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Outcome na, Output na 





Question: 24

Topic: Questions on Notice

Hansard Page: 36

Senator Lundy asked:

Could I ask Telstra, and subsequently the minister, to take on notice when in fact Telstra provided answers to questions on notice to the Minister’s office and whether it was within that deadline?

Answer:

Telstra provided responses to the Department of Communications, Information Technology and the Arts progressively from 15 April 2002 to 8 May 2002. This was outside the Committee's deadline of 27 March.

The delay was a result of extensive cross-company consultation required for the preparation of responses and the necessary approval processes for over 100 questions.

Outcome na, Output na 





Question: 25

Topic: NTN

Hansard Page: 43

Senator Calvert asked:

For Senator Murphy’s and my benefit, could you give us an estimated completion date of those projects?  I do not expect you to have it there, but perhaps you could provide the committee with estimated completion dates for the Huon channel areas, Flinders Island areas and the central highlands?

Answer:

Estimated completion dates for NtN mobile phone projects:

· Huon channel areas – Service commissioned Friday, 14 June 2002.

· Flinders Island –  To be commissioned by end of February 2003, subject to the availability of normal operating requirements such as landowner, council or other authority approvals.

· Central Highlands – To be commissioned by end of December 2002, subject to the availability of normal operating requirements such as landowner, council or other authority approvals.

Outcome na, Output na 





Question: 26

Topic: CountryWide Advertising Budget

Hansard Page 44

Senator Murphy asked:

As a matter of interest, how much is it?

Answer:

Telstra regards this information as commercial in confidence.

Outcome na, Output na 





Question: 27

Topic: CountryWide Service Complaints

Hansard Page: 45

Senator Murphy asked:

(a)
Could you provide the number of those that you have received nationally?

(b)
Could you also give some sort of breakdown as to what those complaints were about?

Answer:

(a) Telstra Country Wide encourages its customers to utilise Telstra’s standard complaint numbers including 132200 (residential/sales/billing), 132203 (faults), 132000 (business services), 125111 (mobileNet services), 131282 (Big Pond  /Internet services). Where Telstra Country Wide customers are dissatisfied with the way their complaint is being handled they can contact their local Telstra Country Wide Area office or, alternatively, contact the Customer Referral Centre during normal business hours.

Telstra Country Wide offices receive approximately 50 complaints per month.

(b)
The main issues raised by customers relate to Faults, Billing, Service Provision (connection of new or existing services) and Damage (public liability claims, property damage, etc).

Outcome na, Output na 





Question: 28

Topic: Infrastructure Investment

Hansard Page: 48

Can you provide the committee with that information – the areas that you have targeted?  (We can give you an indication)

Answer:

On I July, 2002, Telstra announced a commitment of $187 million to spending on upgrading the rural telecommunications network. The priority of this spending will be around boosting Telstra’s network rehabilitation programs and upgrading inter-exchange network bearers – the net effect being a reduction in faults in areas where fault rates are unacceptably high.

Whilst the detailed work program for the rural telecommunications infrastructure upgrade is still being finalised, work will be undertaken in all of the 28 Telstra CountryWide regions across rural Australia.

Outcome na, Output na 





Question: 29

Topic: Terminology

Hansard Page: 54

Senator Lundy asked:

What does SCADS stand for?

Answer:

SCADS stands for Small Capacity Distributed System.

Outcome na, Output na 





Question:30

Topic: Pair Gains

Hansard Page: 57

Senator :Lundy asked:

The IAP self-help site does not tell people if they have got a pair gain. It tells them if they have got more than 19.2 kilobits per second or less. That is it. It did not even have any information about pair gain, the last time I looked. Perhaps you could tell me now if it has information about pair gain on it?

Answer:

Whilst the IAP website does not currently contain information about pair gains, Telstra expects that this information will be available on the website in the near future.
Outcome na, Output na 





Question: 31

Topic: Pair Gains

Hansard Page: 58

Senator Lundy asked:

If people suspect they are on a pair gains system and they ring up Telstra, does Telstra tell them?

Answer:

Yes, Telstra consultants are able to advise customers if they are on a pair gain system. In some instances, the consultant may not have this information readily available. However, they will ensure that the information is provided to the customer as soon as possible.

Outcome na, Output na 





Question: 32

Topic: IAP Webpage

Hansard Page: 60

Senator Lundy asked:

Who was the contractor?  Can you take it on notice and the value of the contract?

Answer:

Telstra regards this information as commercial in confidence.

Outcome na, Output na 





Question: 33

Topic: Broadband

Hansard Page: 66

Senator Conroy asked:

Can you give us a comparative cost to consumers of using broadband through those various delivery mechanisms.

Answer:

Yes, the costs as at July 2002 are as follows:

Broadband Access Charges.

Please note that full details of Telstra’s broadband charging are available from Telstra’s website:  http://www.bigpond.com/broadband/products/

Telstra BigPond Broadband ADSL

Monthly plans


Plan
Monthly fee with preselection^
Monthly fee without preselection^
Monthly Usage Allowance**
Maximum Speed* Kpbs
Rate per Mbyte after allowance
Additional users #

Residential Plans








300MB
$59.95
$76.45
300MB
256/64
$0.159
Up to 2

1GB
$76.95
$93.45
1GB
512/128
$0.149
Up to 2

3GB
$94.95
$111.45
3GB
512/128
$0.139
Up to 2

5GB
$224.95
$241.45
5GB
1500/256
$0.129
Up to 2

10GB
$429.95
$446.45
10GB
1500/256
$0.119
Up to 2

Business Plans








300MB
$59.95
$76.45
300MB
256/64
$0.159
Up to 7

1GB
$76.95
$93.45
1GB
512/128
$0.149
Up to 7

3GB
$94.95
$111.45
3GB
512/128
$0.139
Up to 7

5GB
$224.95
$241.45
5GB
1500/256
$0.129
Up to 7

10GB
$429.95
$446.45
10GB
1500/256
$0.119
Up to 7


Preselection refers to a customer being directly billed by Telstra for access and local calls and pre-selected to Telstra for long distance calls on the telephone number used for ADSL. To check your preselection status or to preselect Telstra, please call 132200.

**
Monthly usage allowance (MB and GB) means combined upload and download data transfer (except for some traffic provided from time to time by Telstra at no cost). For the purposes of calculating usage, 1 Gigabyte = 1000 Megabytes. Unused usage allowance cannot be rolled over into subsequent months. Visit our definition FAQ

*
Speeds are presented in downstream/upstream format eg: 256/64 represents up to 256kbps downstream/64 kbps upstream.

#
Each additional user is charged at $11.00 per user per month.

At the end of the contract, your service will continue on a monthly basis unless you have given us notice to terminate. You can cancel your service any time after the end of contract but cancellation will not take effect until the end of the calendar month in which notice is given. 

Installation
Telstra BigPond broadband ADSL offers the following types of contract. All prices quoted inclusive of GST: 

Contract length
Self Installation fee 

(1 Port Modem)
Self Installation fee 

(4 Port Modem)
Professional Installation fee (1 Port Modem)
Professional Installation fee 

(4 Port Modem)

18 month
$129.00
$229.00
$249.00
$349.00

12 month
$189.00
$289.00
$309.00
$409.00

3 month
$299
$399.00
$419.00
$519.00

2.
Telstra BigPond Broadband Cable

Installation


Telstra BigPond cable offers the following types of contract: 

Contract length
Installation fee

3 months
$399.00

12 months
$259.00

18 months
$189.00

Customers who have modems from their previous Telstra BigPond broadband cable service are eligible for a reduced installation fee of $189.00. The contract length is three months. 

Monthly plansPRIVATE "TYPE=PICT;ALT=Press for Help"
Plan
Monthly fee
Monthly Usage Allowance**
Speed
Rate per Mbyte after allowance
Additional users #

Residential Plans







300MB Residential
$54.95
300MB 
uncapped*/128^
$0.159
Up to 2

1GB Residential
$64.95
1GB 
uncapped*/128^
$0.149
Up to 2

3GB Residential
$87.95
3GB 
uncapped*/128^
$0.139
Up to 2

5GB Residential
$169.95
5GB 
uncapped*
$0.129
Up to 2

10GB Residential
$339.95
10GB 
uncapped*
$0.119
Up to 2

Business Plans







300MB Business
$54.95
300MB 
uncapped*/128^
$0.159
Up to 7

1GB Business
$64.95
1GB 
uncapped*/128^
$0.149
Up to 7

3GB Business
$87.95
3GB 
uncapped*/128^
$0.139
Up to 7

5GB Business
$169.95
5GB 
uncapped*
$0.129
Up to 7

10GB Business
$339.95
10GB 
uncapped*
$0.119
Up to 7

Monthly usage allowance (MB and GB) means combined upload and download data transfer (except for some traffic provided from time to time by Telstra at no cost). For the purposes of calculating usage, 1 Gigabyte = 1000 Megabytes. Unused usage allowance cannot be rolled over into subsequent months. Visit our definition FAQ

#
Each additional user is charged at $11.00 per user per month.

*
The speed is not restricted and will be available at the maximum network speed available at any given time.

^
Capped at 128k upstream. Speeds are presented in downstream/upstream format. eg. uncapped/128 represents uncapped downstream and up to 128k upstream.

At the end of the contract, your service will continue on a monthly basis unless you have given us notice to terminate. You can cancel your service any time after the end of contract but cancellation will not take effect until the end of the calendar month in which notice is given. 

Minimum cost of the contract


The minimum cost of the contract is dependent on the length of the contract and the monthly plan you choose. Assuming that you stay on the same plan for the duration of the contract, the minimum cost of your contract will be: 

Residential and Business Plans
3 month contract
12 month contract
18 month contract

300MB 
$563.85
$918.40
$1,178.10

1GB 
$593.85
$1,038.40
$1,358.10

3GB 
$662.85
$1,314.40
$1,772.10

5GB 
$908.85
$2,298.40
$3,248.10

10GB 
$1,418.85
$4,338.40
$6,308.10

Cancellation fee


You will be liable for a cancellation fee of $440 pro-rated for the months remaining on your contract term. For example, a customer who wants to cancel 6 months into an 18 month membership will have to pay a termination fee of $440 X 12/18 (the number of months left to run divided by 18 months) = $293.33. 

Additional services and installation charges
Additional outlet at the same time of the broadband installation
$55.00

Additional outlet after installation
$82.50

Domain name registration & hosting
Price on application

Non standard installation & connection
Applies to difficult locations, terrain, dwelling unit obstacles or commercial premises.
Quote charge

Transfer to new address
$189.00

Multiple Outlet Amplifier
If more than 3 sockets are required (including FOXTEL)
$330.00

Replacement Cable Docsis Modem

$268.00

3.
Telstra BigPond Broadband Satellite 

(a)
One Way Satellite Plans

Monthly charges 

Stand alone plans
These charges do not include your dial-up ISP charges. 

