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Outcome na, Output na





Question: 165

Topic: ISDN

Hansard Page 111

Senator Schacht asked:

How many customers - have you got using ISDN?

Answer:

There are approximately 210,000 ISDN services in operation.

Telstra has been actively promoting the benefits of ISDN to small and medium business using a range of print and radio advertising, emphasising ISDN as an integrated solution that can be used to provide a wide range of applications including video, telephony and data transfer, including Internet access to business.

Outcome na, Output na





Question: 166

Topic: ISDN

Hansard Page 111

Senator Schacht asked:

And that market is declining, isn't it?  Despite the big investment in ISDN, cost wise it is now being undercut by Internet and other online services.

Answer:

No. Telstra has seen recent growth in the take up of ISDN services, particularly in the Small Business market. Looking at the total view, across all segments, the ISDN market is showing consistent growth as ISDN is an integrated solution and can be used for a wide range of applications, from traditional telephony, video conferencing to medium speed data transfer including Internet access. Additionally, ISDN is proven technology to a world recognised standard with a guaranteed speed.

Telstra does not expect the Internet to impact its traditional ISDN customer base significantly as many customers are reluctant to communicate sensitive information via a public domain network such as the Internet and prefer to use a fully managed Wide Area Network. As Internet usage increases Telstra does expect some substitution from ISDN to Broadband in the Small Business Market, but again, traditional telephony utilising ISDN will be a requirement of these customers for some time yet.

Outcome na, Output na





Question:167

Topic: ADSL/ISDN Pricing

Hansard Page 111

Senator Schacht asked:

What is the charge for a subscriber in a small business using ADSL compared with ISDN?

Answer:

Price comparisons do not paint a clear picture as ISDN provides the capability for different uses and efficiencies and is not just limited to Internet Access. Attached is a table which outlines our standard pricing and installation charges for ADSL and also for ISDN BigPond Plans. 

It is worth considering also that the data calling rates for ISDN are on a timed basis. The total cost of an ISDN dial up solution including the local data call rate and cost of a 64kbit/s ISDN plan on Bigpond will exceed the total cost of a 256/64k ADSL service in approximately 15.5hrs. If 128kbit/s bandwidth is required, this time is reduced to under 4.5 hours. 
Outcome na, Output na





Question: 168

Topic: Contracting

Hansard Page 112

Senator Schacht asked:

Will you take it on notice and give me examples of where you are contracting it back in?

Answer:  

An example of where Telstra has contracted work back is at the International Directory assistance centre in Canberra. This is an example of one means through which Telstra is reclaiming personal contact with its customers – by increasing customer connection with a Telstra employee. Details are as follows:

The Canberra international directory assistance centre was staffed by 70 permanent Telstra employees and 45 agency employees. With declining traffic levels, a decision was taken to close the Centre and transfer the traffic to Telstra centres in Wagga and Toowoomba. This redirection of traffic also helped maintain the viability of these centres. The 70 Telstra employees were moved to Customer Care in Canberra to undertake an ISDN project. These 70 employees were used in lieu of agency labour. Since there was no longer any work to perform in Canberra for the agency staff, the services of the 45 agency employees in the directory assistance centre were no longer required.

In effect, 45 Telstra jobs were saved because the work in Canberra was taken back into the company and performed by Telstra employees at other locations. In addition, 70 other jobs were maintained in Telstra on ISDN work rather than contracting that work to agency labour.

Outcome na, Output na





Question: 169

Topic: Faults

Hansard Page 113

Senator Mackay asked:

In relation to the ACA Report again, how do you account for the increase in CSG standard related faults in 2000-01 - 13.2 per cent by our reckoning?

Answer:

The ACA reported increase in CSG faults between the 1999-2000 year and 2000-2001 was due to a combination of factors . These included changes in CSG fault reporting arrangements linked to changes to the CSG standard which took effect from the first reporting period of the 2000-2001 year. These reporting changes meant there were some categories of faults that were taken into account from that time but which had not been included in figures previously published. For these reasons it is not appropriate to directly compare CSG fault volumes between the 2000-01 and 1999-00 years. Telstra’s analysis of fault levels using the same categories of faults over the two years in question shows there would have been a reduction of 1.7% between 2000-01 when compared with 1999-00 levels. A comparison of CSG fault numbers for the six month period ended December 2001 compared with the same period in 2000 shows that CSG faults have decreased by 8.8%. As well the total number of Customer Access Network faults, of which CSG is a sub- set, has also reduced by 2.8% between the  years ended June 2000 and June 2001.

Other factors which contributed to overall fault levels were severe weather conditions producing flood, water and lightning damage over the December 2000 to March 2001 periods. 
Outcome na, Output na





Question: 170

Topic: Faults

Hansard Page 113
Senator Mackay asked:

How do you account for the comparatively poor performance of fault rectification within the CSG guidelines in remote areas in 2000-01?

Answer:

Fault rectification performance in remote areas improved dramatically during 2000-01. The ACA reports show that remote fault rectification performance increased from 66% in March 1999 to 75% in June 2000 and  92% in September 2001. The December 2001 figure is 94%.

Outcome na, Output na





Question: 171

Topic: Payphones

Hansard Page 114

Senator Mackay asked:

Have you kept any statistics on where the payphones have gone from in, say, urban versus regional areas?

Answer:

Yes. Less than 7% of payphone services removed in the last 18 months were from rural or regional areas. The majority of these services were removed due to the presence of more than one public payphone located on the site or were located at remote sites which have since been abandoned (mining sites) or were obsolete. 

It is worth noting that the total number of Telstra operated payphones in rural and remote areas has increased over the same time-frame by 30.
Outcome na, Output na





Question:172

Topic: Payphones

Hansard Page 114

Senator Conroy asked:

Can you tell us about any rural or regional towns that have lost a payphone?

Answer:

Telstra is continually reviewing its payphones in rural and remote communities to ensure that its payphones services are up to date and meet community needs. For example, over the past 18 months, Telstra has removed some 470 public payphones in rural and remote areas because of multiple siting, obsolete technology etc, but at the same time, has installed 500 new public payphones in country areas.

Over the last two years, Telstra has removed payphones from nine localities with no replacement service at the site. These localities included closed mine sites and wayside road stops where the associated business had closed. The removals were only made after extensive consultation with the respective local communities. In some instances, Telstra took up the suggestion of local communities who suggested more desirable sites some distance away. 

Telstra seeks to ensure that its USO obligations for the provision of payphones are met at all times.
Outcome na, Output na





Question: 173

Topic: Telecommunications Service Inquiry

Hansard Page 114

Senator Conroy asked:

Does Telstra consider that the problems identified in the telecommunications service inquiry such as reliability problems in some parts of Telstra’s network and consumer communication problems have been rectified?

Answer:

Telstra has made steady improvements in service availability and reliability through capital investment in the Customer Access Network, revised operational processes and the provision of interim services where service provision or restoration  are delayed. These initiatives have all contributed to improved customer service which is reflected in the continual service improvement trends reported by the ACA in its quarterly reports

However Telstra recognises there is scope to make further improvements in this area and is continuing to invest in rural and regional networks.

Outcome na, Output na





Question: 174

Topic: Appointments

Hansard Page 115

Senator Conroy asked:

Going back to the ACA Report, why did Telstra only provide data from January to June 2001 for the appointment-keeping component of the customer service standard?  Why is there no urban and regional analysis of Telstra's appointment keeping performance?

Answer:

Responding to new ACA requirements that came into effect with a new CSG standard in the first quarter of 2000-2001 reporting year Telstra was required to then develop systems that reflected the new appointment times applying in that standard. Telstra commenced reporting such data in March 2001. Data for the full year will be available for future ACA Telecommunications Performance Monitoring Bulletins.

With further refinements, Telstra is hopeful of being able to provide an accurate breakdown of figures for urban and regional areas.

Outcome na, Output na





Question: 175

Topic: CSG Payments

Hansard Page 115
Senator Mackay asked:

Does Telstra keep statistics in relation to the issue of the payment of the fine? We want the latest set. Is the latest set available?

Answer:

The Customer Service Guarantee payment is not a fine. It is a compensation payment made to a customer in consideration of the inconvenience caused where there are delays in connecting services, repairing faults or missing appointments.

For the seven months ending January 2002, Telstra made 109,216 payments totalling $3.7 million. This is less than the number made for the corresponding length of time in the previous year (137,000). Payments made for the corresponding length of time in the 2000-2001 year total approximately $7 million.

