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Payphones Newsletter

Welcome to the 19 th edition of the monthly Payphones newsletter 

October 2004

[image: image3.png]

[image: image4.png]Message from Steven Grundy 

Welcome to this months edition of the Payphones Newsletter.  It has been six weeks since I joined CS&S as the Group Manager, and I am very much enjoying the role, and the opportunity to be part of the Access Solutions – Payphones Team.  The past month has been extremely busy for the Payphones 

Team.  During this period, we have undertaken the following:

· Conducted a 2 day Payphone Leadership Team Workshop to review the current Revenue and Expense model,

· Attended the Operations Quarterly Review in Launceston, Tasmania,

· Completed the Paint a Payphone Competition, and awarded presentations to the winners of the under 6 years, 7 – 13 years, and over 18 year age group winners,

· Completed the majority of the “New” Telstra Back branding to the Full Length Payphone Cabinets,

· Finalised arrangements with an Advertising company for  “Booth Advertising”,

· Selected a partnered supplier for the Customer Operated Payphone business,

· Completed our CAPEX review for the 05/06 financial year,

· Working with the Disability services for the installation of TTY and Payphone SMS coverage for the January 2005 Deaf Olympics,

· Have extended the SMS coverage on TOP payphones to approx 36% Nationally.

· On track to complete the Estens 2.13 (Remote locality and TTY Payphones upgrade project) by the end of October,

The initiatives (developed from the Payphone Leadership Team Workshop) that we will be concentrating on in the forthcoming year are as follows:

· Financial Review – Revenue and Costs,

· Sales & Advertising Initiatives,

· Phone Cards – “How can we stimulate this market”,

· Side Booth Advertising,

· Project Refresh – Payphone Leadership Team members undertaking specific projects for cost reduction, or process improvement,

· COP/TOP Strategy 

· Six Sigma – Each Payphone Leadership Team member to qualify for Yellow Belt,

· Commercial review of Poor Performing Phones, 

Additionally, and to carry on the ongoing Improvement and growth of our business, it is imperative that we continue to focus on:

· Service Excellence  

· Financial Outcomes

· Operational Excellence

We can achieve Service Excellence by continuing our good work in meeting our customer’s expectations. We must also focus on developing our service portfolio with new products and services (i.e. COP/TOP, Side Booth Advertising, etc), so we can continue to meet our customer’s expectations in the future.

We can achieve Financial Outcomes by building a commercially competitive Payphone business model (i.e. Implementation of the monthly Business Process Review (BPR)).

We focus on continuing to develop a strong culture of innovation  (2 way SMS, Web phones), flexibility, customer focus, leadership and developing our people to meet new challenges.

Operational Excellence can be achieved by making sure we continue to deliver long-term value for Telstra. We do this through the outstanding services that we deliver in partnership with IS and the assets that we build (TOP/COP).

All of us in Payphones play an important role in ensuring the success of the business. 

Remember - Productivity, Quality and Safety are our focus, all day, every day.

Regards

Steven Grundy

Telecommunications Service Inquiry (Estens) update

The Estens & TTY project has been progressing well.  With a reported 20% to go in the final days of the scheduled delivery, IS has pulled together its massive resources to ensure they deliver the Estens project on target. 

The project team will now focus in cleaning up the material due from the field and carry out the material upgrades and refurbishments. 

Many of the Estens team members are also already engaged with the next major project, which is involved in a similar exercise but focused on the USO payphones. 

Estens quality audits

Over the last three months, the CT’s of Telstra’s Infrastructure Services has been upgrading payphones in the remote areas of Australia as part of the Estens-initiated improvements. A small team of dedicated men from Access Solutions - Payphones has been following closely in their tracks conducting quality audits and in some cases providing training and other support. The IS and Payphones team have worked closely together to achieve a quality outcome.

It was a tough assignment ….. but somebody had to do it!  Touring the outback areas of Australia from Ularu to Townsville via Darwin, Timber Creek, Kununurra, Derby, Broome, Geraldton, Kalgoorlie, Esperance, Margaret River, Perth, Coober Pedy, Toowoomba, Charleville, Longreach, and Mount Isa, has provided the opportunity for normally desk-bound Payphone team members to develop an understanding of what its really like out there. This will help them to build relationships and to perform one of their other tasks, third line technical support for field staff, more effectively.


Checking Team (L to R): Tony Goldrick, Tom Vucetic, Perry Herbert, and Dave Smith 

Payphone Working Group - Telstra Disability Forum

The Payphones Working Group had their second meeting to progress the development of draft industry code based on Telstra's existing Payphone Access Policy.

The working group consists of key external members of Telstra's Disability Forum and Telstra people.

The decision for the Payphones working group to broadly adopt some of the key principles relating to COST219 was very positively received by Telstra Disability Forum members.  There was general consensus that the draft Payphones industry code was 'great progress' and 'excellent news' and contributed to this forum being one of the most constructive ever.
DDA Payphone Site Improvement Program 2004/5

We have obtained CAPEX funding for the 2004/05 financial year specifically to update a number of sites so that they will meet and exceed DDA requirements. The funding allows us to retrospectively fix and improve a number of priority need sites nationally. 