Your Requirements
Most Suitable Plan
Speed
Main Usage
Additional Megabytes

I'm a casual user of the Internet. I mainly use it to send and receive email.
Basic Sat
Up to 64kbps
$44 per month for 250MB
26.4 cents per MB

I'm a residential customer and a frequent user of the Internet. I don’t use multi media rich applications. Eg. high quality streaming video.
Liberty Sat (Residential only)
Up to 64kbps
$54.95 per month (unlimited)
N/A

I’m a frequent user of the Internet, use multi media rich applications.
Business Sat
Up to 400kbps
$60.50 per month for 1GB
26.4 cents per MB

I’m a residential frequent user of the Internet, use multi media rich applications.
Giga Sat (Residential only)
Up to 400kbps
$76.95 per month for 3GB 
26.4 cents per MB

Telstra BigPond packages


The package consists of a stand alone plan as outlined above plus a dial-up service provided by BigPond. The charges below do include dial-up ISP access through Telstra BigPond. 

Packages
Monthly subscription

BigPond Basic Sat
$60

BigPond Liberty Sat (Residential only)
$70.95

BigPond Business Sat
$76.50

BigPond Giga Sat (Residential only)
$92.95

General conditions for both stand alone plans and packages
· There is also a one-off hardware charge of $328.90 plus installation costs. The hardware will include satellite receiver card, dish and mount. 

· All plans and packages have a contract term of 18 months, during which you may switch between the plans and the packages above at any time. 

· Subscribers who cancel their contract will be charged a cancellation fee of $495.00 pro-rated for the remainder of their contract. 

· Businesses may connect to the Pay-per-Use plans, except for the Giga Sat plan and it's corresponding package. 

· Servers/LANS and multiple users will be allowed, except for the Giga Sat plan, the Liberty Sat plan and their corresponding packages. If additional users are nominated, LAN connectivity is your responsibility. Telstra will only provide support of a connection for the Telstra BigPond broadband service to a single computer. 

· Hardware title is to pass to the customer at the end of the contract period or upon payment of the cancellation fee after early termination. 

Minimum cost of the contract


Assuming that you do not switch plans during the term of your contract, minimum cost for 18 months with self installation on Basic Sat is $1,229.80, Liberty Sat is $1426.90, Business Sat is $1526.80, Giga Sat is $1,822.90. For all packages, an additional $288 should be added to the minimum cost of corresponding plans. Additional installation charges will apply in regional or remote areas and for business customers. Normal telecommunication charges apply. All prices above are GST inclusive. 

Hardware purchase


There is also a one-off hardware charge of $328.90 plus installation costs. The hardware will include satellite receiver card, dish and mount. 
Hardware installation


SELF INSTALL vs PROFESSIONAL INSTALL
We highly recommend that you choose professional installation as we cannot guarantee that you will be able to point the satellite dish correctly. It does require some level of technical expertise. In the case that you do choose to self install, and are unsuccessful, you may require a callout for a professional installation. If you have called the Technical help desk for self-installation assistance more than 3 times or for a period of greater than 3 hours, you will be considered to require a callout for a professional installation. The $108.90 support fee will still stand as well as the new professional install cost. 

Please note, if you are renting or living in a body corporate building, you will need written approval from your landlord or body corporate to proceed. You should also check with your local council to see if you need a Development Application to install a satellite antenna. 

The table below shows the cost of installation under each category: 

· The Support Charge – Self Installation only applies to all customers who elect to conduct their own hardware installation. 

· If you choose professional installation, Telstra will contact you to advise of the installation category for confirmation. 

Site Category

65 cm & 85cm Satellite Dish
1.2m Satellite Dish


Support charge for self installation

$108.90
$108.90


Residential
City
$218.90
$218.90



Rural Major
$324.50
$324.50



Rural Minor
$324.50
$324.50



Remote*
$589.60
$1166.00


Business
City
$654.50
$654.50



Rural Major
$764.50
$764.50



Rural Minor
$764.50
$764.50



Remote*
$1366.20
$2036.10


*Plus travel costs for all remote installations, to be confirmed. Prior to scheduling an appointment, you will be contacted to advise of cost. 
Site categories are defined below:


1. Site Category 1 or Site Category 2
Site Category 1
All single occupancy premises up to two stories in height with no Body Corporate. 

Includes supply and installation of satellite mounting structure, satellite antenna, radio and LNBF, 38m of RG6 Quod cable, consumable items, freight, insurance, installation of satellite indoor unit to one PC only. 

Local environment requirement (e.g. cyclonic) may incur additional costs. 

Site Category 2
All commercial, business or multiple dwelling units (We highly recommend that all commercial units have professional installation). 

Includes site survey, supply and installation of satellite mounting structure, satellite antenna and LNBF, 38m of RG11 Quod cable, consumable items, freight, insurance, installation of DAK card to one PC only. 

Applicable to all commercial, business or multiple dwelling units. Additional requirements reported at time of survey may incur additional costs. 

2. Geographic Location
There are four classifications for geographic location

Urban
Community > 10,000 people

Rural Major
Community of 2,500 to 10,000 people

Rural Minor
Community of 200 to 2,500 people or where the community is not within a Telstra standard charging zone

Remote
Community < 200 people or where the community is not within a Telstra standard charging zone

Special Digital Data Service Obligation

As a part of the federal government's Special Digital Data Service Obligation, BigPond broadband powered by satellite users who are unable to get access to a basic rate ISDN service, may be eligible for a 50% rebate off the cost of purchase and installation of satellite equipment, capped at $765. 

Typically, outback and remote customers are eligible for this rebate. This rebate is commonly known as the Special Digital Data Service Obligation Equipment Rebate. 

If you consider you may be eligible for the rebate, you may apply for it when you sign up, either by online sign up or using the hard copy application form. Telstra will confirm your eligibility when your application is processed. If confirmed, then a credit to the value of the rebate will be processed on your account. 

If you wish to apply for this rebate, simply indicate this in the application form and one of our consultants will inform you of your eligibility. The 50% rebate (capped at $765.00) applies to both the hardware and installation costs. 

We recommend that if you are eligible, then it would be more beneficial to choose the professional installation. See the following examples. (Examples are based on introductory offer prices) 

Example 1. If you are eligible for the rebate, only purchase the hardware and perform a 'self install' then the flat $328.90 and $108.90 support fee would be subject to a 50% discount. The total cost after the rebate is therefore $218.90. 

Example 2. If you are a business customer classified as 'Rural Major', you purchase the hardware and choose 'professional installation' then the full price is will be hardware at $328.90 and installation at $664.50 for the Rural Major classification. This comes to $993.40. Applying the rules, then your rebate will be $496.70. 

If you are eligible for the rebate and choose to self install but cannot get the service working, and then require a professional installation to be organised by Telstra, you will still be able to get a rebate on the professional installation labour cost provided that you have not exceeded the statutory cap of $765. Please note that the support fee will not be refunded in such instances. 

(b)
Two way Satellite Plans

Monthly charges 

 
Plan
Speed
Main Usage
Additional Megabytes

2 Way - Basic Sat
Up to 64 Kbps uploading and Up to 64 Kbps downloading
$120* per month for 300 MB
18.9* cents per MB

2 Way - Blast Off
Up to 64 Kbps uploading and Up to 256 Kbps downloading
$145* per month for 300 MB
18.9* cents per MB

2 Way - Business Standard
Up to 128 Kbps uploading and Up to 512 Kbps downloading
$240* per month for 1GB
18.9* cents per MB

2 Way - Business Plus
Up to 128 Kbps uploading andUp to 512 Kbps downloading
$450* per month for 3GB
18.9* cents per MB

General Conditions
· There is a one-off hardware charge of $699.00* plus installation costs. The hardware includes satellite indoor unit, dish, mount and cabling. All plans and packages have a contract term of 18 months, during which you may switch between the plans above at any time. 

· Subscribers who cancel their contract will be charged a cancellation fee of $699.00* pro-rated for the remainder of their contract. 

· Servers/LANS and multiple users will be allowed. If additional users are nominated, LAN connectivity is your responsibility. Telstra will only provide support of a connection for the Telstra BigPond broadband service to a single computer. 

· Hardware title is to pass to the customer at the end of the contract period or upon payment of the cancellation fee after early termination. 

· The Special Digital Data Service Equipment Rebate does not apply to the BigPond satellite 2 Way service. 

· Customers who currently have a BigPond satellite 1 way service have the option of a discounted installation rate if they choose the 2 way product. The discount is $100* off the (one-off) installation charges. No, 1 Way Service cancellation fees will apply if the contract term is less than 18 months and is conditional on the customer returning the 1 way satellite equipment in good working order. The equipment will be recovered by the Telstra installer while conducting the new 2 Way Service installation. 

Installation Charges (One-Off) 

Location
Site Category 1
Site Category 2

Urban
$399.00 *
$799.00 *

Rural Major
$499.00 *
$899.00 *

Rural Minor
$499.00 *
$899.00 *

Remote
$699.00 *
$999.00*

Minimum cost of the contract


Assuming that you do not switch plans during the term of your contract, minimum cost for 18 months with professional Urban Site Category 1 installation on 2 Way - Basic Sat is $3,258.00, 2 Way – Blast Off is $3,708.00, 2 Way - Business Standard is $5,418.00, 2 Way – Business Plus is $9,198.00. Additional installation charges will apply in regional or remote areas and for business customers. All prices above are GST inclusive. 

Geographic Location


There are four classifications for geographic location 

Urban
Community > 10,000 people

Rural Major
Community of 2,500 to 10,000 people

Rural Minor
Community of 200 to 2,500 people or where the community is not within a Telstra standard charging zone

Remote
Community < 200 people or where the community is not within a Telstra standard charging zone

Site categories are defined below: 

1. Site Category 1 or Site Category 2

Site Category 1
All single occupancy premises up to two stories in height with no Body Corporate. 

Includes supply and installation of satellite mounting structure, satellite antenna, radio and LNBF, 38m of RG6 Quod cable, consumable items, freight, insurance, installation of satellite indoor unit to one PC only. 

Local environment requirement (e.g. cyclonic) may incur additional costs. 

Site Category 2
All commercial, business or multiple dwelling units (We highly recommend that all commercial units have professional installation). 

Includes site survey, supply and installation of satellite mounting structure, satellite antenna and LNBF, 38m of RG11 Quod cable, consumable items, freight, insurance, installation of DAK card to one PC only. 

Applicable to all commercial, business or multiple dwelling units. Additional requirements reported at time of survey may incur additional costs. 

* All prices are inclusive of GST. 

Outcome na, Output na 





Question: 34

Topic: Broadband

Hansard Page: 68

Senator Conroy asked:

Can you provide us any current data on broadband availability in Australia on both an aggregate and a regional basis?

Answer:

About 75% of the Australian population are able to access broadband using ADSL (after allowing for technical limitations), broadband cable (via the cable modem service delivered over the Foxtel network) passes 2.5million homes and broadband satellite is available to all Australians.

Customer requests for Telstra’s broadband service have doubled from the second quarter to the fourth quarter last financial year, to more than five thousand a week. As at the end of July 2002, Telstra had more than 175,000 broadband customers, both retail and those serviced by Telstra's wholesale customers. Telstra is confident of meeting its target of one million broadband customers in 2005.

Telstra regards the breakdown of this data on a regional basis as commercial-in-confidence. 

Telstra’s broadband rollout is running to plan with the number of ADSL enabled exchanges currently exceeding 800, of which 378 are outside capital cities.

The ACCC noted in a media release of 20 June that there were 251,000 broadband services connected across Australia as at the end of March, 2002.