The overall reduction in numbers of payments and total CSG dollars paid out is directly related to improvements in Telstra’s CSG performance levels when comparing the periods mentioned above. These improvements mean that a greater number of customers are obtaining services within CSG timeframes and where such timeframes cannot be met the number of days of delay (on which CSG payments are calculated) is also being reduced. The following CSG performance results demonstrate these improvements.

CSG activity

December 2000


December 2001

Fault repairs

85%




91%

Connections

90%




94%

Outcome na, Output na





Question: 176

Topic: ZDNet

Hansard Page 117

Senator Allison asked:

Perhaps you can provide the committee with a copy of whatever investigative report was done.

Answer:  

No formal investigative report was undertaken. 

Outcome na, Output na





Question: 177

Topic: Service Indicators

Hansard Page 118

Senator Allison asked:

Besley report recommendation 9 suggested that the ACA establish quality of service indicators to be adopted by all major service providers. Is that something that Telstra has picked up on and intends to do?

Answer:

Telstra has  been providing quality of service information to the Australian Communications Authority on a quarterly and annual basis for many years. 

Public Quality of Services reporting requirements are determined by the Australian Communications Authority. Telstra understands the ACA is in the process of reviewing these requirements taking account of Besley report findings
Outcome na, Output na





Question: 178

Topic: Staff Reductions

Hansard Page 121

Senator Conroy asked:

What types of jobs were they?

Answer:

The following is a breakup of types of jobs made redundant since the March 2000 announcement:

Administrative
16.3%

Customer Field Workstream
33.7%

Customer Service Operator
10.0%

Customer Service Representative
4.7%

Information Technology
1.8%

Level 1
0.0%

Level 2
0.1%

Level 3
0.8%

Level 4
3.0%

Level 5
6.4%

Level 6
5.1%

Other
4.3%

Professional
0.4%

Sales
2.1%

Senior
0.1%

Service Consultant
2.5%

Support Workstream
0.2%

Technical Workstream
4.4%

Technology Professional Workstream
1.3%

Telecommunications Technical
2.8%




Total
100.0%

Outcome na, Output na





Question: 179

Topic: Staff Reductions

Hansard Page 121

Senator Mackay asked:

Regarding the 10,000 that you alluded to - that you were almost there in terms of that quantum - can we have a breakdown of the 10,000 into where they came from et cetera?

Answer:

The following tables set out details of redundant positions announced since March 2000. 

By Business Unit:


Corporate Relations
0.3%

Country Wide
0.2%

Finance and Administration
5.3%

Human Resources
1.7%

Infrastructure Services
60.8%

International
1.0%

Legal and Regulatory
0.2%

Telstra Mobile
1.1%

Telstra Retail Group
29.0%

Telstra Wholesale Group
0.4%

Total
100.0%

By State:


NSW
38.0%

Vic
26.5%

Qld
15.2%

WA
7.6%

SA
7.4%

ACT
2.7%

TAS
1.8%

NT
0.8%

Total
100.0%

Outcome na, Output na





Question: 180

Topic: Foreign Investments

Hansard Page 122
Senator Conroy asked:

Could you outline all foreign investments by Telstra and the amounts invested?

Answer: 

See attachment.

Attachment to Q180

International Responses to Senate Estimates Questions February 2002.

Question 16 (Hansard Ref. 122), Snr Conroy - Could you outline all foreign investments by Telstra and the amounts invested?

The following is a listing of investments in joint ventures, associates, and other investments incorporated offshore and held by the Telstra group as at 31 December 2001. In preparation of the half-year accounts for the group, we are not required to prepare a listing of investments and their carrying values at this date. Carrying values are however disclosed in the 30 June 2001 financial statements and have been included as below. We have also included the cost of these investments and the split of other investments which are not included in our 30 June 2001 report.

Company
Country of

Incorp.
Cost of investment

A$m

(as at 30 Jun 01)


Current book value of investment

A$m

(as at 30 Jun 01)

refer note 11 & 24 of 30 June accounts
31 Dec 01 investment change

Investments in Joint Ventures





TelstraSaturn Limited
New Zealand
233
79
Nil – now a controlled entity

Xantic B.V.
N’lands
171
110


DataOne Corporation Pte Ltd
Singapore
2
2


TNAS Limited
New Zealand
N/A
N/A
Acquired in the half-year to 31 Dec

Reach Ltd
Bermuda
1,726
1,710 (1)


IDC Limited
Bermuda
-
-


Investment in Associates





PT Mitra Global Telekomunikasi Indonesia
Indonesia
62
3 (2)


Australian-Japan Cable Holdings Limited
Bermuda
13
11


CityLink Limited
New Zealand
N/A
N/A
Acquired in the half-year to 31 Dec

Investments in Listed Securities





Infonet Services Corporation
USA
11
11


New Skies Satellites N.V.
N’lands
21
21


Unlisted securities & other investments





Gemini Israel III L.P.
USA
2
2


INTEC Communications Inc.
Japan
5
5


Independent Newspapers Limited
New Zealand
N/A
N/A
Acquired in the half-year to 31 Dec

ICO Global Communications (Holdings) Ltd
USA
3
-


Intelsat, Ltd
USA
60
60


California Plasticard, Inc/ Colorado Plasticard, Inc (Known as Keycorp CPI Card Group – 2 separate co’s)
USA
20
-


(1)  For disclosure purposes, we offset the deferred profit recognised on the sale of our global wholesale business and controlled entities to Reach against the carrying value of the Reach investment. This deferred profit is amortised and taken to the statement of financial performance over a 20 year period. The carrying value at 30 June 2001 of Reach after taking into account the deferred profit is $854m.

(2)   Equity accounting has been suspended due to uncertainties in the Indonesian economy.
The following information relates to our main controlled entities incorporated offshore. Discussion relates to our group structure current as at 31 December 2001.

In our published financial information and at a Telstra Group level, these companies do not have a cost of investment or current book value of investment, as the balances are eliminated as part of the consolidation process. The only disclosure included in our annual financial report relating to controlled entities is the value of Telstra Corporation Limited’s (the ultimate parent company) investment in its immediate subsidiaries. As a result, investment balances below can not be directly agreed to our annual (or half-year) financial report apart from disclosures directly relating to acquisitions.

Regional Wireless Company

The Regional Wireless Company (or RWC) has been the term used to refer to our acquisition of a 60% interest in a group of subsidiaries acquired as part of our strategic alliance with PCCW on 7 February 2001. This 60% interest has given us control of this group and we consolidate the financial results and position into the Telstra Group financial report. 

The only actively operating company within this group is Hong Kong CSL Limited, a provider of wireless connectivity services incorporated in Hong Kong. Consideration provided to acquire the RWC group, as reported in the 30 June 2001 financial report, amounted to $3,085m. In the same period as this acquisition, we wrote down our investment in the RWC group by $999m, giving an approximate carrying value of  $2,086m post acquisition.

TelstraClear Limited

We acquired a controlling interest in TelstraClear Limited on 12 December 2001 when we purchased an additional 8.43% shareholding (giving a total interest of 58.43%) in our 50% owned joint venture, previously known as TelstraSaturn Limited. We paid $40m for this additional shareholding. When combined with the equity accounted carrying value of our 50% interest, the investment carrying value for TelstraClear post-acquisition amounted to $125m. 

Telstra Holdings Pty Ltd

Telstra Holdings is a wholly owned Australian subsidiary of Telstra Corporation Limited and is the main holding company of our offshore investments. Investments directly held by this company, the country of incorporation and the amount invested as at 30 June 2001 are listed below:

Company
Country of

Incorp.
Amount invested

$’m

Telstra Holdings (Bermuda) No 1 Limited
Bermuda
1,726 (1)

Telstra Japan Retail K.K.
Japan
-

Telstra International HK Limited
Hong Kong
-

Telstra India Private Limited
India
3

Telstra Wholesale Inc.
USA
-

Mobitel (Pvt) Limited
Sri Lanka
9

Telstra Limited
New Zealand
-

Telstra Global Limited
United Kingdom
-

PT Telstra Nusantara
Indonesia
1

Telstra Europe Limited
United Kingdom
5

Telstra Inc.
USA
52

Telstra Vishesh Communicatoins Private Limited
India
6

Telstra South Asia Holdings
Mauritius
15

(1)  Telstra Holdings (Bermuda) No 1 Limited is the holding company of our investment in the Reach joint venture. As noted in the reference to our joint venture investments, after taking into account the deferred profit on sale of our global wholesale business, our investment in Reach is carried at $854m as at 30 June 2001.
Outcome na, Output na





Question: 182

Topic: Harmony

Hansard Page 123

Senator Conroy asked:

What was the total investment in Harmony, and, more importantly, what was the total financial loss?