The improvements can include one or more of:

· Door Widening Kits 

· Ramps or Slab lowering,

· Tactile Surface Indicators,

· Adjustments to Terminal Heights

We have engaged representatives from the Telstra Disability Forum Consumer group to consult with their membership to allow them to gather customer requirements on where the priorities of need are. For example, are there specific payphone locations out there that are causing regular inconvenience for people with disabilities e.g. near their home or regular shops.  Otherwise we could easily spend the entire funding do the right things but in the wrong locations. The photo below is a prime example where the lowering of the slab and a door widening kit would benefit the site.
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What image are our payphones giving the public?  How can you support Payphones?

Lets all take the time when we are at a phone to look at it through the customer’s eyes.  If you are not proud of the brand image at a site, phone 1802244 and report it.

Wins and Celebrations

Securing new contracts 

The Centro Properties centers were lost to Tritel back in 2001.  Some of the centers were not changed over to Tritel and were still under an existing Telstra contract. The Centro Properties Group Managers own over 100 shopping centers with 270 Payphones generating 1.7M per year. 

Darryl Selleck has now finalised new contracts for 31 centers with 59 phones to ensure there are no further losses.  This will give Centro the opportunity to directly compare Telstra with Tritel for the remainder of their contract. The 59 phones generate $380K per year and has been a very satisfying consolidation of sites that were lost to Tritel.

Major upgrade for Lismore Hospital and a signed new agreement

Lismore Hospital had 9 Payphones all in Cleerline Cabinets that were looking dated and worse for ware. All cabinets were converted to Slimline Cabinets by removing the Perspex wings at minimal cost to Telstra and one was repositioned. This work was carried out in conjunction with a signed Revenue Share Agreement with charges guaranteeing revenue of $100k over the next 3 years.

IT Update 

The annual festive season IT System lockdown period is fast approaching. This year the lockdown commences on Monday 20 December 2004 and will end on Sunday 16 January 2005. Please take this into consideration when planning your work over this period.

Goodbye to IRIS. The Interactive Reporting Information System (IRIS) is being formally decommissioned in October after a long and useful life since it's implementation in the mid 90's. Thanks to Luisa McGuire and Joanne Carabitsios for their efforts in providing an alternative reporting mechanism and neatly managing the remaining months of IRIS's life.

Payphones Quarterly Review

The Payphones quarterly review was held in Launceston Tasmania during the period 18 - 20 October.  It was a good opportunity to meet our partners Linfox Armaguard and FOH Staff, who deal with 7500 of our customers each and every week.  It was great to see the professionalism shown at the centre.  Reports were received with Infrastructure Services on important steps being taken to drive performance improvements for the current quarter.  

Actions will follow to further improve our relationship with our partners and the performance with the phones.  It was especially pleasing to see that the number of electrical incidents experienced by members of the public has almost been eliminated.  There has only been one handset related incident recorded so far this year.  The reason for this dramatic improvement is the modifications driven from the Technical Services area and the successful introduction of second supplier for handsets.

Back Branding and Paint a Payphone

The rollout of the back branding will be completed by the 28 October. Also, on Friday 28 October 2004 the winning artworks from the "Paint a Payphone" competition will be unveiled. The respective AGM/MGM for the areas and Heidi Stenning, Lead of the Brand Group will attend the Redfern launch. 

· The over 18 winner Aina Kemi"s art will be unveiled at Maddison Av near Bourke St Redfern at 2:00PM

· The 13-17yr winner Fiona Tsang's art will be unveiled at Alick St Near Pacific Hwy Belmont at 10:00AM
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The 12yr and under winner Tamika Veigel's artwork will be unveiled at 33 Richmond Rd Near St Mary's Rd Berkshire Park at 3:10PM

EOS 

The survey will now be administered between 8 and 26 November.  It will still consist of 73 questions and the opportunity to make a written verbatim comment.  

Online invitations and passwords will now be distributed on 5 November and those without online access or who are absent between 8 and 26 November will receive a hard copy or paper password at the beginning of the survey period.

Survey is currently underway – don’t forget to have your say!!!!

Important Links

Payphones News:

http://www.in.telstra.com.au/ism/payphonesgroup/news.asp  

Telstra vision, mission, strategic goal and priorities at:

http://www.in.telstra.com.au/ism/visionandpriorites/index.asp
Our Future

http://www.in.telstra.com.au/asp01/ourfuture/
David Moffatt’s message

http://www.in.telstra.com.au/ism/telstraconsumermarketing/weeklyupdate.asp
John Rolland’s message

http://www.in.telstra.com.au/ism/teamperformance/messagefromjohnrolland.asp
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Payphones is looking forward to working through the challenges facing Consumer Sales and Service to meet the set objectives

  What would you like to see in your Newsletter?

Please share your ideas with Vicky Mitrevska, phone: 02 8255 4965
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We are the Face and Voice of Telstra Payphone Services
We will grow 5% by Managing Profitably, Growth, Team and Customer and we will focus on -

Channel Capabilities: new features, products….

Leading Performance & People: Learning & Development, Effectiveness….

Execution Excellence: New initiatives implementation excellence, timeliness, completeness, simplified….

Relationship Management: Partnering with external and internal Stakeholders…
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