Outcome na, Output na 





Question: 35

Topic: Broadband

Hansard Page: 68

Senator Lundy asked:

So can you tell me what percentage of Telstra customers are able to access ADSL by state and territory, as a percentage and as numbers, and by postcode or any other suitable measurement that you might have in your back of house database.

Answer:

The ADSL rollout has been significant to date, with almost 800 exchanges enabled and about 75 per cent of the population able to access ADSL after allowing for technical limitations.

Funding has been allocated for a further 100 exchanges in the 2002/2003 financial year.

Customer requests for our broadband service have doubled from the second quarter to the fourth quarter last financial year, to more than five thousand a week, and we are well on track to meet our target of one million subscribers in 2005.

The percentage of customers able to access ADSL by State, Territory, postcode etc is commercial-in-confidence.

Outcome na, Output na 





Question: 36

Topic: Broadband

Hansard Page: 70

Senator Lundy asked:

Is there a finite limit to the number of ADSL services that a given exchange can support?  I also asked the question in relation to connections back to the exchange through the pillar or any other interim piece of infrastructure.

Answer:

Within the distance and design limits of the ADSL service, Telstra anticipates that it will be able to provide an ADSL service on all copper pairs within copper cables installed in the access network. However, it must be noted that the access network is a shared resource and is required to support other types of services inclusive of the Telstra Standard Telephone Service and wideband services, as well as wholesale services. The demand and mix for each type of service supported within the access network at any one time will establish physical limits of ADSL provision. Telstra must also comply with relevant Australian Communications Industry Forum codes relating to network deployment. 

Outcome na, Output na 





Question: 37

Topic: RIMS


Hansard Page: 78

Senator Lundy asked:

Could you provide details about the technical capabilities of different types of Remote Integrated Multiplexor (RIM) and the extent to which each type is used.

Answer:

Although there are various versions and generations of RIM equipment operating in the Telstra network they all provide a level of availability that meets or exceeds the Standard Telephone Service (STS) requirements for telephone customers. The dial-up data speed obtained by customers connected to a RIM is unrelated to the number of customers connected to that RIM. Customers connected to a RIM are able to access data speeds greater than 19.2kbps. 

As at March 2002, the latest customer data available, Telstra had approximately 5600 RIMs in use with their functionality being similar to that of services delivered on copper pairs. 

Outcome na, Output na 





Question: 38

Topic: Launceston Projects


Hansard Page: 79

Senator Lundy asked:

What type of services are currently being provided?

Answer:

Services currently provided via the Launceston project:

· Broadband-enabled Multimedia Kiosk/Payphones - currently trialing ADSL to the Streets. The units provide conventional payphone services, the sending of email messages, allows video clips and still images to be captured and sent as email attachments, and an information portal for local businesses and organisations.

· Adolescent Mental Health information and resources for the school community - an on-screen renowned psychologist provides knowledge, skills and strategies for accessing help when needed. 

· 'Edutainment' Applications (multimedia-based, educational crossword puzzle applications) - currently trialing EduPuzzles. Addresses educational goals in a non-threatening entertaining game-based paradigm.

· Ongoing Core Broadband Services such as:

-Multi-user online games;

-Ongoing streaming media events;

-Net meeting directory; 

-Community-based services and communication mechanisms ie. group discussion and chat forums and peer-to-peer networking capabilities.

Service trials which have been completed:

· Broadband Telephony (VoIP - Voice over Internet Protocol) - Telstra iCall trial. The trial was positively received with users rating the service quality very highly

· New Baby and Family Health Information and Services - Healthy Baby trial. Unfortunately this service did not reach its full potential due to the backing company going into receivership. 

Outcome na, Output na 





Question: 39

Topic: Teledisc

Hansard Page: 79

Senator Lundy asked:

Provide me with details and a description of Telstra’s relationship with the company Teledesic.

Answer:

Telstra has had some 'commercial in confidence' discussions with Teledesic, as it does with many companies in the course of its business. However, there are no commercial or contractual arrangements for the supply of satellite or other products or services between the two companies. Admiral Bill Owens, who is Vice Chairman and Co-Chief Executive Officer of Teledesic LLC, was appointed as a director of Telstra in November 2001.

Outcome na, Output na 





Question: 40

Topic: HomeLine Classic

Hansard Page: 83

Senator Conroy asked:

Will the HomeLine Classic – relatively lower line rental/higher call price option – be available to customers.

Answer:

Yes, it will be available to customers as from 1 August, 2002 and will be known as HomeLine Budget.

Outcome na, Output na 





Question: 41

Topic: HomeLine Classic

Hansard Page: 83

Senator Conroy asked:

Would you include it prominently on the actual Telstra bills?

Answer:

Yes, a customer’s bill clearly identifies the customer’s pricing plan. 

Outcome na, Output na 





Question: 42

Topic: Network Faults

Hansard Page: 87/88

Senator Mackay asked:

It would be good for you to provide on notice, out of the 1.2 million, a regional versus metro breakdown. We would also be interested in getting the categories that Telstra uses, which you were talking about, and the criteria of progression in terms of rectifying the fault and how many there are per category. 

Answer:

Nationwide, Telstra supports in excess of 10 million fixed line services. Of these 10 million services, we have about 3,400 customer faults in the network per day which equates to only .00034% of all fixed line services being effected. 

Last year just under two thirds of total faults were in metro areas and the remainder of faults were in regional areas.

Faults are categorised as Customer Access Network (CAN) faults, customer equipment faults, and other faults. Last year about 70% of faults were in the CAN, 20% with customer equipment and the remainder were other faults.
Outcome na, Output na 





Question: 43

Topic: Network Faults

Hansard Page: 88/89

Senator Mackay asked:

So do you have a piece of paper that explains what criteria you used to pick the 3,000. 

Presumably there was a distillation process. Is that your assertion?  So you go from X number of faults, or 1.2 million faults as you described it. That is distilled down to 3,000 people which equals 45,000 faults. How do you get to 3,000?

Answer:

The aim of Telstra’s process was to achieve the greatest possible improvement in service for those who needed it most in rural Australia.

To achieve this Telstra undertook to determine those customers in rural areas who were experiencing higher levels of trouble reports per year. To this end, a sample of rural exchange areas was used to estimate the number of customers who generated more than 10 trouble reports per year. The 3,000 figure was an extrapolation from this study. Trouble reports were used instead of faults as it was felt that this would more accurately represent areas where customers were experiencing difficulties with their services. 

Since that time, detailed trouble report information for the whole minor rural segment has been obtained. It was found that a large proportion of these trouble reports related to customer premises equipment and payphones. Subsequent targeting has been based on access network trouble reports only. This information, along with local knowledge, is being used by local teams to identify work in their areas. The process includes identification of high priority areas, field inspection and then upgrading of plant if still required following the field investigation. 

On 1 July, 2002, Telstra announced a commitment of $187 million to spending on upgrading the rural telecommunications network. The priority of this spending will be around boosting Telstra’s network rehabilitation programs and upgrading inter-exchange network bearers – the net effect being a reduction in faults in areas where fault rates are unacceptably high.

Outcome na, Output na 





Question: 44

Topic: Network Faults

Hansard Page: 95

Senator Mackay asked:

You were saying that the NDC workers do not have the requisite skills. In terms of the people who you contend do have the skills to fix the network, what is the establishment, to use an outdated term, and what is it projected to be, ASL?

Answer:

Network Design and Construction Ltd (NDC) is a major construction company  involved in building telecommunications networks, both within Australia and overseas. This type of work is vastly different to the work currently undertaken by the majority of Service Operations staff, who primarily work in customers’ premises performing telecommunications 'fix and fit' activities. In short NDC staff perform construction type work, and the Telstra Service Operations staff work direct with our customers in their premises. Different skill sets are required to perform either 'fix and fit' or construction type work. NDC staff are also covered by a separate Enterprise Agreement, which includes different weekly hours and different pay rates for similar levels of work, ie. NDC salaries are higher. 

Our plans are to continuously balance our workforce level and its composition (ie the mix of full time, part time, casuals and agency usage) according to the needs of the business. That means that changes in technology, products or markets may require us to change both the quantum of our workforce and the skills mix. This is normal business practice and it's a continual balancing process.

In terms of establishment, see answer to question 89.

Outcome na, Output na 





Question: 45

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

Are you aware of the position of the UK regulator on the issue of structural separation?

Answer:

OFTEL has made public statements opposing structural separation. OFTEL made it clear in 1999 that it has always considered there to be economy of scope benefits from the integration of network and enhanced services arising from the sharing of different facilities. OFTEL maintains these views and believes that the advantages of such arrangements are likely to benefit customers as long as regulatory controls exist to deal with abuse or dominance. The regulatory controls intended to achieve this and enable fair competition include accounting (but not structural) separation, and prohibitions on unfair cross subsidy and undue discrimination. OFTEL, in its response of 17 July, 2002 to the House of Commons Culture, Media and Sport Committee Report on Communications, reiterated its opposition to structural separation. 

Outcome na, Output na 





Question: 46

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

Specifically, and following reference at page 17 of the ALP’s paper to a suggestion by the House of Commons Culture, Media and Sport Committee that structural separation be imposed on British Telecom (BT), is it correct that the UK regulator, OFTEL, has rejected this call from the House of Commons Committee?

Answer:

OFTEL's submission to the HOC Select Committee argued that telecomms competition is actually working in the UK . In this submission OFTEL effectively maintains its view that existing structural arrangements and regulatory controls are achieving the good performance which recent benchmarks now show the UK market to be exhibiting. 
Outcome na, Output na 





Question: 47

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 18 of the ALP paper it is stated that an example of where breaking up Telstra into various business components (that would be sold off) “could involve significant destruction of value” would be “in areas such as billing and marketing”.

a)
Do you agree with this statement?

b)
Would you be able to give this Committee an estimate of what the ALP paper describes as a “significant destruction of value”?

Answer:

(a)
One of the uncertainties that would result from structural separation would be whether responsibility for billing customers would be located in the network company or the service company. It is possible that, if the function were located in the network company, then the service company would be less capable of swiftly answering its retail customers’ queries about their bills. This would be because of the need to develop sophisticated protocols for the exchange of information between the two companies, without breaching privacy laws and other legal requirements. A simpler alternative might be for retail customers to deal with one company for service queries, and another for billing queries.


It is highly likely that both the network and service company would have to build billing systems. Billing is seen as a service differentiating product and is one of the benefits we provide to customers, ie one bill (“Single Bill”).


Another of the uncertainties would be the likely need to duplicate, between the network and service companies, the infrastructure associated with marketing and advertising. This is because both companies would presumably wish to advertise their respective functions. This would produce diseconomies because of duplication and inconsistent messaging.

(b) Telstra has not performed any calculation of the potential losses to shareholder value that might result from structural separation. 

Outcome na, Output na 





Question: 48

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 20 of the ALP paper it is stated that “Drawing a line between services and infrastructure may also be complicated by the increasing technological sophistication in telecommunications. It may be difficult to excise particular services which are effectively embedded in the infrastructure and which could readily be characterised either as retail or wholesale activities.”

a)
Do you believe this is a correct statement of the difficulties with respect to the proposition that Telstra should be broken up into 2 separate companies under the ALP’s structural separation proposition?

b)
Would structural separation of a highly integrated operation of Telstra therefore necessitate the massive duplication of facilities, equipment and staffing in each of the 2 companies artificially created under the ALP’s structural separation proposition?

c)
Would you be able to hazard a guess at the cost of such duplication?

d)
But if you cannot quantify the likely cost of such duplication, would you agree that it would be substantial?

e)
And who would bear that cost – would it be consumers?