Answer: 

Our original investment in Harmony Telecommunications Pty Ltd (Harmony) was purchased for $5.6m on 14 August 2000, paid in 2 tranches. The first was $2m on 14 August 2000 and the second was $3.6m on 10 January 2001. On 1 April 2000 we sold our 50% interest to DataOne Corporation Pte Ltd (DataOne) for $2m. As consideration for the $2m sale price we received a 20% share in DataOne. Telstra also secured a put option over the investment in DataOne for its 20% shareholding in that company. The option permits Telstra to put its shares in DataOne to the relevant Keppel subsidiary for S$3m after 18 months from the date it became a shareholder in DataOne.
Harmony was classified as a joint venture entity during the period of ownership. As a result, we recognised in the statement of financial performance our share of losses of this company amounting to $3.6m. Consequently, at the time of sale no profit or loss was recognised as the consideration equated to our existing carrying value. 

Outcome na, Output na





Question: 183

Topic: Regulatory Accounting Framework (RAF)

Hansard Page 125

Senator Conroy asked:

Without specifying the amounts involved, and particularly given the concerns about blackout, can you provide an outline of the structure of the accounting presentation and of the RAF, including the separation of different accounts, functional divisions and corporate entities including the revenues, costs, capital and assets of the separated parts.

Answer:

The RAF is a service separation of the business into 57 services in three broad groups being Retail services, Internal Wholesale services (the network costs of retail services) and External Wholesale services. A copy of the RAF is included in the attachment.

Within each service a Capital Adjusted Profit and Loss Statement is provided which matches the service’s revenue against operating costs and a cost of capital. 

There are several dozen lines of detail provided within each service’s reports covering such things as type of revenue – calls, rentals etc, type of expense – marketing, billing, network interconnection, local switch maintenance, transmission equipment depreciation etc, and type of capital – net receivables etc. Full details of line items and services can be found in Schedules 1 to 6 of the RAF which is publicly available from the ACCC website.

The corporate entities included under the RAF are Telstra Corporation, Telstra Mulimedia P/L, OnAustralia P/L and Telstra Enterprise Services P/L. Telstra Corporation business units are not required to be separated as the RAF is a service separation only. Generally Telstra Retail, Telstra Country Wide and Telstra Mobile would be represented by the Retail services grouping, Infrastructure Services would be represented by the Internal Wholesale services grouping and Telstra Wholesale by 

the External Wholesale services grouping. Corporate areas such as Legal & Regulatory and Finance & Administration would appear across all three groups of services.

The RAF reports are required to be submitted half-yearly, not quarterly as was conveyed to the hearing.

Schedule 5: Capital Adjusted Profit and Loss Statements

Schedule 5(a): Capital Adjusted Profit and Loss Statement – Retail


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. Retail Revenue

Line items as per Schedule 2















2. Retail Costs

Line items as per Schedules 3(a)-(c) 















3. Retail Cost of Capital

From Retail Capital Employed Statement















4. Gross Retail Profit

1 minus (2 plus 3)















5. Wholesale Capital Adjusted Cost















6. Retail Capital Adjusted Profit

5 minus 4















7. Access Adjusted Wholesale Cost
Cost of wholesale services including access costs 















8. Retail Access Adjusted Profit

6 minus 5















Schedule 5(b): Capital Adjusted Profit and Loss Statement – Internal Wholesale


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. Internal Wholesale Costs

Line items as per Schedules 3(a)-(c) 















2. Internal Wholesale Cost of Capital

From Internal Wholesale Capital Employed Statement















3. Internal Wholesale Capital Adjusted Costs

1 plus 2















4. Access Cost Adjustment

Allocation of End User Access costs















5. Access Revenue Adjustment

Allocation of access revenue minus retail specific costs















6. Access Adjusted Internal Wholesale Costs

3 plus 4 minus 5















Schedule 5(c): Capital Adjusted Profit and Loss Statement – External Wholesale


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. External Wholesale Revenue

Line items as per Schedule 2















2. External Wholesale Costs

Line items as per Schedules 3(a)-(c) 















3. Gross External Wholesale Profit

1 minus 2















4. External Wholesale Cost of Capital

From External Wholesale Capital Employed Statement















5. Access Cost Adjustment

Allocation of End User Access costs















6. Access Revenue Adjustment

Allocation of access revenue minus retail specific costs















7. External Wholesale Adjusted Profit

3 minus (4 plus 5) plus 6















Schedule 6: Capital Employed Statements

Schedule 6(a): Capital Employed Statement – Retail


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. Retail Assets

Line items as per Schedules 1(a)-(d)















2. WACC

As per WACC report















3. Retail Cost of Capital

1 multiplied by 2















Schedule 6(b): Capital Employed Statement – Internal Wholesale


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. Internal Wholesale Assets

Line items as per Schedules 1(a)-(d)















2. WACC

As per WACC report















3. Internal Wholesale Cost of Capital

1 multiplied by 2















Schedule 6(c): Capital Employed Statement – External Wholesale


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. External Wholesale Assets

Line items as per Schedules 1(a)-(d)















2. WACC

As per WACC report















3. External Wholesale Cost of Capital

1 multiplied by 2















Schedule 7: Fixed Asset Statements

Schedule 7(a): Fixed Asset Statement – Retail


Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. Retail Fixed Assets

Line items as per Schedules 1(b)-(d)















2. Total Retail Fixed Assets















Schedule 7(b): Fixed Asset Statement – Internal Wholesale

Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. Internal Wholesale Fixed Assets

Line items as per Schedules 1(b)-(d)















2. Total Internal Wholesale Fixed Assets















Schedule 7(c): Fixed Asset Statement – External Wholesale

Service 1 
As per Schedule 4(c)

Services 2, 3…..n 
As per Schedule 4(c)

Totals


Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

Direct
Attributable
Unattributable
Total

1. External Wholesale Fixed Assets

Line items as per Schedules 1(b)-(d)















2. Total External Wholesale Fixed Assets















Outcome na, Output na





Question: 184

Topic: Pair Gain Systems

Hansard Page 125

Senator Lundy asked:

Can you tell me what proportion of consumer access network would deploy the practice of Pair Gains?

Answer:

Pair Gain System technology is used commonly by carriers worldwide to connect more services to telecommunication networks. Currently around nine percent of Telstra's PSTN services are connected to a Pair Gain System.

Telstra has been deploying Pair Gains for more than 10 years. It is a technology that is used by most carriers around the world. Pair gain systems are deployed in the network for the following reasons:

· To respond to customer requests for new services quickly and cost effectively. Pair gain technology is used to avoid customer delays during the installation process. (eg, pair gains can be installed in a matter of hours, whereas relatively straightforward copper trenching work can be disruptive to neighbourhoods during the installation process and take up to four-to-six weeks. A more complex copper deployment could take 3 to 6 months if specialist trenching or boring equipment is needed).
· Deploying copper universally in the network in past years in response to every request for a new service would have resulted in billions of extra dollars being spent on the access network, with an impact on customers should the additional costs have been passed on by way of increased charges.
Outcome na, Output na





Question: 185

Topic: Pair Gain Systems

Hansard Page 126

Senator Lundy asked:

For billing purposes, do you describe both services as different lines?

Answer:

Customers order a standard telephone service from Telstra which Telstra provides using the most appropriate technology - copper cable, a pair gain, a remote integrated multiplexer or any other technology (eg, satellite or radio). Customers order a service, not a particular technology.

As far as Telstra’s exchange and core infrastructure is concerned, there is no differentiation between a customer connected on a dedicated copper pair and a customer connected via a Pair Gain System. Consequently, there is also no differentiation for billing purposes.
Outcome na, Output na





Question: 186

Topic: Pair Gain Systems

Hansard Page 127

Senator Lundy asked:

How many of your customers Australia-wide currently have a Pair Gain and therefore are unable to access your ADSL service?  Secondly, what is the maximum bandwidth that they can achieve off that Pair Gain, and if that differs give me an average?

Answer:

Almost 84% of customers are connected to exchanges that are ADSL enabled.

Of these customers, some 4.6% are located beyond the distance capable of delivering ADSL (3.5Kms) or are impacted by cable gauge limitations, and some 6.8% are served by pair gains technology. 

