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Payphones Newsletter

Welcome to the eighteenth edition of the monthly Payphones newsletter 

September 2004
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It is a great opportunity to be a member of the Payphones Team and I am looking forward to the opportunity to lead such a highly regarded and established business!  I am impressed with the people and work that everyone delivers. The focus on delivering quality service and customer satisfaction is clearly evident within the Team!

Being with Payphones Service for a little over two weeks, I have been able to form my initial thoughts on our existing business, and where I think we could focus into the future.  I will be reviewing this at the Payphones workshop scheduled for 6&7 October.  The workshop will be conducted in Sydney at the George street conference rooms and will be attended by the Leadership Team and invited Telstra support groups.  The agenda will be to review revenue increase and cost reduction initiatives, and the outcome will clarify our vision/strategies and help translate them into actions. Bringing those changes on to our roadmap and prioritising them into actions is my main priority.
Your managers and I will continue to closely oversee the various financial indicators and support the team in each of these areas - to ensure speedy, seamless and successful business initiatives.  Additionally, and to carry on the ongoing improvement and growth of our business, it is imperative that we continue to focus on:

-

Areas to increase revenue and reduce costs,

-
Maintain Skills across our team, and, 

-
Making Payphones Service a safe and great place to work!

If you see me wandering around the corridors of your worksites, please don’t hesitate, stop me and say ‘hello’! 

Telecommunications Service Inquiry (Estens) update

The Estens & TTY project has been progressing well.  The project has already upgraded 50 percent of the phones in scope (ie 750 payphones) and is on target to complete all 1500 phones by end of October 2004.

WA & NT USO Payphone Improvement Project

We have started on the WA & NT USO PIP Project. 

The scope of the USO Payphone Improvement Project will focus on improving the performance and reliability of 1726 USO Payphones. The project will target the Rural and Urban payphones in NT and the urban payphones in WA regions as these have the lowest serviceability across Australia.  In addition, to improving the USO payphone performance, the project will also reduce associated maintenance and operational costs of the Payphone product.

The project is expected to reduce costs through the targeted improvement of the most common and most costly component failures and through the consequent reduction of associated IS truck rolls.  This will be achieved through a common build of the phones in scope and through improvements in both the hardware and software of the product. 

Payphone Hot Zone Initiative

Installation of the trial sites has progressed well.  12 out of the 15 trial site installations have been completed with the remaining three in QLD scheduled for completion on Monday 27th Sept.  Usage of WLAN being generated from the installed sites is encouraging even with the deliberate low-key advertising of the facility being limited to signage on the booth at this stage of the trial.  Planning is also well underway for Phase 1 installations after the trial with site selection and assessment being done in consultation with TCW's Area General Managersand with Metro General Managers in capital cities.  For more details contact Robert Taylor on 02 67 425639


Photo of trial site at Surfers Paradise. The small dome covering the WLAN antennae can be seen at the rear of the booth

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.

Renegotiation of the NSW Youth Hostels

Carol Smith form the Payphone Provisioning team recently renegotiated the YHA NSW contract that had expired. Carol successfully signed the YHA up for another 3-year term

The 14 sites statewide have a total of 37 phones with a revenue stream collectively of around $150,000.00.

We have 2 new sites going into Coffs Harbour before Christmas with projected revenue of $ 12,000 after the initial 12-month period of installation has expired.

Originally YHA had considered churning to the opposition back in 2002 but we managed to win back their business.  We installed SMS throughout the Hostels and have presented them with better offer and have kept them with us.  The YHA Association overseas has adopted their own phonecard, which the NSW hostel Manager has refused to stock because the Telstra Buzz card and Phoneaway have better rates He stocks these cards throughout the Hostels.  

Furthermore, as late as July this year we installed 4 phones in the new Railway Square Rail Centre.
Winning the Aboriginal Hostels contract

The Telstra Operated Payphone at Yumba Hostel in Brisbane is one of 50 payphones already installed in hostels owned and operated by Aboriginal Hostels around Australia.  Aboriginal Hostels (AHL) was founded in 1973 to provide temporary accommodation to Aboriginal and Torres Strait Islander people who for various reasons were unable to access appropriate accommodation.