Answer:

(a) and (b) Technological developments make structural separation of the Telstra network extremely difficult. This is because it would be an arbitrary matter of opinion as to whether certain pieces of infrastructure (with all the associated IT applications and processes) ought properly to be regarded as part of the network infrastructure, or part of the service infrastructure. It would impact on software interfaces for example in the passing of orders, testing and issuing repair requests. For instance, this ambiguity might arise in respect of the call centres which Telstra operates, in particular those which answer customers’ questions about the condition of the network as well as service questions. If the company were split into service and network companies, these centres might have to be separated, or else develop protocols for the exchange of information in a manner that did not breach privacy laws.

There will be some level of duplication of facilities and staff. To start you need two CEO’s, so as you follow this down the ranks it will not be a X and Y split but a X+x and a Y+y. In addition there would be duplication of all the overheads in running two companies such as putting in place staff pay and leave systems, fleet services, accommodation etc. Then you have the technical/IT modification, duplication on the network side.

(c) No.

(d) Yes.

(e) 
These costs would necessarily need to borne either by consumers (in the form of 


higher charges), wholesale customers (higher interconnect costs), the company (lower profits and/or fewer staff), shareholders (lower shareholder value and dividends), or a combination of the above.

Outcome na, Output na 





Question: 49

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 22 of the ALP paper it is stated that “Shifting the (current) minority shareholding into ownership of one party of what currently constitutes Telstra is conceptually simple but likely to be very complex and difficult in practice.”

(a)
Would you be able to spell out for this Committee the likely complexities and difficulties involved with minority shareholder interests under a physical structural separation of Telstra, with the network being fully transferred to the Commonwealth and the remaining assets sold off?

(b)
If minority shareholders took action against the Commonwealth in this situation, how long would you expect it would take to resolve the matter and what recent legal precedents would you expect would apply?

Answer: 

(a).
The likely complexities and difficulties would be numerous. It is not easy to foresee all of them, and Telstra’s own analysis of them is superficial; but they would involve 3 main factors:

(i)
cost;

(ii)
time;

(iii)
the residual concerns that would be likely to be held by the financial markets, Telstra shareholders and other investors, employees, suppliers and customers, and the consequent adverse effect this would be likely to have on the wider Australian economy in general and Australia’s capital and other financial markets in particular.

The cost and time factors are linked. It would undoubtedly take a huge length of time (probably years) and massive costs to achieve the following in trying to “unscramble the Telstra omelette”:  The level of complexity should not be underestimated.

(i)
first, identifying exactly which parts of Telstra comprise “the network”;


(ii)
then, identifying the assets, liabilities, employees, systems and processes, knowhow, licences, contracts etc that would have to be separated from Telstra in order to be transferred into the new company holding and running the network (“Netco”);

(iii)
then, working out how to achieve the transfer process for the lowest cost and involving the least overall disruption (in the absence of legislation, these costs and disruptions would include massive tax and stamp duty costs, employee costs and disruptions, third party contractor costs and disruptions, systems and knowhow costs and disruptions, regulatory costs and disruptions (eg which company would need to hold which licences etc), accounting consequences and finance facility consequences);

(iv)
then, working out which ongoing links need to exist between Netco and Telstra and on what terms (eg ongoing access of Netco to Telstra systems, knowhow, employees, premises etc);

(v)
then, documenting all of the transfers and ongoing links in a manner which makes them completely legally effective;

(vi)
then, obtaining the necessary approvals (including, in the absence of legislation to the contrary, the approval of Telstra’s minority shareholders at a general meeting of shareholders at which the Commonwealth could not vote);

(vii)
then, effecting the transfers in the least disruptive manner;

(viii)
then, managing effectively the inevitable post-transfer mopping-up exercises and the ongoing links between Netco and Telstra; and

(ix)
finally, fully disclosing all of the above in a satisfactory manner so as to enable Telstra’s domestic and overseas shareholders, employees, customers, suppliers, joint venturers and financiers to understand exactly what is occurring and why, and the impact it would be likely to have on their future relationship with Telstra and Netco.

In addition to the above steps relating to the separation process itself, there would be numerous other major complications and difficulties. These include the following:

(i)
reformulating, drafting and implementing the new telecommunications regulatory regime following the establishment of Netco;

(ii) funding, establishing and running the compensation regime - Telstra itself would have to be fully compensated for the loss of the network to avoid minority shareholders facing large losses in the value of their holdings of Telstra shares, but others may also have compensation claims (eg employees, customers, suppliers); and


(iii)
assuming that the Commonwealth did not wish to retain any shares in the new Telstra, the process for disposing of those shares would have to be designed and implemented (eg a T3-type sale of shares by the Commonwealth or a share buy-back by Telstra) and this process would have its own complications and difficulties.

And, of course, Telstra’s own position in the global telecommunications marketplace would be severely compromised, to Australia’s detriment. 

None of the above deals with the third and probably most important factor: the residual concerns that would be likely to be held by the financial markets, Telstra shareholders and other investors, employees, suppliers and customers, and the consequent adverse effect this would be likely to have on the wider Australian economy in general and Australia’s capital and other financial markets in particular. Telstra cannot even begin to describe, let alone quantify, the effects that would flow from this factor.

(b).  It is not possible to state with any confidence the period that would be taken to resolve any action by minority shareholders against Commonwealth action designed to fully transfer the network to the Commonwealth and to sell off remaining assets. Nor is it possible to clearly indicate what legal precedents might apply. In either event, the means by which, and the manner in which, the Commonwealth sought to achieve those outcomes would significantly affect the relevant period and legal precedents. 

Potentially however, the period taken could be extensive (ie years) and the legal precedents uncertain. Legal action could, for example, be taken not only in Australia, but also in other jurisdictions in which Telstra operates or has investors (eg USA, Hong Kong), further contributing to the likely delays and uncertainties.

Outcome na, Output na 





Question: 50

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 22 of the ALP paper, there is reference to the proposed structural separation of Telstra and the sell off of its non-network assets being achieved through a trade sale.

(a)
Do you believe that a trade sale would, more than likely, involve an overseas telecommunications company obtaining a substantial shareholder interest in the relevant assets of Telstra?

Answer:

Telstra supports the further selldown by the Government of its 50.1% shareholding of Telstra. However, the structure and format of the sale is a matter for the Government, as is the extent of foreign ownership.

Outcome na, Output na 





Question: 51

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 22 of the ALP paper it is stated that “If Telstra were to sell its network to the Government at a price above its tax depreciated value it would incur an effective tax penalty.”

a) 
Do you agree with this statement in the ALP paper?

b) 
Can you provide this Committee with an estimate of the likely cost to the company and its private shareholders of this tax penalty? 

Answer:

(a)
Yes, if Telstra were to sell its network directly to the Government at a price above its tax depreciated value then it would be assessable to the extent that the consideration (or deemed consideration) on disposal exceeded the tax depreciated value for the network.

(b)
No, an estimate of the likely cost cannot be provided. The cost to the company would be the amount to which the market value of the network at that time exceeds its current tax depreciated value. The excess would be assessable at the 30% corporate tax rate and any tax paid would also produce franking credits. 

Outcome na, Output na




Question: 52

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 22 of the ALP paper it is stated that “If the number of Telstra shares is reduced, Telstra could lose some franking credits.”

a)
Do you agree with this statement in the ALP paper?

b)
Can you provide this Committee with an estimate of the likely cost to the company and its private shareholders of such a loss of franking credits? 

Answer:

(a)
The answer is determined by how the share buy-back, as a means for Telstra to reduce its capital, would be conducted. For example, an off-market buy-back of shares may result in a reduction of Telstra’s franking credits whereas an on-market buy-back  (that is in the ordinary course of trading on a stock exchange) would not result in a reduction of Telstra’s franking credits. 


In an off-market buy-back the excess of the purchase price debited to the share capital account is treated as a deemed dividend that is franked. In an on-market buy-back the full purchase price is treated as consideration for the sale of shares for CGT purposes.

(b)
It is not possible to estimate the likely cost to shareholders from a reduction in franking credits if an off-market buy-back was conducted.

Outcome na, Output na 





Question: 53

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 22 of the ALP paper it is stated that “With the network operating as a separate entity, new GST arrangements would prevail.”

(a)
Do you agree with this statement in the ALP paper?

(a) Can you provide this Committee with more detail as to the implications of such GST changes for customers? 

Answer:

(a)
Yes, a new legal entity would be required to obtain both ABN and GST registrations. The supplies made by the separate legal entity would be subject to GST on a separate tax invoice. Therefore, the entity would separately account for its own GST exposure in relation to both inter-company transactions/supplies and those transactions to the community at large. 

(b) 
The main impact would be administrative both in the need to establish billing systems and processes for the entity. For customers the main impact will be through the payment of additional invoices. 

Outcome na, Output na 





Question: 54

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 23 of the ALP paper it is stated that “It would also be necessary to restructure Telstra’s existing debt of approximately $13 billion.”

(a)
Do you agree with this statement in the ALP paper?

What would be involved with such a debt restructuring? 

Can you provide this Committee with an assessment of what this would mean for Telstra, its minority shareholders and customers? 

Answer:

(a)
Yes

(b) In view of the wide ranging sources and forms of debt including hedging transactions that remove foreign exchange and interest rate exposures this would probably be quite complex and challenging. Telstra has numerous debt raisings from the capital market (e.g. Eurobonds, Global Bonds, US Bonds, Domestic Bonds, and in Domestic Bonds both retail and wholesale issues), and also banks (it has syndicated loans and other bank facilities involving in excess of 10 banks). Assuming that investors (lenders) would have a view as to the relative desirability  and quality of Netco and Servco debt, it would not be appropriate for Telstra

/Government to arbitrarily determine how existing borrowings were allocated to the new companies. A possible approach would be to offer current lenders a  range of options. This could be the capacity to accept full assignment of their existing debt to the new companies on the required ratio, to seek a selective allocation, or to seek full or partial repayment. Repayments would need to be refinanced through some new form of borrowings unless the Government was prepared to fund early retirements. Communicating with investors and managing this process would be complicated. It may need shareholder involvement in approving the processes.

(c) 
(i) For Telstra - extensive work  would be required initially in drawing up with the Government the formal documents required to approach the various bond holders,  investors, banks, etc. to explain the process and present any options that may be necessary eg. an offer of early repayment if unhappy with restructure. This would probably need a mail out and advertising exercise to attempt to contact all lenders seeking their response to the offers. There would then be considerable work in establishing registers of holders for each of the new entities and the appropriate loan documents including terms and conditions  for those new entities. Considerable support resources would be needed to handle questions etc. from lenders/investors . Telstra still has retail bonds on issue to more than 10,000 members of the public. 

(ii) Minority shareholders - The impact depends on where the minority shareholder's equity ends up and the debt/asset allocation in any structural change. In any event each entity would be less robust with lower asset backing to support the debt. Therefore minority shareholders would have greater risk over their equity investments.