There are a number of factors that will influence the throughput speed that a customer served by a Pair Gain System can achieve. Distance from the exchange continues to be the main determining factor along with the quality of the copper run and the type of equipment the customer has on their premises. Most commonly, the effective throughput will vary from 19.2kbit/s to 28.8kbit/s. There will still be a small percentage of customers that may not achieve a data rate of 19.2kbits/s. In these instances, customers can get assistance through the Internet Assistance Program. This program, jointly funded by the Commonwealth Government and Telstra, is designed to assist customers, particularly in rural and remote areas, who are either unable to access the internet or experience slow internet speeds.

Telstra's broadband strategy is to provide the benefits of broadband to all its customers through new, world class services at affordable prices using a mixture of ADSL, satellite and cable technologies. It should be noted that satellite high speed Internet access is available to all Australians. Telstra notifies all customers who cannot get ADSL that cable or satellite alternatives are available. Few international 

telcos offer their customers the choice of receiving high speed Internet by one of three 

access technologies. Telstra's current broadband strategy gives customers access to at least one type of high-speed net access.

Outcome na, Output na





Question: 187

Topic: Broadband Pricing

Hansard Page 128

Senator Allison asked:

So you would reject the assertion that this was originally some sort of promotional campaign to get people stitched up and to be in a monopoly position in the broadband market and then to come along at some later stage and tell them that they are all up for a fairly significant price hike?  -provide the committee with as much detail on that as you can.

Answer:

Yes, Telstra would reject this assertion. Telstra has moved to a “pay for what you need” usage based pricing structure. This was commercially necessary as we could not continue to offer flat rate plans where a large component of our cost structure is variable directly referable to customer usage. The new price structure is equitable for customers - most have the opportunity to save on their monthly bills with the introduction a new 1Gb plan, which is cheaper than the 3Gb plan they were on. Our data shows most customers use less than 1Gb a month. Moreover, we have introduced new lower priced entry-level plans which has since led to record new customer registrations for the service. Customers had an opportunity to cancel their contract without incurring penalty in February 2002. Telstra faces competition from Optus cable and has 23 wholesale customers for its ADSL service so it cannot be said to have a monopoly position.
Outcome na, Output na





Question: 188

Topic: Regulatory Accounting Framework (RAF)

Written Question on Notice:

Senator Conroy asked:

1. Without specifying the amounts involved, can Telstra provide further detail on their outline of the structure of the accounting presentation under the RAF including the separation of different accounts, functional divisions and corporate entities including the revenues, costs, capital and assets of those separated parts?

2. Can they also provide details on where each Telstra business unit fits into the structure of the regulatory framework divisions?

Answer: 

See answer to Question 183.

Outcome na, Output na





Question: 189

Topic: Broadband Pricing 

Written Question on Notice:

Senator Conroy asked:

How does Telstra respond to Microsoft’s recent criticism that Australia lags in fast internet access and that Telstra should be pressured to reduce broadband prices to enable better uptake of broadband in Australia, with its accompanying benefits to the Australian economy?

Answer:

Telstra has consolidated its broadband leadership role by recently unveiling a $50 million package to stimulate the Australian broadband market. 

The package has three key initiatives and comes just after the introduction of recent lower entry point pricing plans. It features an industry fund seeking contributions from other industry participants like Microsoft, Computer Associates and Silicon Graphics who stand to make commercial gains from broadband use in Australia. A broadband education awareness campaign and a pledge to provide free bandwidth to education institutions complete the package. 

Entry level pricing for ADSL is now $59.95, a substantial reduction on its initial $73 price when ADSL was first rolled out in September 2000, making it more affordable and, arguably, a more cost-effective option for medium to heavy dial-up Internet users (local call and second line costs combined with monthly access fees can quickly push dial-up Internet access beyond $60).

However, Telstra believes that, based on both local experience and observations of the US market, that the right tools, applications and content must also be available for consumers to attract them to take up the service.

Outcome na, Output na





Question: 190

Topic: Mobile Phone Pricing

Written Question on Notice:

Senator Conroy asked:

How does Telstra justify its increase in mobile phone flagfall charges by 25% and text messaging charges by 13% following the federal election last year? What were the cost increases which drove these charges?

Answer: 

The increases in mobile tariffs were necessary to meet the costs of network expansion demanded by the rapid growth in mobile phone usage and text messaging. For example, a 1000% increase in SMS traffic occurred between April and December, 2001. This expansion will ensure network integrity and reduce the possible occurrence of network congestion that would be possible, particularly in the SMS. This financial year, Telstra will spend over $200 million on expansion of the mobile network.

The SMS increase is the first SMS price rise (other than GST-related increase) in six years. At 25c a message, Telstra’s SMS pricing remains well below the OECD average which is 31 cents a message. 

Telstra operates and maintains the two largest cellular mobile phone networks in Australia, including one of the largest in the world - the Telstra CDMA network. The money spent upgrading and expanding our mobile phone networks will ensure even better coverage, voice quality and customer service for customers, particularly those living in rural and regional Australia and using Telstra’s CDMA network.

Outcome na, Output na





Question: 191

Topic: Mobile Phone Pricing

Written Question on Notice:

Senator Conroy asked:

Given the increase in popularity of text messaging, particularly amongst young people, shouldn’t the cost of providing text message services be coming down? What are the alleged increased costs in providing a text message service?

Answer:  

See answer to Question 190.

Outcome na, Output na 





Question: 192

Topic: Mobile Phone Pricing

Written Question on Notice:

Senator Conroy asked:

Given that Telstra’s mobile phone charges are subject to price regulation, how did Telstra manage to meet its price control requirements with last year’s significantly increased mobile phone text messaging and flagfall charges? Will there be any price reductions in Telstra’s basket of price regulated telecommunication charges to compensate for these increases in mobile telephone charges?

Answer: 

The introduction of the more4you and more4business mobile program will not adversely affect Telstra’s capacity to comply with the requirements of the price control arrangements. Mobile flagfall charges are subject to the price cap but Short Message Service charges are not. Mobile access and call usage charges are included in a basket of services that includes Basic Access, leased lines, local calls, STD calls, Fixed to Mobile calls and International Direct (ID) calls. Telstra satisfies the price controls on this basket of services by ensuring that the revenue weighted price movements across this range of services satisfies the requirement.

Outcome na, Output na





Question: 193

Topic: more4you

Written Question on Notice:

Senator Conroy asked:

1. Under the new ‘more4you’ mobile phone packages, how does Telstra justify charging $150 for people who exit mobile plans early, particularly when such plans do not include so called ‘free’ mobile phones? Is this fee designed to counter the impact of mobile number portability?

2. Has the ACCC advised Telstra as to the legality of the new $150 fee given the Government wrote to the ACCC for advice on the fees legality?

3. How does Telstra justify a $50 low use administration fee?

4. What revenue does Telstra expect to gain from these new penalty fees?

Answer:

1.
Under the more4you and more4business programs customers choose to be either a Casual or Member customer and have the opportunity to reduce monthly bills by having:

· Call rates that now automatically reduce as a customer's voice call spend increases;

· Fully included calls (ie if you are on a $20 spend level you get $20 value of included calls); and

· Customers can group services for additional savings.

Customers who choose to be a Telstra Casual user participate on a month-to-month basis without incurring any cancellation charges. This is a positive new development that supports the introduction of Mobile Number Portability and provides no barriers for customers to move from one service provider to another. 

Customers who prefer to have a longer term relationship with Telstra will be rewarded for their commitment and loyalty. 

If customers choose to commit to a 12 month more4you member plan they receive: 

· the option of one of FreeChat, Free 24/7 and FlatChat Extra which provides customers Telstra mobile to Telstra mobile discounts at certain times.

· new monthly bonus credits from the $20 spend level on more4you and $40 spend level on more4business. On the consumer plans these credits reach $20 a month or $240 a year on the $150 spend level. On more4business these credits reach $40 a month or $480 annually at the $500 spend level.

The $150 charge represents a legitimate pre-estimate of the loss that Telstra suffers in a situation where a customer makes a loyalty commitment to Telstra, enjoys the benefits of that loyalty commitment and then breaks that commitment. 

2. The ACCC has not formally advised Telstra about the legality of the $150 charge. The ACCC has, however, received detailed briefings from Telstra on this issue.

3. more4you Members, who reduce their contract value by more than one level or more than once in a 12 month period will incur a fee of $50. The fee is designed as a contribution to the administration costs involved.

4. Telstra has no estimate of revenue to be gained through these charges. However, they are not expected to increase Telstra's net cost recovery. 