Telstra Operated Payphones have just been installed in the new Broome and Tamworth hostels.  The Broome Hostel will provide needed accommodation services for renal dialysis patients whilst Tamworth will be a new 30 bed medical transient hostel.

AHL hostels are Australia wide.  The installations were a challenge because of the remote locality of the hostel   locations such as Nhulunbuy and Thursday Island.  AHL provides a very valuable service to the Aboriginal and Torres Strait Islander community in Australia.
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IT Update 

The Payphones IT Team has performed an aggressive cleanup of data on all MTMS (Payphone Management System) hosts. This cleanup has decreased the backup window and resulted in a 24/7 system availability increase of approximately 30 hours per month across all hosts. Higher system availability means that MTMS is able to receive calls from Payphones for a longer period of the day to report alerts and fault data.

This work will be continued throughout the next month and an ongoing process is being implemented to ensure that only necessary data is kept on the live system
Payphones Fault Reporting Reduction Pilot – A Six-Sigma Project

Lyn Martin - six sigma Black Belt Infrastructure Services, has led the Payphones Fault Report Reduction project,.  The project is looking at upgrading the Payphone hardware and software to reduce coin-related faults and also integrate polling into the Tester function.

The problem is that existing payphone fault volumes are 740, 809 per annum.  These include both systems and customer-generated fault reports.  The cost of repairs includes call handling; remote repair; truck rolls; loss of revenue and customer dissatisfaction.
IS has selected hardware and software modifications developed by Payphones to improve performance and our Customer experience.  IS will commence the pilot in WA on the 15 October and the pilot will be measured by:

· reduced Payphone fault volumes
· reduced Payphone truck rolls

· reduced Ineffective truck rolls
If the pilot is successful and the project is implemented the total cost saving opportunity will be substantial for IS which will also flow on to the Payphone Product Accounting.
I am We are in Payphones – riding for Literacy

Les Moore is riding his bike to raise money for Literacy development. On 25th September he departs from Blackheath NSW on a nine-day bike ride over 1,045KM. He will be averaging just over 115KMS per day as he rides out of Sydney and through western NSW to return on Sunday 3rd October. It is a bit of a family affair with his wife and two children riding with him as a part of a team of over seventy people. The team sleeps on airbeds in School Gymnasiums, Church Halls and Community Centers. The Bible Society sponsors the program and it involves teaching people to read. The money raised is going towards Literacy programs in Indonesia, where four different Regions will be targeted with a program to provide people trained as reading tutors. So far Les has raised nearly $5,000 and he has been especially encouraged by the support that he has received from Telstra and from everyone at work. He has been training hard and expects to finish the ride without incident, and might even find some time to check out a few Payphones along the way.

What is “Your Say to Improve Our Business”

	'Your Say to Improve Our Business' provides a unique opportunity for individual members of the CS&S Leadership Team to meet with CS&S staff. This is a response to EOS in which CS&S people expressed the wish to have their leaders more visible.        

	Staff and the Leaders can share their thoughts on how we can work as a team to make CS&S more successful and ensure it continues to be a great place to work.
Acknowledging the valuable work that is provided by staff every day and getting a chance to thank people in person is also an important part of  'Your Say to Improve Our Business'.
The Leadership Team spend 25% of their time visiting people on this program across Australia and discussing the issues that arise in a debrief session at the end of the week. There have been some great benefits and they will share the outcomes with you.  


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.  

The decision to defer the EOS means the results will be available in January 2005 and cascaded to teams returning from the holiday period.

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.

Don’t forget to have your say!!!!!!!

Milestones

Mark Austen recently celebrated 20 years service with Telstra. Mark commenced in Telstra in charge of the maintenance at Campbelltown and moved into the payphone business in 1991. He has carried out a number of different roles supporting payphones around NSW and his current area is northern area of NSW, which he covers from an office in Grafton. John Stroud presented Mark his award at the staff meeting in George Street on 21/9.  

Congratulation Mark on reaching such a significant milestone!! 
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L-R Mark Austin & John Stroud 
Important Links
Payphones News:

http://www.in.telstra.com.au/ism/payphoneservices/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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