(iii) Customers -  Provided both companies end up with the right skills, service orientation, customer service focus, and skill base etc. customers should not be impacted by debt levels and specific lenders. Customers would have greater certainty of business continuity with Netco  if it were wholly Government owned,  whereas Servco would be open to problems if it became over geared or unable to properly support its operations. Assuming Servco is properly managed, geared, etc. then customers should be only marginally impacted.

Outcome na, Output na 





Question: 55

Topic: Structural Separation

Written Question on Notice

Senator Calvert asked:

At page 23 of the ALP paper it is stated that “The substantial transaction costs involved in full structural separation could make such a change undesirable. Such costs would extend well beyond the usual costs associated with such major business transactions to include a variety of consequential costs, such as business reorganisation costs in each of the new companies.”

(a)
Do you agree with this statement in the ALP paper?

(b)
Can you provide this Committee with an assessment of the likely size of these major transaction costs? 

(c)
What would the incurring of such costs mean for Telstra, its minority shareholders and customers? 

(d)
Would you expect that both companies created through structural separation as envisaged in the ALP paper would pass on such substantial transaction costs to their customers?

(e)
What would be the implications for each of the resultant companies – and especially the new company that was owned by private shareholders – if these substantial transaction costs could not be passed on?

(f)
Would you believe it would be fair to say that investment banks and other groups involved in a full structural separation of Telstra would gain multi-million dollar fees as a result of this exercise?

(g)
As a result, would you be wary of reports from investment banks, etc that favoured the structural separation of Telstra?

Answer:

(a) Yes.

(b) and (c) Telstra believes that the fully integrated model is most effective and efficient for customers and will deliver the best returns for shareholders. To support this position, Telstra is undertaking some work on the costs that structural separation would impose unnecessarily on the company. This work will take some time to complete as it has only just commenced.

(d) Yes

(e) If these costs could not be passed on to retail or wholesale customers in the form of higher prices and charges, then they would necessarily have to be absorbed by the companies and their shareholders (via lower profits and/or lower dividends).

(f) The process of structural separation would require the expertise of investment banks, legal practitioners, economists, auditors and many other professionals.

(g)  Those who read reports from investment banks should form their own judgment about the possible commercial interest such banks could have in performing the task of separating Telstra into network and wholesale companies.

Outcome na, Output na 





Question: 56

Topic: Structural Separation.

Written Question on Notice

Senator Calvert asked:

Finally at page 23 of the ALP paper it is stated that the structural separation of Telstra into 2 separate companies would “involve additional transaction costs.”

(a)
Do you agree with this statement in the ALP paper?

(b)
Can you provide this Committee with an assessment of the likely size of these additional transaction costs between the 2 companies? 

(c)
What would the incurring of such costs mean for Telstra, its minority shareholders and customers? 

(d)
Would you expect that both companies created through structural separation as envisaged in the ALP paper would pass on such transaction costs to their customers?

(e)
What would be the implications for each of the resultant companies – and especially the new company that was owned by private shareholders – if these new transaction costs could not be passed on?

Answer:

(a) Yes.

(b) and (c)  Telstra believes that the fully integrated model is most effective and efficient for customers and will deliver the best returns for shareholders. To support this position, Telstra is undertaking some work on the costs that structural separation would impose unnecessarily on the company. This work will take some time to complete as it has only just commenced.

(d) Both wholesale and retail customers would most likely share part of those costs between them in the form of higher prices and charges. The balance of those costs would most likely be borne by the company and/or the Federal Government.

(e) If these costs could not be passed on to retail or wholesale customers, then they would necessarily have to be absorbed the companies and their shareholders (via lower profits and/or lower dividends).

Outcome na, Output na 





Question: 57

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

With reference to ECITA Budget Estimates Hansard 27/5/02 page 64, and a statement by Mr Granville “we actually have a number of programs under way to ensure that that is not the case”. Could you provide details of how many programs there are, what is the nature of the programs, and how these programs operate to ensure that customers on pair gain systems are not disadvantaged.

Answer:

Telstra has a generalised process to monitor customers on pair gain systems to ensure that the level of service provided is in accordance with agreed industry standards. The process is described in the response to Question 58.

Telstra is continually improving processes relating to pair gain systems and is currently:

· strengthening activities associated with the commissioning of new pair gain systems to ensure optimal performance at installation;

· assigning specialist teams to review the performance of existing pair gain systems.   

Outcome na, Output na 





Question: 58

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

With reference to the same page (Hansard p64), Mr Granville stated that the level of activity on pair gain systems is monitored. Could you explain how this is monitored, what is the nature of the monitoring, how often the monitoring is reported on and acted on and how the monitoring is responded to within Telstra.

Answer:

Since the early 1980’s Telstra has maintained a policy of only deploying technologies that can be remotely monitored. The information provided by the monitored systems varies between systems but principally includes a number of defined alarm states, the number of ports with connected equipment and the status of each port at the time of inquiry.

The newer pair gain systems have specific network element monitoring systems that allow for alarm collection and the scheduled and ad-hoc collection of system data, presentation of data, system interrogation and down-loading of new software.

Older pair gain systems are connected to Telstra’s alarm management system for alarm collection and to a data network that allows direct connection and polling of individual devices.

In addition to the above, Line Concentrators also have Grade of Service monitoring. The information gathered is then used to determine the performance and status of the system. Data is obtained from each system on a regular basis. The data is analysed and a monthly performance report is produced. The report is then analysed to determine if specific systems have degraded in performance and whether a performance trend can be established. Underperforming systems are identified and are then programmed for relief. Possible relief measures are set out in the answer to Question 68.

Alarms raised by all systems are responded to in accordance with the severity of the alarm. 

Outcome na, Output na 





Question: 59

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

With reference to the same page (Hansard p64) and discussion, can Telstra state whether customers on a 6x16 pair gain system who are unable to use their telephone because the other lines are in use are covered in any way by the Customer Service Guarantee and in what capacity? If they are, can Telstra state how much has been paid out to these customers?

Answer:

Whilst the Customer Service Guarantee does not directly address this circumstance, 6x16 Pair Gains Systems are subject to supporting the delivery of the same service standards as defined by the regulator in relation to the Standard Telephone Service. Telstra reports its Quality of Service and CSG performance to the ACA on a quarterly basis, while also publishing these same reports on its website for public access. Telstra addresses congestion through appropriate design and monitoring of the network as described in questions 35, 36 and 42.

Outcome na, Output na 





Question: 60

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

When will Telstra be putting in place a customer awareness program for priority customers to inform them that they are on a pair gain system and that sometimes they may not have an operational telephone service? Is there any reason why this could not be extended to all Telstra customers on a pair gain system?

Answer:

Telstra has committed, through its approved Priority Assistance Policy, to provide a greater reliability for Standard Telephone Service fixed line services provided to priority assistance customers compared to non-priority customers. One of the processes to achieve this will be a review of the service history and mode of provisioning of the service to identify any factors that may require remedy to bring a customer's service to this higher level of reliability. Part of that process may involve, among other things, examining the technical performance and service history of any pair gain systems used to provision the service. Where a service, for whatever reason, does not meet Telstra's parameters for this higher level of service reliability, action will be taken by Telstra to remedy that situation and the customer will be informed of the situation and the remedy. This may involve advising the customer about pair gain systems. 

It is standard practice in the telecommunications industry to inform customers that the carrier does not guarantee a fault free service, and to the extent that this means that customers may not have a fully operational telephone service at all times. Telstra already informs customers of this unavoidable fact in Telstra's Standard Form of Agreement.

Telstra will not be extending this process to all customers. Telstra will inform customers at their specific request of the nature of the plant provisioning their service.

Outcome na, Output na 





Question: 61

Topic: Standard Telephone Service

Written Question on Notice

Senator Mackay asked:

Mr Granville in this discussion referred to the Standard telephone service definition which requires availability 99 per cent of the time over a long-term average. Can Telstra tell us what is the length of time in this calculation for the long-term average?

Answer:

The 99% figure refers to the presence of dial tone over a continuous 12 calendar month period.

Outcome na, Output na 





Question: 62

Topic: Priority Customers

Written Question on Notice

Senator Mackay asked:

What is the name of the dedicated area of Telstra which deals with priority customers? How long has it been in operation? What is the cost of this dedicated area of Telstra?

Answer:

The National Priority Customer Team (PCT) was established on 14 March 2002.

The team is available on a 24 hours, 7 days a week basis to provide assistance to customers that claim to be medical priority customers.

The annual cost of this area to Telstra is expected to be over $3.5M.

Outcome na, Output na 





Question: 63

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

What is the eligibility criteria for priority customers?  How is a priority customer determined?  Can customers nominate themselves as priority customers? Will criteria such as age be taken into account?  What is the process customers can currently follow to nominate themselves as priority customers – ie, what is the telephone number to call?

Answer:

In accordance with a new licence condition put in place by the government, Telstra has recently introduced a new Priority Assistance Policy for dealing with priority customers. In formulating this Policy Telstra has also relied upon a review of its processes and recommendations made by the Australian Communications Authority and PricewaterhouseCoopers. The aim of Telstra's Priority Assistance Policy is to ensure that Telstra provides a priority level of service installation and repair to its priority customers and to priority customers of other telephone companies. 

Telstra’s policy is directed at providing an enhanced level of service to people with genuine life-threatening medical conditions where there is a high risk of rapid deterioration to an emergency condition. A group of medical experts was convened under the auspices of the Commonwealth Chief Medical Officer some months ago to develop a list of eligible medical conditions to serve as criteria. 

To qualify as a Priority Customer, an individual must be diagnosed as having a life threatening medical condition:

· With a significantly increased possibility of a rapid deterioration in the individual’s condition to the point that they may die; and

· Where prompt attendance by an Ambulance, or prompt provision of telephone advice by a doctor or health professional could avert the death.

Status as a Priority Customer is determined by the customer making an application to Telstra and having their condition certified through either GP certification or statutory declaration. Telstra is currently finalising implementation details of the scheme in consultation with medical groups and customers. Priority Assistance is specifically designed for customers in genuine need. If customers without a genuine need register for this service, it may put those that are in genuine need at risk. For new connection customers call 13 2200 (TTY: 1800 808 981), a consultant will fulfil the customer’s request as normal and in the process ask the customer if they consider they are eligible for Priority Assistance.

If a customer is reporting a fault they call 13 2203 and can discuss their eligibility for Priority Assistance.

Current process

Customers can nominate themselves as a Priority Customer, especially when reporting a fault or requesting a new service connection, if they believe they have a life threatening condition. Telstra will in good faith immediately provisionally register a customer as a Priority Customer following a customer's claim that they are eligible. 

Age in itself is not a criteria for eligibility.

Customers can inquire about status as a Priority Customer by contacting Telstra via the normal front of house numbers (ie Fault Number, New Connection Number, Disabilities, etc…). A fulfilment pack, including an application form, will be sent out to the customer to complete and obtain medical certification before mailing or faxing it back to Telstra.

Outcome na, Output na 





Question: 64

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

What is the modelling that Telstra has done that shows the probability of 6 people being on a 6 x 16 pair gain at the same time as being low? Can Telstra provide the Committee with details of this modelling?

Answer:

Telstra dimensions Line Concentrators on the basis of a Grade of Service of 0.005 ie calls are successful 995 times out of 1,000, using the Engset (B) Traffic Table and Rubas traffic data model. These dimensioning methods are internationally recognised by telecommunication companies around the world. The monitoring of existing systems provides input parameters for dimensioning of these systems.