Outcome na, Output na





Question: 194

Topic: Revenue from penalties, fees and charges

Written Question on Notice:

Senator Conroy asked:

1. What proportion of Telstra’s retail revenue derives from penalties, fees and charges, such as mobile phone contract termination fees and fixed line account late payment fees? 

2. Is Telstra actively pursuing increased revenue from penalties, fees and charges as a means of maintaining revenue growth and profitability?

Answer:

1. Penalty charges and early termination fees from Telstra Retail and Mobiles represent some 0.49% of total revenue for the half year ending 31 December, 2001.

2. No. Mobile early termination fees and the $5 fee applied to late accounts are designed to go part of the way to recover costs where there is a breach of contract or late payment. They are not intended as a means of obtaining revenue growth or increasing profits. Such charges are standard commercial practice across a large number of service industries. 

Outcome na, Output na





Question: 195

Topic: ADSL

Written Question on Notice:

Senator Conroy asked:

What are the current projections for ADSL roll-out in Australia and what are the costs associated with this roll out? Is ADSL roll out being slowed by the declining level of capital investment? 
Answer: 

Telstra forecasts that by the end of this financial year, 793 exchanges will be enabled with ADSL.

Telstra's $1 billion ADSL rollout over 5 years from August 2000 combined with Telstra's recent $50 million broadband stimulus package (announced at the World Congress IT forum, 28/2/02) is tangible evidence of Telstra's substantial investment in Australia's broadband future. Telstra has a commitment to provide broadband access to all Australians using cable, ADSL and satellite technologies and is well on track with this commitment. Significantly, Telstra is the only company in Australia that has made this commitment. In fact, anyone in Australia can now get Telstra broadband access. Two-way satellite became available in December, 2001.
Outcome na, Output na





Question: 196

Topic: ADSL 

Written Question on Notice:

Senator Conroy asked:

Has Telstra fixed the widely reported technical problems with your ADSL Internet service including software problems, drop outs and outages, usage meter problems, packet loss, and peer to peer sharing problems? Does Telstra plan any compensation for customers affected by problems with your ADSL service?

Answer:

Most software issues that Telstra identified in the ADSL network in 2001 have been resolved. The ADSL infrastructure becomes more robust as Telstra improves the architecture and further improved software becomes available. ADSL is an immature technology and Telstra has had some challenging and unanticipated software errors similar to other telcos around the world. Telstra is working closely with other carriers and vendors to resolve recurring or residual issues. Telstra is also a key player in a user group that brings together suppliers and carriers using ADSL so that key learnings can be shared about this new technology. The usage meters have provided and continue to provide accurate readings. Packet loss issues arose recently when there was damage to an undersea cable, and there were some one-off problems relating to rebalancing the network. All peer-to-peer issues have been resolved.

Following some software glitches that impacted Telstra's ADSL network in 2001 - principally late June to early July - Telstra implemented a number of software corrections with a key supplier. Telstra recognised that the ADSL performance did not meet customer expectations during this period. In recognition of this, Telstra provided its customers with a 100% credit for the month of July and a 50% credit for the months of August and September for customers’ ongoing loyalty. New software that became available in September 2001 was loaded across the ADSL network and improved performance. For the remainder of 2001 the ADSL network was largely trouble free in most regions of Australia

Outcome na, Output na





Question: 197

Topic: (Southern Ocean Trawl Fishermen 

Written Question on Notice:

Senator Conroy asked:

1. With reference to the dispute between Telstra and the Southern Ocean Trawl Fishermen regarding the laying of submarine cables in the ocean outside Port Jackson, is it correct that Telstra has dealt with the claim for compensation by the Southern Ocean Trawl Fishermen by a deliberate strategy of delaying proceedings, pretending to engage in serious negotiations while actually having no intention of offering serious compensation, as demonstrated by internal documents revealed in the discovery process in legal proceedings? 

2. When will Telstra make a serious offer of compensation for the fishermen whose livelihoods have been seriously affected by Telstra’s actions?

Answer:

1. Telstra has not delayed the proceedings. This is despite the fact that it is dealing with a complex issue in that the litigation involves a number of different cables in which Telstra is a part owner. There are over 40 other telecommunications companies around the world who have an interest in one or more of the cables concerned, who must be consulted in relation to the litigation and the settlement discussions and who must ultimately approve any settlement. The proceedings have, however, been characterised by persistent delays and changes of position on the part of the claimants.

2. Telstra has been genuine in its negotiations with the claimants during which several offers have been made. A mediation process has been on foot since October 2001 and is at an advanced stage. Telstra had encouraged settlement negotiations at a number of earlier stages of the proceedings in an endeavour to save the claimants and Telstra the costs of conducting the litigation. Efforts to agree a settlement are on-going and it is hopeful that they will soon bear fruit.

Telstra disputes that its actions in installing telecommunications cables on the seabed have seriously affected the livelihoods of the claimants. The diminution in fish stocks and increased operating expenses among other factors have affected the profitability of their fishing operations off Sydney.

Outcome na, Output na





Question: 198

Topic: Superannuation

Written Question on Notice:

Senator Conroy asked:

1. Why does Telstra not provide award-based employees with the same superannuation choices offered to staff engaged under AWA’s, including salary sacrifice for superannuation?  

2. Given this anomaly, why does Telstra claim that its policy on superannuation does not discriminate between employees on AWA’s and award-based employees? 

Answer: 

1. The employment arrangements for these categories of staff are quite different.

Staff members employed under award arrangements have salaries and other benefits (eg. sick leave, overtime) which are determined through the collective award and enterprise agreement system. The award system is a fair system delivering competitive remuneration to those employed under it. 

Staff members who have chosen to be employed under individual contract arrangements have instead opted for a remuneration system which is based on individual & company performance, market relativities and Telstra's ability to pay. There is no access to award benefits like overtime, temporary assignment allowance and penalties. These elements of remuneration are handled differently where the company expects the individual to be quite flexible for example, about hours of work. Likewise there is some flexibility around how the staff member can structure his/her total remuneration package. The treatment of superannuation for award based staff compared with contract staff is just one of these differences. 

2. Telstra has not claimed its policy on superannuation is the same for all staff. However, Telstra has claimed that the general protection of superannuation benefits between its staff members on AWA's and award based employees are identical. That is, the general protection provided by the appropriate trustees of the relevant superannuation schemes in which Telstra and its staff members participate (ie. predominantly the Telstra Superannuation Scheme (TSS)) is governed by overriding superannuation legislation - Superannuation Industry (Supervision) Act 1993

Telstra understands that the trustees of the TSS, and other superannuation schemes, in performing their fiduciary obligations and providing benefits and services to its scheme members, do not differentiate or discriminate between AWA staff members and award-based staff members.
Outcome na, Output na





Question: 199

Topic: Maryborough (Qld) Data Management Centre

Written Question on Notice:

Senator Conroy asked:

1. Can you comment on reports that the Maryborough Qld Data Management Centre is being closed? Is it true that these functions are being moved to Brisbane?

2. Why is this centre being closed and how does this tally with Telstra’s desire to establish a strong presence in regional Australia as expressed in your latest annual report?

Answer:

1.and 2.

By way of background, in mid 2001, Telstra began a review of the number of work locations and staff that maintain a database of information about assets such as network cables (and other infrastructure) in the Customer Access Network (CAN). Internally Telstra refers to this function as Data Management.

The review was driven by Telstra's aim to be more competitive and provide better service by working better and smarter to meet customer demands. In seeking to achieve these aims, we recognise and take seriously our responsibility to both our staff and the general community to ensure we manage the inevitable changes to our operations sensitively. We believe we have done this in Maryborough.

Today’s technology allows electronic display of cable plans that can be quickly and easily distributed to the people who repair and install cables in Telstra's network. Work that was once relatively labour intensive can now generally be done electronically and remotely. These technology advances have altered the traditional work-load of the Data Management groups.

As a result of the technology improvements and a more efficient national management structure, this function will be progressively performed from less sites than previously used. Accordingly, data management will not be undertaken at Maryborough after mid 2002. 

This decision to reduce the number of data management centres has not been taken lightly as Telstra fully understands the impact it will have on staff and the communities they live and work in. Telstra recognises that this is especially so in regional and rural Australia. Telstra will continue to communicate regularly and honestly with its staff and their representatives about this change. Importantly, staff and their representatives have been aware of these proposed changes since December 2001.

Where changes result in redundancies Telstra is committed to a fair redundancy process, assisting employees to find other work and to retrenchment payments which compare very favourably to its competitors and industry generally.

