknownwhichtechnicianshadthenecessarytraining.

I wasalsoamazedto discoverthatwhenthetechnicianwhocameto ourfirst
appointmentneededto phonefor informationhehadexactlythesameproblemsthatI
did. Firsthewasput onholdwhile listeningto recordedTelstracommercials,thenhe
wasthroughto someonefar awaywho didn’t haveaclueaboutourlocal areaandso
hadto go throughthesamerigmaroleasbecamefamiliarto usjust to describethe
location.

WhenI commentedon this thetechnicianrepliedthatit wassomethingthathehadto
go throughmanytimes.

This is hardlyefficient! Thepeoplein call centresarecourteousenoughandeagerto
please,but for anefficient servicethereis moreneedforknowledgethancharm!

Whateverits structure,Telstrawill notbe ableto provideanefficientandtimely
serviceto peoplein rural andremoteareasif that structuredoesnot includeawell-
informedlocalpresence,in the local regionfor example,atthe level wheresimple
arrangementssuchastheinstallationofatelephoneconnectioncanbemade.

(On theotherhand,nowthatI haveaserviceI amdelightedwith thetechnology.I
usetheInternetformy work,designingonline training course,andhavebeenamazed
to find thatI now haveafasterandmorereliableInternetconnectionthanI did in
Adelaideorthanmy daughterdoesin Canberra.

As far asI amconcernedthetechnologyis greatbutthecustomerserviceextremely
inefficient.)