Outcome na Output na




Question: 65

Topic: Total Call Modelling

Written Question on Notice

Senator Mackay asked:

What is Total Call Modelling?  Can Telstra explain how this modelling system works, and what details are included in this modelling?  Are individual phone calls monitored under this system? What details of individual calls are collected under this modelling?

Answer:

Telstra is not aware of the terminology - Total Call Modelling.

Output na 







Question: 66

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

How many 6x16 pair gain systems are currently being utilised in Australia? Can Telstra provide details of where these 6x16 pair gain systems are located?

Answer:

As at 1 June, 2002 there were 4,482 6/16 Mini Line Concentrator (MLC) Systems in use by Telstra. Additionally, there were 1,564 6/15 MLC’s, a similar sized system to the 6/16. 

It is of note that, as at July 2000 there were 5947 6/16 and 1,986 6/15 MLC systems in operation.

These systems are located in rural and urban areas across Australia.

Telstra no longer purchase MLC equipment and these systems are generally no longer deployed other than in exceptional circumstances.

Outcome na, Output na 





Question: 67

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

On page 76 of ECITA Hansard 27/5/02, Mr Granville says each pair gain system has a different form of management system. Can Telstra elaborate on how many different forms of management systems there are, and how each one works? Can Telstra outline how the Pair Gain system is monitored, including how much time there is between a problem being detected, and a technician correcting the problem?

Answer:

Pair gain systems are monitored using one of two network Operational Support Sub-Systems (OSS).

1) For those older systems that do not have a Network Element OSS, Telstra links these pair gain systems through a data network that allows for the individual interrogation of a pair gain system on a regular basis. The collected data is processed by a downstream computer system to produce the necessary reports.

2) The systems that have associated network element management provide a more advanced capability to collect and process data and present the data to the operator. 

Both the OSS and the individual pair gain systems are connected through to the Telstra Alarm Management System (AMS). The process that Telstra uses to observe and react to alarms is consistent across all network elements.

The AMS recognises different severity of alarms. For Pair Gain Systems these alarms are presented to the Telstra CAN Electronic Management Centre (CEMC) where all critical alarms that cause customer service failure, once observed are actioned immediately. This entails logging the fault in the Telstra workforce management system, which then schedules a technician. Telstra provides reports to the ACA on its fault rectification performance.

The time between fault detection and repair will vary dependent on the time the fault was detected, the geographic location of the pair gain system, the type of failure that has occurred, and the availability of a suitably skilled technician. Telstra aims to address all faults within the prescribed customer service guarantee period.

Outcome na, Output na 





Question: 68

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

When a problem is detected in a pair gain system, such as the capacity of the pair gain being insufficient for the pattern of usage for the customers on that pair gain system, what action does Telstra take to improve the capacity for those customers? Are they placed on a different type of pair gain system?

Answer:

A pair gain system is designed to fully support the number of customers it is able to connect with an assumed average traffic rate. However, the traffic usage of the customers may be such that the performance of the pair gain system is below the Telstra Grade of Service requirements for a standard telephony service. Once it has been determined that this is a consistent outcome, the following generally apply:

· For larger systems, augmentation of bearers or the transmission link may occur;

· Moving high calling rate customers on to any spare dedicated copper pairs; and

· In rural areas, if limited copper is available, an additional Pair Gain System is provided and customers balanced across both systems, or cable relief is provided and the system recovered.

Outcome na, Output na 





Question: 69

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

Of the pair gains that have had capacity problems such as this, how many times has Telstra moved them on to another type of pair gain, and how many times has Telstra taken other action (please specify the nature and frequency of the other action taken).

Answer:

The decision is made within each of Telstra’s five Access Network Infrastructure Regions. Telstra regrets that it does not maintain records that would allow this type of information to be made available. 

Outcome na, Output na





Question: 70

Topic: Data Collection Arrangements

Written Question on Notice

Senator Mackay asked:

Can Telstra explain the changes to the collection and measurement of fault data?

Answer:

Since the introduction of the Customer Service Guarantee (CSG) standard in January 1998 there have been changes to the standard which have affected the number of faults that are taken into account when calculating CSG performance and assessing a customer’s entitlement to CSG payments. The most significant of these changes came into effect on 7 July 2000 when the scope of the CSG standard was changed to cover only those customers who have five or less CSG eligible services. 

At the same time the new standard included changed provisions relating to the way exemptions from the standard due to factors beyond the control of a Carriage Service Provider (CSP) were to be given effect. Prior to July 2000 the CSG standard did not require notification to customers in the event that there were factors beyond the control of a CSP and stated that CSPs were exempt from complying with the standard to the extent that non-compliance was a result of circumstances beyond the control of the CSP. On this basis Telstra's practice was to exclude from its performance calculations those categories of faults which it was able to clearly identify from its records as falling into exempt categories. These included damage caused by a third party contractor or the customer, or which was the result of vandalism. Where an individual customer - prior to introduction of CSG automatic payments on 3 August 2000 (from this date Carriage Service Providers were required to identify where a CSG liability applied and to automatically make a payment to a customer without that customer making a claim) - sought CSG compensation in relation to these or indeed any faults, Telstra investigated such claims on a case by case basis.

As a result of these new exemption provisions coming into effect, Telstra changed its fault counting practices from July 2000 to include those categories of faults mentioned above. As such it is not appropriate to make comparisons between the 2000/2001 and fault levels reported for previous years. 

Outcome na, Output na 





Question: 71

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

What types of faults are excluded from CSG fault data collection? Please specify by type and quantity.

Answer:

The CSG standard applies only to customer reported faults as defined in the CSG standard, ie faults which mean a customer is not able to use their service either wholly or partly. These faults must be on a standard telephone service (a service provided for voice purposes or an equivalent service for people with a disability) or be faults applying to the enhanced call handling features specified in the CSG standard. 

The following is a summary of the types of faults not covered by the CSG standard

· Faults which apply to services not covered by the CSG standard eg ISDN service faults;

· faults which do not satisfy the CSG standard fault definition ie the fault does not prevent the customer from using the service eg. some noise on line but customer is still able to make calls. Decisions on whether a customer is able to use the service are based on customer advice provided to Telstra at the time the fault is reported;

· faults that occur beyond the network boundary (usually the first socket) in customer premises equipment including handsets, modems, wiring and any other permitted attachments;

· faults that occur on services where that customer is not covered by the CSG standard ie customer has more than 5 CSG eligible services;

· faults detected and fixed pro-actively by Telstra and not reported by customers; and

· faults reported by a customer but which when subsequently tested and following discussion with the customer are found to be free of any fault condition that would render the service inoperable on a continuous basis. Where there has been a pattern of repeated (intermittent) fault reports Telstra has other processes in place that capture and provide for analysis and resolution of such matters.

Telstra also receives enquiries from customers on the use of a Telstra service and these are recorded in the fault logging and tracking system. These are not faults but are situations where a customer requires assistance on how to use a service; eg steps in how to use an enhanced call-handling feature. These matters are usually resolved by consultants at the initial point of contact with customers. 

The following data provides a split between CSG and non-CSG faults for 2000-2001. 

Total CSG faults



   838,229

Total non-CSG faults
(*)


3,125,447



Total Faults Recorded by Telstra (*)

3,963,676

(*) These figures include activities listed above as not falling into a CSG category. It is of note that some 25% of the Total Faults Recorded by Telstra are finalised with the customer by consultants at the initial point of contact - these include enquiries as detailed above.

Outcome na Output na 





Question: 72

Topic: Pair Gains

Written Question on Notice

Senator Mackay asked:

With regard to the 3,000 customers who have been identified with repetitive faults, [see ECITA Hansard 27/5/02 p 48], what is the fault rate that they have been experiencing per 100 services?  How many of these customers are on a pair gain system? How many of these customers are located in rural and regional Australia? Can Telstra provide detailed information on the causes of these repetitive faults to these 3,000 customers?

Answer:

The aim of Telstra’s process was to achieve the greatest possible improvement in service for those who needed it most in rural Australia.

To achieve this Telstra undertook to determine those customers in rural areas who were experiencing higher levels of trouble reports per year. To this end, a sample of rural exchange areas was used to estimate the number of customers who generated more than 10 trouble reports per year. The 3,000 figure was an extrapolation of this sample data. Trouble reports were used instead of faults as it was felt that this would more accurately represent areas where customers were experiencing difficulties with their services. 

Since that time, detailed trouble report information for the whole minor rural segment has been obtained. This information, along with local knowledge, is being used  by local teams to identify specific work in their areas. 

The network plant that will finally be subject to investment to improve performance levels is dependent on the work being done by our local teams. This includes a field inspection and analysis of the underlying causes of trouble reports. As such, we cannot specify at this point in time, specify how many customers impacted are on pair gain systems. 

The study was concentrated entirely on exchange areas classified as minor rural.

As described above, we have used trouble reports rather than faults in order to better target areas where our customers have experienced difficulties. The breakdown in minor rural areas of trouble reports for customers with more than 1 trouble report in a year is as follows : 

Customer premises equipment (including pay phones) – 50%

Access network – 44%

Exchange and inter-exchange network – 6%

On 1 July, 2002, Telstra announced a commitment of $187 million to spending on upgrading the rural telecommunications network. The priority of this spending will be around boosting Telstra’s network rehabilitation programs and upgrading inter-exchange network bearers – the net effect being a reduction in faults in areas where fault rates are unacceptably high.

Outcome na, Output na 





Question: 73

Topic: IMEI


Written Question on Notice

Senator Mackay asked:

1. Can you give me details of the recently announced plan to use IMEI numbers to block stolen mobile phones from Telstra’s network?

2. Will the 15 August 2002 implementation date be met?

3. Has Telstra discussed the use IMEI tracking with the other carriers?

4. Is Telstra aware of plans by the other carriers to implement IMEI tracking?

5. Will Telstra open IMEI tracking to the other carriers?

Answer:

1.
In April 2002, Telstra announced that it will block lost and stolen mobile phone handsets from its network from 15 August. Currently when a customer reports their phone either lost or stolen to Telstra, their SIM card is immediately disabled, meaning that they are not liable for any phone calls made after that time. However someone can still use the handset by inserting another SIM, thereby leading to an active black market in stolen handsets. By blocking the lost or stolen handset based on its IMEI number (a form of internationally recognised serial number for GSM mobile phones), the handset is unable to make or receive voice calls, thus reducing the value of the handset in a black market. 

2.
Telstra is confident that the 15 August 2002 will be met.

3. Telstra has led the mobile industry in IMEI blocking, through its involvement in the industry working party set up by the Australian Mobile Telecommunication Association (AMTA). 

4. In May 2002, AMTA announced that industry-wide blocking will be implemented by 31 March 2003. According to AMTA, Vodafone will block lost and stolen phones from its network by 31 December 2002 and SingTel Optus will follow by 31 March 2003. 


5.
As noted above, Telstra has had productive discussions with the other carriers in the AMTA forum. Carriers have agreed to a standard procedure which involves each carrier blocking lost and stolen handsets from their own networks from the dates outlined above, and then sharing this information with the other carriers, who will use this information to block those handsets from their networks. In this way IMEI blocking will be progressively introduced across the industry by early 2003.