Outcome na, Output na





Question: 200

Topic: Extended Zone Services Contract

Written Question on Notice:

Senator Lundy asked:

Will Telstra extend the 2-way satellite offer to all radio concentrator customers, whether they live in Extended or Standard Zones?

If not, why not?

Answer:

A special limited offer of a 2-way satellite Internet service, together with free installation and equipment, is being provided in the Extended Zones as part of the fulfilment of Telstra's obligations under the Untimed Local Calls contract with the Commonwealth.

Telstra has no plans to extend that same offer to radio concentrator customers in Standard Zones. 

The 2-way satellite Internet service is, however, also available to Standard Zone radio customers, or any other customer, based on the commercial offering now in the market place.

Outcome na, Output na





Question: 201

Topic: ADSL Services

Written Question on Notice:

Senator Lundy asked:

What are the current projections for ADSL roll-out in Australia and what are the costs associated with this roll out? 

Is ADSL roll out being slowed by the declining level of capital investment?

Answer:

See answer to Question 195.

Outcome na, Output na





Question: 202

Topic: ADSL Services

Written Question on Notice:

Senator Lundy asked:

Has Telstra fixed the widely reported technical problems with the ADSL Internet service including software problems, drop outs and outages, usage meter problems, packet loss, and peer to peer sharing problems? 

Does Telstra plan any compensation for customers affected by problems with your ADSL service?

Answer

See answer to Question 196.

Outcome na, Output na





Question: 203

Topic: ADSL Services

Written Question on Notice:

Senator Lundy asked:

Has Telstra advised customers the impact of pair gains on the ability to have the service?

How far from the exchange can a Telstra customer live to receive the ADSL service?
During estimates, A Telstra employee stated that it was not possible for you to get ADSL service if you have a ‘pair gain’. Why is this the case?

What are the constraints on access to ADSL. Is there a limit to how far the customer is from an exchange?  If so, what is it?  How many Telstra Customers are excluded from accessing the ADSL service as a result of 

a) pair gains

b) too far from the exchange?
Answer:

Yes. Customers either calling the BigPond helpdesk on 131282 or visiting the website to inquire about ADSL availability, find out if they have a pair gain during the first phase of the service qualification. Telstra has a section on its web site with a FAQ at:

<http://www.bigpond.com/broadband/adsl/faq.asp for customers seeking information on possible ADSL connection. The content is as follows:

What is involved in an ADSL service qualification check?


There are many requirements to be met before an ADSL service can be provided. Not all telephone services belonging to an ADSL covered exchange can necessarily have an ADSL service. 

A service qualification check will test whether your telephone line will meet the following requirements: 

a. Your telephone line belongs to an ADSL enabled exchange. 

Your home or business is within a certain distance from a Telstra exchange building.

Outcome na, Output na





Question: 204

Topic: ADSL Services

Written Question on Notice:

Senator Lundy asked:

What broadband solutions are available to these customers?  How many of these customers are eligible for the extended zone services?

What is Telstra’s justification for imposing the 3gigabyte limit on their broadband services?

What notification was given to customers when this was to occur.?

What opportunities did Telstra give to customers to cancel their subscription with Telstra for this service?  

Did customers opting to do this suffer a penalty?

Answer:

Satellite is available for the people who cannot get ADSL or cable. Both one way satellite and two way satellite services are available everywhere in Australia. There are 28,000 customers eligible for Extended Zone services, equating to around 40,000 telephone lines.

See answer to Question 187.

Customers were informed in July 2001 that Telstra would implement a 3GB allowance. It was originally planned for October 2001, but Telstra wrote to customers in early October saying that it was holding over the implementation to further assess customer feedback. Telstra then emailed customers on November 1, 2001 informing that the 3GB allowance would be implemented on 1 December, 2001.

Customers were given a period of two weeks to cancel without incurring a cancellation penalty after the first notification in July and given a month to cancel in November prior to the 3GB allowance being introduced. Finally, when the entire 

usage based structure was announced in January 2002, customers were given another opportunity to cancel their service without penalty in February 2002

No, they were able to cancel without paying the cancellation fee. 

Outcome na, Output na





Question: 205

Topic: Capital Expenditure

Written Question on Notice:

Senator Lundy asked:

What justification do Telstra have for limiting capital expenditure on investments that will provide a return within two quarters?

What strategies do Telstra have for raising equity?  

Why is it important for Telstra to raise equity. For what purpose would this equity be applied?

Answer:

There is a preference for a payback period of no more than 2 years but other proposals are not necessarily excluded.

None. Telstra is unable to raise equity under current ownership rules. Telstra funds its capital commitments from retained earnings and borrowings.

Telstra is unable to raise equity under current ownership rules.

Outcome na, Output na





Question: 206

Topic: Easymail

Written Question on Notice:

Senator Lundy asked:

Before its recent decision to partially restore the service, why did Telstra originally abandon 70,000 customers of your easymail service, a cheap no-frills email package that on its launch in 1998, Telstra described as a Christmas Gift to all Australians that would break down the barriers of distance and isolation?

Answer:

Whilst easymail was, at the time of its introduction in 1998, a service that provided Telstra's customers with cheap access to emails, it was also extremely limited in its functionality, restricting users to a small mail box size that restricted the length and number of emails that could be sent or received and did not allow customers to send or receive attachments.

Over the past eighteen months, an average of 1,500 easymail customers per week have been opting out of the product. This has been at a time of rapid development of internet services, including Telstra's Big Pond product with its low-cost access rates.

From a Telstra perspective, easymail was not financially viable and faced a substantial financial outlay to upgrade the product if it was to be continued. 

Telstra has offered a one year forwarding facility to its easymail customers to ensure that they can continue to receive messages sent to their easymail address.

Outcome na, Output na





Question: 207

Topic: Easymail 

Written Question on Notice:

Senator Lundy asked:

Was the decision to cancel Easymail based on a business plan to migrate Easymail customers on to Big Pond Internet where Telstra would extract greater revenue from those customers?

What are difference in cost (in dollar figures) between easy mail and bigpond residential?

Answer:

No, in its advice to customers, Telstra made it clear that customers did not need to go to BigPond to get internet access or access to free email via telstra.com.

With easymail, customers need to dial into the service to collect email and then dial in again to respond to an email. The cost is directly related to the number of local calls made. BigPond Home plans start from $5.95 a month, plus the cost of a local call to access the internet. Customers then get all the functionality the internet offers.
Outcome na, Output na





Question: 208

Topic: Easymail

Written Question on Notice:

Senator Lundy asked:

Why did a Telstra spokesperson claim that users of Easymail could access free email from their local libraries when many people for location or physical reasons do not have adequate access to local libraries?

Answer:

Telstra informed customers of alternatives available to obtain email access once easymail closed. Telstra felt it relevant to raise this potential alternative for those who wished to obtain free internet access.
Outcome na, Output na





Question: 209

Topic: Geographic Charging

Written Question on Notice:

Senator Lundy asked:

What are the descriptions that differentiate pricing between metro, regional and rural internet access through the bigpond service. Please list the comparative packages for each category and the price in dollar terms.

What is the justification for charging differentially based on these geographic categories?

Answer:

There are no differences in BigPond pricing between metro, rural and remote areas. All BigPond Home plans are available anywhere in Australia and dial up access to the internet from a fixed phone via BigPond Home is for the cost of a local call, no matter where in Australia the call is made. With broadband prices, the cost of a service on a specific technology does not vary according to location. For example, an ADSL service in Sydney costs the same as the equivalent ADSL service in, say, Shepparton.
Outcome na, Output na





Question: 210

Topic: Cancellation of Internet to Schools

Written Question on Notice:

Senator Lundy asked:

What was the justification for the cancellation of this service as reported in the media?

What was the cost of the service to Telstra?  Please provide all media statements associated with the commencement operation and closure of this service.

Answer:

The EduNet service was not cancelled nor has Telstra ever planned to cancel it. The reports in the media related to a price increase, the reasons for which are explained below.

Telstra was previously contracted by the Victorian Department of Education, Employment and Training (DEET) in 1997 to provide internet access to all Victorian Government schools. Telstra provided the service at a considerable loss over the life of the fixed price contract as costs associated with provision of the service greatly increased. The cost of providing the service to Victorian schools was in the order of $5 million per annum, which far exceeded the revenue it generated. Continuation of the service was simply not sustainable and action was necessary if the product was to be maintained. Telstra believes that the new pricing is commercially sustainable for Telstra and that the new pricing is generally competitive when compared to similar offerings in the market.

The other reason for the price increase was the decision of DEET to withdraw the overarching contract it had with Telstra to provide internet services to government schools. This removed the certainty of school numbers provided for under the contract and resulted in Telstra no longer being able to spread its costs more smoothly across a guaranteed customer base. Whilst this factor had a lesser impact on Telstra's pricing strategy, it did amplify the effect of the rising costs of providing the service and contribute to the need to increase prices, especially for smaller schools.

Telstra did not issue any media statements on this service.

Outcome na, Output na





Question: 211

Topic: Government Contracts

Written Question on Notice:

Senator Lundy asked:

What is the extent of contracts Telstra currently has with state and federal government in Australia. Can you provide a brief description of each contract, the duration, value and whether or not a competitive tender process was entered into to secure the contract?

Answer:

Telstra has arrangements to supply voice, data and mobile services to most government departments and agencies at both state and federal levels. Most contracts are supplied via a panel period arrangement on a whole of government basis. Governments review these arrangements usually every two to three years. Those contracts not supplied on panel period arrangement have been won through competitive tendering. The details of contracts are commercial-in-confidence
Outcome na, Output na





Question: 212

Topic: m.Net

Written Question on Notice:

Senator Lundy asked:

What is the extent and nature of Telstra’s involvement in the m.Net project?

Answer:

· Telstra is a member of the m.Net consortium and is providing access to spectrum, base stations and transmission links required for the m.Net Corporation to deliver broadband services over a 3G network. 

· Telstra is committed to developing new wireless data applications that will underpin the future investment in a 3G network. 

Additional background information on m.Net is available at :

http://www.mnetcorporation.com/site/home.cfm
Outcome na, Output na 





Question: 213

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

How is the level of maintenance required by Telstra’s telephone network measured?

Could you describe the maintenance program for the telephone network? Is it driven by the reporting of faults, or is routine maintenance also carried out as part of Telstra’s maintenance program?

Answer:

The key measure of network  performance on Telstra’s Customer Access Network (CAN) – the network linking customers to the exchange – is “CAN Fault Rate per 100 Services in Operation”.

Telstra’s maintenance program for the CAN consists of both Proactive and Fault Reported streams. 

Proactive maintenance work consists of:

· Planned rehabilitation of local network areas 

· The identification  and repair of recurring problems in local areas 

· Regular line testing of every service in Australia, and . 

· Rectification of non-standard plant. 

The Fault Reported stream covers maintenance performed in response to customer reported faults.

Outcome na, Output na





Question: 214

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

How much of the work done is repair work in response to faults reported, and how much is routine maintenance? 

How many employees are currently assigned to network maintenance?

Answer:

Telstra estimates some 38% of its CAN maintenance program is spent on proactive maintenance. 

As the majority of Telstra’s field operation staff are able to undertake both  maintenance and installation jobs in their day to day work, and having regard to the varied nature of fault work, Telstra does not normally assign staff to only maintenance work 

Outcome na, Output na





Question: 215

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

What is the timeframe for repairing the faults revealed in the E71 database which date back several years, even to 1995?

Can you provide the number of employees in this area for each year since 1996?

Answer:

The CNI database, which now includes former E71 data, is a record of minor maintenance work, not  service faults. Whilst there are a few CNIs that remain in the database dated 1995, these are either orders in which no action was deemed necessary, or are issues that have been addressed by another maintenance program but were not closed in the database. A project to review these orders is in progress.

Telstra does not dedicate staff to the reduction of minor maintenance work listed on the CNI database. Rather, staff undertake CNI work as part of their day to day network maintenance and installation work. 

Outcome na, Output na





Question: 216

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

In a Media Release issued by Telstra on 18 September 2001 it was said that in July 2001 Telstra decided to migrate the E71 database into a national Total Order Management System (TOMS).

(a) When was this new system implemented? Was it in July 2001, as soon as the decision was made? 

(b) What are the advantages of the new system, and how exactly does it differ from the E71 database?

(c) Are records kept in the same format and under the same process? If not, how are they different?

Answer:

(a) The migration of the E71 database to the Total Order Management System (TOMS) occurred on 24 June 2001.

(b) The advantages of TOMS over the previous E71 database are that it:

· allows a national view and coordination role for all outstanding orders (instead of the traditional regional approach)

· provides a single database to manage several types of orders (including Customer Network Improvements (CNIs), customer waiting infrastructure, Interim Phone services, etc) with a web-based interface for users

· facilitates end to end project management of work (tracking, prioritising, scheduling); and 

· automatically links to other corporate databases

(c) Currently, paper records of each CNI order are kept in the same way as before the migration to TOMS, and follow the same process. However, work is now in hand to revise and improve the processing of CNI orders in order to take further advantage of TOMS and the online environment

Outcome na, Output na





Question: 217

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

In this same Media Release it was said that TOMS would lead to “improved management control, accuracy of record keeping and priority clearance of E71s”. 

Since TOMS has been implemented, have these claims proved correct?

How has this been measured? 

Do you have any documentation which might support this assertion? If so, could we have a copy?

Answer:

Yes, the introduction of Total Order Management System (TOMS) has allowed for improved management of the Customer Network Improvement (CNI) database, and more effective use of Telstra staff in addressing outstanding network issues. With a single national database for several order types, the system development and administration roles across the organisation have reduced. The national approach has also allowed a single standard definition to be adopted for prioritising work. Network planners are reporting easier access and assessment of outstanding network maintenance requirements. Whilst there is empirical evidence to support this position no formal assessment has quantified or documented the impacts of these changes.

Outcome na, Output na





Question: 218

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

In the Additional Estimates hearings this time last year (February 2001) in an answer to an Estimates Question on Notice given by Telstra (Question 141, Hansard Page 195), the system of restoration priority for E71s was provided. There were 4 priorities, and percentages for each priority were provided.

(a) How has this priority system changed under TOMS?

(b) Can a similar description of each priority under this new system, and can the percentage of faults for each priority be provided?

(c) What is the approximate current number of E71 faults in the telecommunications network?

(d) Last year it was over 100,000, has that number reduced? 

Answer:

(a)&(b) 
Total Order Management System (TOMS) now uses 5 priority levels for managing Customer Network Improvement (CNI) orders. These are:

· Urgent – 1.6%: In general this refers to a situation where Telstra identifies that an issue exists that has a high potential to affect a customer's service, or to become a safety concern, at some time in the future.

· Service Complaint – 1.6%: Associated with a customer complaint or report of damage (generally resulting from accidental damage by third party vehicles or equipment).

· Safety – 13%: Applies to orders that have a potential to become a safety hazard (such as a high pedestrian traffic area, slave cables, lightning protection). It is important to note that a CNI Priority code of Safety refers to work that has already been made safe via a temporary fix, and that awaits a more permanent fix.

· Service – 10%: Applies to orders that have a potential to become a customer service issue. It is important to note that a CNI Priority code of Service refers to work that has already been made serviceable via a temporary fix, and that awaits a more permanent fix. Also has been used for all uncategorized records migrated from the old E71 database.

· Non-Urgent – 74%: Minor maintenance work defined as not time critical.

(c)&(d)

· Entries in the TOMS database are continuously being rolled over as orders are completed and removed and new orders are added as CNI reports are received - for 2001, some 104,000 CNI orders were completed. The CNI database currently holds 104,500 orders (end of February). Last year, the number of outstanding orders was reduced to 95,000. This has again risen in the last few months as a result of the higher than average level of Mass Service Disruption (MSD) events – 17 in the last 3 months – due to bushfires, storms, and heavy rain. This is a seasonal effect, which directs resources to the higher levels of customer affecting faults. Telstra expects the CNI level will again reduce during 2002.

Outcome na, Output na





Question: 219

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

In Telstra’s Media Release of 18th September 2001 it was said that “Telstra recorded and cleared approximately 100,000 E71 type orders a year”. 

Can you elaborate a bit further and explain what was meant in this statement?

Answer:

The record of Customer Network Improvement (CNI) recorded in the Total Order Management System (TOMS) is continuously moving. Existing orders are removed as they are completed, and new orders are entered as they arise. For the year 2001 a total of 104,239 CNI orders were completed.

Outcome na, Outcome na





Question: 220

Topic: E71 Database

Written Question on Notice:

Senator Mackay asked:

The print-out of the E71 database provided to me on 18th September 2001 showed 100,000 E71 faults, some of which dated back to 1995. 

(a) Exactly how many faults were recorded in 2001? 

(b) How many were cleared in 2001?