Outcome na, Output na 





Question: 74

Topic: Faulty Cables


Written Question on Notice

Senator Mackay asked:

1.
What is the current method of fixing faults in wet cable and joints? (the use of gel?)

2.
Has the use of the nylon jacket around a cable been extensively used for cable faults? Is this seen as adequate?

3.
I refer to Telstra’s Our Future newspaper of 14 September last year, where one rural and remote services manager identifies that the nylon jacket does not prevent rats chewing through cables. Has an alternative been sought?

Answer:

1.
Where wet cable with less than 50 pairs is identified as the cause of a service fault, the affected part of the cable is generally replaced. If the cable is larger than 50 pairs, or directly buried in the ground or housed in a conduit and immediate replacement is not possible, temporary repairs are made and the cable is tagged for subsequent permanent repair to stop the ingress of water or replacement. If a joint is wet for reasons other than wet cable then the joint is rehabilitated or replaced, depending upon the reason for the wetness and the condition of the conductors and connectors within the joint enclosure.


2.
Nylon jacket cable has been deployed by Telstra since the late 1960's. It provides an effective barrier against termite attack. Nylon jacket continues to be used where there is a likelihood of attack from ants and termites and where such attacks have caused cable faults. 

3.
Yes. Where nylon jacket cable has been deployed and rodents are subsequently discovered to be eating into the cable, then generally the cable is replaced with rodent proof cable.

Outcome na, Output na 





Question: 75

Topic: Faulty Cable

Written Question on Notice

Senator Mackay asked:

Will Telstra ever get on top of the number of faults in the network or will it be an ongoing backlog waiting to be repaired?

Answer:

As with any telecommunications company in the world, there will always be a base load of faults Telstra will have to deal with due to the numerous elements that impact on the Telstra Network. 

Telstra endeavours to manage its resources to meet the minimum repair time requirements. On occasion the repair times can be impacted by uncontrollable circumstances such as mechanical damage by third parties or climatic conditions. The operational cost to have staff standing by in anticipation of these conditions would be enormous, although Telstra does have processes and an appropriate variable resource to respond to these peaks in demand. Telstra has always used external workforces to augment internal capabilities.

Telstra also has a number of pro-active programs specifically developed and funded to target high fault –prone network areas and reduce the impact and fault volume variation.

For example:

· Preventative Maintenance strategies such as Total Productive Maintenance which is a program that involves teams taking ownership for a defined area and taking actions to achieve improvement ie quality, service and reliability by identifying root causes.

· Pro-Active maintenance programs such as the commitment of $187million to upgrading the rural telecommunications network announced on 1 July 2002.

· Technology and design improvements such as the development of improved Standard Field Access Units for communications technicians. Compared to the previous unit, these are smaller and enable more accurate assessment of fault type and location as well as increased capability for broadband testing. 

The cost to build and maintain a telecommunications network with zero fault levels or to have staff available to maintain a zero fault volume is not commercially practical - if possible at all. Over time, different aspects of the network will be impacted by a variety of factors such as age, weather and everyday wear and tear – these factors are unpredictable to a certain extent and need to be continually addressed on a needs basis.

Outcome na, Output na 





Question: 76

Topic: Faulty Cables


Written Question on Notice

Senator Mackay asked:

I refer to Mr Roger Bamber, Telstra Country Wide managing director who on 20th September 2001 wrote in the Herald Sun that it was not surprising Telstra had such an extensive maintenance log. He said and I quote “it’s a bit like painting the Harbour Bridge. As soon as you’ve got to one end you have to turn round and start again”. Is this an adequate account of the maintenance provision of E71 fault rectification?

Answer:

This is an adequate analogy. Like the Harbour Bridge, over time different aspects of the network may be affected by a variety of factors, such as age, weather and everyday wear and tear. These factors are unpredictable to a certain extent and need to be continually addressed on a needs basis, making it difficult for a point of finality to be reached. It is of note that E71’s (now CNI’s) are not customer impacting faults.

Outcome na, Output na 





Question: 77

Topic: TASM


Written Question on Notice

Senator Mackay asked:

1. In relation a response from Mr Barda to Senator Conroy in Estimates on 18 February 2002, could Telstra provide details of the final arrangements for employment conditions for TASM subcontractors, which Mr Barda said would be finalised on 8 March 2002

2. Could you provide details of the final arrangements for employment conditions for TASM employees?

3. How do these new arrangements differ to the conditions of employment that governed the employment of staff prior to the instigation of TASM?

4. Are any TASM employees being transferred to individual AWA’s?

5.
Is there any reduction in employment conditions for those staff under AWA’s

Answer:

Total Area Service Management (TASM) is the name given to two trials in Brisbane and Melbourne that aim to identify greater productivity and service improvement by giving accountability for the end-to-end service management to field staff in those areas.

Telstra cannot comment on the personal and private conditions of employment for the sub-contractors that are actually employed by Visionstream Pty Ltd, (VPL are in partnership with Telstra on this project and are actually employing the sub-contractors). However, only sub-contractors who are suitably qualified and experienced can be engaged on this project. All those employed in the project have to comply with the provisions of all applicable environmental and occupational health and safety legislation and codes of practice which apply to the services performed and that apply to all Telstra employees. All sub-contractors must be thoroughly briefed on safe work practices and their environmental and occupational health and safety obligations and responsibilities

2.
There are no 'final' arrangements of employment conditions for TASM employees as these are no different to those working outside of TASM. Staff are employed as per the Telstra Award scheme, Enterprise Agreements etc.

3. They do not differ at all to the conditions of employment prior to TASM.

4.
There are no plans for TASM employees to be transferred to AWA’s.

5.
No.

Outcome na, Output na 





Question: 78

Topic: Staff Reductions

Written Question on Notice

Senator Mackay asked:

1. In answer to Question 179 February about where the 10,000 redundancies have come from within Telstra, your table shows that 60.8% of the redundancies have come from Infrastructure Services. Can you describe the work done by staff employed in that unit?

2. In light of the problems that have been described in both the ACA and the PWC reports into the Boulding Family incident, will Telstra now reconsider its staff numbers for that unit, and/or will they be increased?

3. Does that percentage figure include any jobs from NDC? Or are they purely Telstra jobs that have been made redundant from that unit?

4. Does Telstra have any further redundancies to announce this year? And if so from which unit?

Answer:

1. Staff in Infrastructure Services are responsible for planning, developing, designing and deploying technology, as well as operating the networks and installing and repairing Telstra services. 

2.
Neither the PwC nor the ACA reports drew any references to 'staff numbers' being sufficient, surplus or deficient. It is a matter of public record (ACA quarterly and annual Carrier Performance Bulletins) that Telstra's service levels for connections and repairs (and many other service metrics) have improved over the last 10 years, and especially since the CSG Standard was introduced in 1998. It is also a matter of public record (Telstra Annual Reports) that Telstra staff numbers have been reduced during the same period.

3. This figure does not include NDC reductions.

4.
Our plans are to continuously balance our workforce levels and its composition (ie the mix of full time, part time, casuals and agency usage) according to the needs of the business. That means that changes in technology, products or markets may require us to change both the quantum of our workforce and the skills mix. This is normal business practice and an ongoing balancing process.

Outcome na, Output na 





Question: 79

Topic: CNI

Written Question on Notice

Senator Mackay asked:

1. A table provided to Question 220 from QONs February estimates shows that CNI Orders cleared has been higher every year since 1995. This obviously amounts to there being more and more faults recorded each year. Why has there been this increase in CNI (or E71) faults each year?

2. Does the increase relate to cuts in technician jobs?
Answer:

1.
The CNI database, which now includes former E71 data, is a record of maintenance work, not service faults. CNI orders are not directly customer affecting. There have been two key contributing factors to the greater number of recorded CNI orders in recent years. First, the migration of CNI order information into one national system which allows a greater level of rigour to be applied to capturing these orders, and second, process improvements in relation to capturing of CNI orders generally.

2.
Staff assignments for maintenance work are managed on a day-to-day basis; field staff are not dedicated to network maintenance. The increase is reflective of our increased effectiveness in capturing and clearing CNI orders, regardless of our staffing levels.

Outcome na, Output na 





Question: 80

Topic: CNI

Written Question on Notice

Senator Mackay asked:

A letter from Senator Alston to me dated 18th April 2002 stated that Telstra are able to provide the E71 database in an alternative tab-delimited CSV format. Could that be provided to the Committee updating all outstanding faults (or CNIs) to the present time?

Answer:

Telstra is currently collating the material and will provide the Committee with CNI data as at end July 2002. Having regard to the work involved in updating the database and providing the information in the required format, Telstra expects that the information will be available to the Committee in early September. 

Outcome na, Output na 





Question: 81

Topic: CNI

Written Question on Notice

Senator Mackay asked:

Also in question 220, I asked for a breakdown of when the serious faults on this database will be repaired? The responses state in (a) and (e) that: 

‘The CNI/E71 database is not used to manage serious faults.’

And
‘This generally represents routine maintenance requirements of the network – not customer impacting faults.’
How can Telstra justify that answer when technicians’ written reports in the E71 database provided to me stated  ‘constantly breaking down and dangerous’ and ‘urgent’?

Answer:

The CNI database uses 5 levels of priority for managing CNI orders. Level 1 orders, classified as urgent, in general refer 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, some time in the future. As at June 2002, Level 1 CNI orders represent less than 1 per cent of all recorded CNI orders and are attended to as a matter of urgency.

CNI orders are different from faults and not directly customer affecting. If it is discovered that a customer’s service is affected, the work is recorded and managed as a fault under the relevant process. If a safety risk is identified, the problem is made immediately safe and only submitted as a CNI order when a longer-term solution is required. Other maintenance-related work not impacting customer services are logged as CNI orders.

Outcome na, Output na 





Question: 82

Topic: CNI

Written Question on Notice
Senator Mackay asked:

1.
What percentage of faults listed on the CNI database are currently deemed as unnecessary for no action to be taken?

2.
In response to a QON no. 215, you state that a project to review these orders (in which no action is deemed necessary) is in progress. Will this now form part of the review of fault management systems as recommended by the ACA?

Answer:

1. The CNI database, which now includes former E71 data, is a record of maintenance work, not service faults. CNI orders are not directly customer affecting. About 80 per cent of orders contained in the CNI database at present are deemed as “Non-Urgent”, ie minor maintenance work defined as not time critical.

2. Whilst the review is continuing, there are no current discussions or plans to integrate this project into the review of fault management systems.

Outcome na, Output na 





Question: 83

Topic: CSG Payments

Written Question on Notice

Senator Mackay asked:

1. What is the total in CSG compensation payments for this financial year 2001-02?

2. Your answer to QON no. 175 says that for the seven months ending January 2002, Telstra made 109,216 payments totalling $3.7 million. You further talk of the same spend in the subsequent year for the corresponding length of time. Do you mean that 7-month length of time?

3. If so, the spend in that year 2000-01 of $7 million (137,000 payments) is a considerable amount more than $3.7 million (109,216 payments) for only an extra 28,000 payments and for only 7 months? Is that answer correct, or if not, could you please clarify this? Did you mean $7 million spent over a whole year?

4. Does Telstra see these CSG compensation payments as adequate? It certainly appears to be a lot of money spent in 7 months for not fixing faults on time.