(c) Can we have these figures for each State, for each year since 1995?

(d) When and where is the work due to be allocated in the serious faults?

(e) Please provide a state by state breakdown of when the serious faults will be repaired?

Answer:

(a) In 2001, Telstra recorded 91,395 new Customer Network Improvement (CNI) orders. This generally represents routine maintenance requirements of the network - not customer impacting faults.

(b) In 2001, Telstra cleared 104,239 CNI orders.

(c) The number of CNI orders cleared, by state, for each year since 1995 are as follows:
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(d)-(e).
The CNI / E71 database is not used to manage serious faults. All serious customer faults are separately managed by Telstra under the Customer Service Guarantee (CSG) system, introduced by the Government in 1998 and monitored by the independent industry regulator, the Australian Communications Authority. Under the Government’s CSG requirements, Telstra is required to repair faults in one, two or three working days depending on the location of the customer. Telstra’s current fault repair performance is in excess of 90 per cent.


If a safety risk is identified, the problem is made safe immediately and will only be logged as a CNI when a longer-term solution is required.

Outcome na, Output na





Question: 221

Topic: Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

1. How many NDC jobs are to be made redundant by end of this financial year? 

2. How many NDC jobs have been lost in total since its inception? 

Answer:

1. The above question needs to be put into a context. NDC is a construction company, it carries out work for most of Australia’s telecommunications companies as well as a number of telecommunications equipment vendors. Telstra is just one of the 12 customers serviced by NDC. As a construction company there is a normally a degree of variation in the work on hand reflecting the cyclical nature of the industry. However, since the middle of last year, there has been an unprecedented and sustained fall in the level of activity and investment in the whole sector, particularly among private network operators. 

While not as obvious, a significant contributor to the fall in the volume of ‘traditional’ work has been a shift to greater use of technology-based solutions. 

In the past to gain extra capacity (bandwidth), the network owners would have needed to augment their networks with additional cable capacity. Increasingly, however, the network owners are opting for “plug-in” solutions (multiplexers) that are available at a fraction of the cost of network augmentation and can be completed more discretely (ie. localised solutions to meet localised demand) without having to plough more cable. By way of example, the multiplexing equipment used on intercapital routes by Telstra can carry in excess of 1,000,000 telephone circuits on one pair of fibres. In the past to gain the same result, thousands of kilometres of higher capacity cable would have had to have been laid. This shift in customer preference has had a significant and obvious impact on the levels of traditional build and design work carried out by NDC. 

Any staffing level reduction has been as a direct consequence of this across the board fall in customer orders. Further, NDC has sought to mitigate the immediate impact on staff by continuing to pay staff while at home. Within the construction industry this is known as ‘idle time’ and generally these periods are relatively short and between major projects.

Nationally approximately 30% of NDC’s full-time workforce are billing their time to idle time, many of which have been doing so for periods in excess of 15 months. This figure is much higher in some rural areas. To align the number of people working within NDC with the work outlook, the company has used an AIRC-approved method known as resource rebalancing. In basic terms, resource rebalancing requires an overlay of the known and expected work across the skillsets and numbers needed to complete this work. Having established that there has been a dramatic fall in the year on year outlook for business, NDC began the process of informing staff of the market downturn in early September of last year. So far this financial year 574 people have been retrenched, and a further 76 have left the company through resignation or other reasons. 

2. NDC is a construction company and as such its workforce will constantly rise and fall to meet customer demands. Providing a number simply on the basis of who joined and left would therefore have no meaning or relativity to what’s really happening particularly when the same person/people may have joined and left several times over since NDC was created. Details regarding the net numbers of employees are outlined in question 222.

Outcome na, Ouput na





Question: 222

Topic: NDC

Written Question on Notice:

Senator Mackay asked:

What are the current staff numbers for NDC across Australia? Can these be provided on a by-locality basis? Can we have a copy of similar figures for each year of the past five years?

Answer:

The historical (at 30 June each year) and current (at 28.2.2002) staffing levels are outlined below. 

Year
NSW
Vic/Tas
Qld
WA
Nat. Office
Total

1997/98
2587
1630
1388
1460
105
7170

1998/99
2028
1551
1306
1376
137
6398

1999/00
2168
1390
1411
1207
117
6291

2000/01
1809
1322
1274
1101
136
5642

2001/02 (Feb)
1510
1141
1086
1047
336#
5120

# The increase in the National Office is due to the centralisation of support functions previously conducted in each Region. Finance, Human Resources, Sales & Marketing and Material staff have been transferred organisationally from Regions to the National Office. In addition, staff posted overseas are recorded as working from the National office. 

Outcome na, Output na





Question: 223

Topic Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

Provide a breakdown of how many jobs are to go by June 30th 2002 state by state.

Answer:

The breakdown by state for the financial year ending 30 June 2002 is as follows:

NSW
514
South Australia
200
Tasmania
0*

Victoria
168*
Northern Territory
11
ACT
12

Queensland
346
West Australia
109

· A number of people in Victoria and Tasmania are scheduled to leave the business during July. These numbers (as outlined below) are in addition to those shown above: 

Victoria – 180 people 

Tasmania – 14 people 

In both cases these reductions were advised to the workforce at the beginning of March. 
Outcome na, Output na





Question: 224

Topic: Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

When I asked last June 2001 in Estimates if any more redundancies were likely – the answer I received from Mr Stanhope was: “No. NDC has sufficient work and we see no announcement of any further imminent redundancies.” How many NDC jobs have been made redundant since Mr Stanhope stated the above in June estimates last year?

Answer:

The answer given by Mr Stanhope was in fact correct at the time. Nobody within the industry foresaw the dramatic drop in activity and investment that would follow the collapse of OneTel and the so-called tech wreck. 

The number of people that have been impacted by the downturn from within NDC, are outlined in previous answers.

Outcome na, Output na





Question: 225

Topic: Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

In Additional Estimates hearings on 18th February 2002 (Hansard page 121), Mr Scales said that demand for the services of NDC had declined by 30-40%. Can you elaborate on this figure, and explain how this decline has been measured, and provide figures for the past 5 years on the level of demand for NDC services. Further, has the method of measuring this demand changed at all in recent years, and if so, how has it changed.

Answer:

Answers to many of the issues raised in this question relate to commercially sensitive information. The figure provided by Mr Scales (as referenced in Hansard) relates to a fall in the level of business activity and contract value. The period under question is a rolling year-on-year comparison. In this instance, February 2001 to February 2002. 

The method of measuring customer demand (and in-turn NDC’s workbook outlook) has not changed. 

The total or overall demand for NDC’s services has fallen in all the years it has been operational, primarily because of advances in technology which are mitigating the need for further large-scale network construction. In short, the demand for NDC’s core services could be described as being in the ‘mature’ segment of a traditional product lifecycle with customers choosing technological changes over traditional augmentation. 

Outcome na, Output na





Question: 226

Topic: Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

(a) Is NDC still on the market or not? If yes, what are the terms of sale.

(b) If a company offered Telstra the right price tomorrow, would it sell NDC or not?

(c) Why was it taken off the market?

Answer:

(a) No, NDC has been withdrawn from the market.

(b) If market conditions were right Telstra may consider putting NDC on the market.

(c) No suitable buyer was found at the time Telstra sought expressions of interest.

Outcome na, Output na





Question: 227

Topic: Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

(a) I note in the Telstra Annual Report 2001 page 18, tabled last week (13th Feb) that Telstra announced in July 2001 that NDC would become part of the Telstra portfolio of Infrastructure Services. What was the purpose of this?

(b) Does Telstra want to subsume NDC back into the parent company?

(c) Does Telstra have any intention of putting NDC back on the market?

Answer:

(a) Infrastructure Services is responsible for research and development, planning, design, construction and operation of our communications networks and associated systems that deliver technology solutions, our products and services and customer support.


NDC’s role, of performing construction activities, is more effective when placed close to the major infrastructure planning and design activities.

(b) No. It has been established as a separately owned subsidiary and there is no intention to change this structure. 

(c) If market conditions are right, NDC may again be put on the market but at this stage there is no intention to do so.

Outcome na, Output na





Question: 228

Topic: Network Design and Construction (NDC)

Written Question on Notice:

Senator Mackay asked:

Did NDC put in a tender for the optic fibre co-location project alongside the high pressure gas pipeline in Tasmania?

If no, why not? It is geared up to do this major construction work. Did Telstra not allow NDC to tender for it?

Answer:

No. We were not invited by the project managers to do so. Telstra was not involved with this project.
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