Answer:

1.
The total CSG compensation payments for the year 2001/02 were $6.4 million.

2. Yes, Telstra is referring to the same 7-month period of 2000/01, that is, July 2000-January 2001.

3.
The following table details the total number of CSG payments and total compensation payout figure (dollars) for the 2000/2001 and 2001/2002. 

Telstra CSG payment numbers and dollar amounts – 2000-01 versus 2001-02


2000-01
2001-02

Jul-Jun (12 mths)
234,990

(as reported in ACA s. 105 report to Minister)
$14m

(as reported in ACA’s annual s. 105 report to Minister)
198,142

(to be reported in next ACA s. 105 report to Minister)
$6.4m

(to be reported in next ACA s. 105 report to Minister)



The summary table above highlights a significant reduction of $7.6million in the total CSG payout figure between 2000-01 and 2000-02 together with a reduction of 15% in the total number of CSG payments for the same period.

The decline in the number of payments directly reflects Telstra’s improved CSG performance from 2000/01 to 2001/02 (national CSG connection performance rose from 91% for 2000/01 to 93% for 2001/02. Corresponding CSG restoration performance rose from 89% to 90%).

The significant decline in the Total CSG compensation payout figure is the result of overall improvement in CSG performance against timeframes which led to a  reduced number of CSG compensation payouts (as detailed above). At the same time the overall improvement in Telstra’s service performance levels has resulted in a decline in the number of days of delay beyond CSG timeframes (on which the level of individual CSG payments are calculated) for connecting and repairing services for those customers where CSG timeframes have not been met. This means that overall, there are less CSG compensation payments being made while the average payment for each missed CSG event has also reduced.

4.
Compensation payment levels are set by the ACA for application across the industry. The total amount paid out reflects overall CSG performance against prescribed CSG standard timeframes set by the ACA. Telstra is pleased that it has been able to achieve significant improvements in its service performance standards as reported by the ACA and will continue to strive to achieve further improvements in service levels over time. 

Outcome na, Output na 





Question: 84

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:

1.
In reference to recommendation no.5 of Telstra’s own PWC report, 

‘Telstra should investigate service delivery and network reliability for rural exchanges with fault levels significantly above average’,


has Telstra began such an investigation? 

2.
The recommendation further recommends that ‘Telstra commission further follow-up reviews…to ensure the above recommendations have been adequately implemented in an appropriate timeframe’. And that this could be done by providing periodic reports to the ACA. 

3.
What timeframe has Telstra set for this review of service delivery and network reliability? And has it yet provided any reports to the ACA? 

Answer:

1. Telstra has now completed this investigation. On 1 July 2002, Telstra announced a $187 million upgrade of the rural telecommunications network with the approved spending designed to reduce faults, provide additional network redundancy and improve product availability for rural customers.

2. Customer service and network reliability levels will be monitored through the new network reliability framework measures developed by the ACA, commencing in December 2002.

3. See answer to question 1. Although Telstra has not provided a report to the ACA on the above, we are engaged in regular dialogue with the ACA on such matters.

Outcome na, Output na 





Question: 85

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:

The first part of the recommendation reads: Telstra provided information from its service repair records on the average Fault Rate under the CSG definition for all rural areas nationally. What are these service repair records? Are they E71s or different? Can the committee be provided with those records?

Answer:

The service repair records are the tickets of work relating to customers’ service difficulties. They are not E71s.

The service repair records contain customer details. Having regard to privacy considerations, Telstra did not make these records available to PCW and regrets that, for the same reason, it cannot make them available to the Committee. 

Outcome na, Output na 





Question: 86

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:

The CAN fault rate identified in that recommendation for minor rural areas is 33.14. How does that equate with previous years? What has the CAN fault rate been in each year of the past 6 years? Is it higher in comparison?

Answer:

The PWC report referred to the CSG fault rate rather than the CAN fault rate. The CSG fault rate is calculated using the ACA’s Customer Service Guarantee Standard definition. Historic data to calculate the CAN fault rate is not maintained in a form that would allow this information to be provided to the committee.

Outcome na, Output na 





Question: 87

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:

1. How many telephone exchanges in Australia would Telstra have with fault levels significantly above the relevant average?

2.
In what areas (rural, metro etc) are Telstra exchanges with a fault level significantly above the relevant average?

Answer:

Less than 1% of  exchange service areas in Australia (48 out of 5024) have fault levels significantly above the average. Of these 48, 45 are in minor rural areas and 3 are in remote areas. The services within these exchange areas will be targeted as part of Telstra's recently announced $187 million package to upgrade the rural telecommunications network.

Outcome na, Output na 





Question: 88

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:

Recommendation 10 of the PWC report into the Boulding family includes the need for Telstra to investigate the potential to introduce the ability to plan for less that 100% capacity in scheduling service repairs. This is because the repair scheduling system does not account for unplanned absences. How will Telstra meet this recommendation?

Answer:

An investigation into the system was conducted as part of the response to the PWC and ACA reports. New processes have been developed for supporting Priority Customers and will ensure that these customers’ services are restored within the required timeframes.

Outcome na, Output na 





Question: 89

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:

Telstra’s response to Q.214 of ‘how many employees are currently assigned to network maintenance?’ was that Telstra does not assign staff to only maintenance work, but that field staff undertake both maintenance and installation work. How many staff are there currently then that deal with both maintenance and installation? Can these figures be provided on an Australia wide basis, aggregated by region? 

Answer:

Telstra field service is split into metro and regional areas. Activation and assurance work is allocated within these and the workforce is therefore managed accordingly within these two areas. It is of note that, for various reasons such as unforseen demand or training purposes, Telstra may seek to temporarily relocate workforce resources nationally. 

As at June 2002, field staff numbers are as follows.

· Metro
about 4200 

· Regional
about 3300 

· National Network Solutions
about 400

However for all of the reasons set out in our response to Question 90, we do not believe that the provision of data on field staff levels provides an appropriate measure of the company’s maintenance and installation cabability.

Outcome na, Output na 





Question: 90

Topic: Price Waterhouse Cooper Report

Written Question on Notice

Senator Mackay asked:
How does that compare to maintenance and installation (or field) staff levels this time last year, and the year before?

Answer:

As a result of significant investment in technology in recent years, a significant amount of what may be regarded as maintenance work is now carried out remotely; ie “field staff” are not required. Another important consideration is that whilst there has been reductions in traditional field staff numbers as a result of the contracting out of installation/maintenance work, these external contractors obviously employ staff to carry out this work. 

In addition, the considerable restructuring that has taken place within Telstra over the last two years (eg, the creation of groups such as Access Network Implementation, National Network solutions, Regional Service Operations and Metro Customer Service) and the associated staff movements within the company makes the provision of the requested information extremely difficult. A further consideration is the movement of some engineering and planning functions (Wireline & Wireless, Hosting & Internet) from the more traditional business units employing field staff to other areas of the company

As a result, we do not believe that the provision of data on changes in field staff levels would provide an appropriate measure of the company’s maintenance and installation capability.

Outcome na, Output na 





Question: 91

Topic: Australian Communications Authority Report

Written Question on Notice

Senator Mackay asked:

Recommendation 2 of the ACA investigation into the Boulding Family states that: 

Telstra should as soon as possible ensure the integration and upgrade of its customer and fault management systems.
It further says in the Exec Summary Findings of the Report that:

Information sharing between Telstra’s customer and fault management systems is deficient.

What steps has Telstra made to implement this recommendation?

Answer:

Recommendation 2 of the ACA report was included in the Carrier Licence Conditions issued to Telstra in May 2002. This condition required Telstra to review and improve the systems and processes related to service delivery to priority customers addressed.

Telstra has undertaken an extensive review of its customer and fault management systems. A program of system enhancements has already begun to achieve the intended visibility of priority customer status at all relevant points of customer interaction. Telstra has reported to the Minister on the detailed plans and timelines to implement these improvements.

Further, Telstra has also fast-tracked the implementation of a world class suite of customer and fault management systems called FuturEdge. FuturEdge is an innovative solution that will provide a new set of integrated tools for Service Assurance Call Centres, Workforce Management Centres and the Telstra Field Service Workforce to improve Telstra’s ability to service its customers.

The requirements of the Priority Assistance Policy have been incorporated into the FuturEdge program. 

Outcome na, Output na 





Question: 92

Topic: Management Systems

Written Question on Notice

Senator Mackay asked:

How many customer and fault management systems are there – list them?

Answer:

Telstra operates two workforce management systems, ‘C&C Service Plus’ and ‘TBS Sita Service Plus’. These are two versions of the same system. The former is used for residential/small business customers and the latter for larger business/government customers.

The Service Plus systems are supported by a network ticket of work system called ‘TTA’ (Trouble Ticket Administrator), and ‘Director’, a ticket of work dispatch system for field staff.

Outcome na, Output na 





Question: 93

Topic: Management Systems

Written Question on Notice

Senator Mackay asked:

From where are these management systems co-ordinated  – Melbourne, Sydney?

Would Telstra consider having those systems locally co-ordinated and managed in each region instead of centrally co-ordinated?

Answer:

The hardware for the Service Plus systems is located in Melbourne, and the application support managers are located in Sydney and Melbourne. The system is operationally used and managed by front of house staff for service repair. These staff are located in Sydney, Melbourne, Wollongong, Newcastle, Adelaide, Perth, Townsville, Brisbane and Launceston.

The TTA system is managed in Melbourne, where the operational core of the Network Operations group is based.

The application management of Director is located in Brisbane and Melbourne. Local support and management, as well as much of the hardware are located throughout the country, usually at the Workforce Management Centre for each Region.

As Telstra uses nationally standard systems, the application and change management functions for the systems need only be based in one location. The operational use and management of the system to achieve high levels of customer service is already located within the various regional and operational groups.

Outcome na, Output na 





Question: 108

Topic: Pair Gains

Hansard Page 74

Senator Mackay asked:

Of the million customers who are on a pair gain, how many share a line?

Answer:
All customers connected to Pair Gains share a line. It is of note that, if the definition of line is meant to be the physical connection media over which the voice conversation travels, then all telephone calls travel at one time or another across shared lines. Common lines and equipment form an integral part of the telecommunications network in all countries. As pointed out in the response to Question 37, large Pair Gain Systems such as RIM ( the major portion of the one million lines) provide the same level of concentration ( or availability to a circuit ) to the switching network as obtained by customers connected by copper wires to a normal switching access stage in an exchange building.

Outcome na, Output na 





Question: 235

Topic: Price Waterhouse Cooper Report

Hansard Page 74

Senator Mackay asked:

Out of the 6x16, how many are in rural and regional areas?

Answer:

Telstra regards this information as commercial in confidence.

Outcome na, Output na 





Question: 236

Topic: Price Waterhouse Cooper Report

Hansard Page 75

Senator Mackay asked:
When I pick up the phone, what do I get?  What does it tell me?  So it would just be a straight engaged signal?

Answer:

When a customer connected to a Line Concentrator picks up the phone to make a call and there is no free circuit available, the customer will get busy tone (engaged signal)  - alerting them that there is no free circuit available. It is of note that Telstra dimensions Line Concentrators on the basis of a Grade of Service of 0.005 ie calls are successful 995 times out of 1,000.
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