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1. Purpose

This document contains a variety of useful information and references available for team leaders that are responsible for people carrying out installation and maintenance of payphone products.

2. Scope

This document is intended for Service Operations field team leaders only, both in Rural & Remote and Metro.

This document is to be used as a point of reference to other various procedures carried out by field staff when working with payphones.

Further documentation on Payphone Processes is available at the following Intranet site

http://www.cdn.telstra.com.au/cc-docs/payph/index.htm
3. procedures

3.1. Keys, SAMs and test cards

3.1.1. Payphones keys process

Team leader orders the required Payphone keys from the Area Service Manager (ASM).  The ASM will order the required payphone keys from the Regional Payphone Key Manager to ensure appropriate security measures and processes are followed for the effective management of all payphone terminal keys.

Keys are issued to CT on completion of training course. Lower safe keys are issued to a CT at the discretion of their ASM, these keys must only be issued to CFW 5 CT’s and above for Rural and Remote and CFW7 CT’s in the Metro area. Telstra staff, contractors and agents must sign for keys issued and the $100 reward tag must be attached to the keys. CTs must secure the payphone keys to their vehicle key.

Lost keys will be reported to the Regional Payphone Key Manager by the team leader. An appropriate annotation reflecting the loss will be made in the Key Register.

Each incident will be accompanied by a written explanation by the person incurring the loss. Documentation relating to the loss will be kept on file.

The Regional Payphone Key Manager is responsible for the coordination of key issuing.

Team leader contact:
Refer payphone contact list section 3.17 for regional contacts

Reference document:
006877 – Payphone Terminal Key & PIN Management

http://www.cdn.telstra.com.au/cc-docs/doc/06877.doc (10 pages)

3.1.2. Payphone key audits

All keys issued must be recorded on a database, requisitioning & tracking of all keys is an auditable requirement.

The Regional Payphone Key Manager is responsible for the coordination of key audits.
3.1.3. SAM procedure and coordination

Security Access Modules (SAMs) contain critical information for the financial security of the card payphones, they are mounted on the card reader control PBA. Field staff must ensure this information is not lost or jeopardises payphone security. SAMs are issued against the FNN of the payphone and is recorded in MTMS. Requisition and tracking of SAMs not in service is an auditable requirement.

Team leaders will order new SAM’s or return SAM’s not in use to the SAM regional coordinator
The Divisional Payphone Business Manager (PBM) is responsible for the coordination of SAM issuing.

Team leader contact:
 Refer payphone contact list section 3.17 for regional contacts
Reference document:
000085W10 – SAM use in payphone products

http://www.cdn.telstra.com.au/cc-docs/doc/00085w10.doc (10 pages)

3.1.4. Test cards procurement  and recovery

Smart test cards are required by field staff to perform either maintenance or installation of Telstra Smart Payphones. Requisitioning and tracking of these cards is an auditable requirement. 

Team leaders will forward a request to the regional contact, who supplies cards and paper work to team leaders. Staff will sign for acceptance of test cards. Expired cards will be returned via team leaders to regional contact

Cards will be recovered from staff leaving the company or no longer doing payphone installation or maintenance. 

The Divisional Payphone Business Manager will be responsible for the coordination of test card issuing.

Team leader contact:
 Refer payphone contact list section 3.17 for regional contacts
Reference document:
000085W18 – Payphone test card procurement process

http://www.cdn.telstra.com.au/cc-docs/doc/00085w18.doc (6 pages)

000085W07 – Quality Visit

http://www.cdn.telstra.com.au/cc-docs/doc/00085w07.doc (17 pages)

3.2. Coin collection

3.2.1. Ad-hoc coin collection processes

CTs may be required to access the lower compartment safe for maintenance. The coin box collected must be recorded and returned to the responsible counting authority. The completed Ad-Hoc Coin Collection sheet must be forwarded to the RTLO.

The RTLO will liase with TL for transportation of the coin box from the CT to Armaguard depots.  The TL will require access to keys and will sign key access in and out.  Refer to PIN number changes on Telstra Smart Payphone for access to lower safe compartment.

Team leader contact:
Regional Telstra Liaison Officer (RTLO)

Reference document:
011956 – Telstra process for coin collection

http://www.cdn.telstra.com.au/cc-docs/doc/011956.doc.doc (22 Pages)
011956a06 – Ad hoc Collections Record Sheet

http://www.cdn.telstra.com.au/cc-docs/doc/011956a06.doc (2 Pages)
3.2.2. PIN number to access lower compartment on Telstra Smart payphones (Tsp)

If CTs require access to the lower safe compartment, they will contact the Testing Group requesting a password change. Testing Group will record details of CT, their employee number and site details.  A Temporary PIN is then allocated to the CT. On completion, the CT will advise the Testing Group to change the password back to the original PIN.

Team leader contact:
Testing Group (1800 641 496)

Reference document:
011857 – WMC Pin change Tsp – Coin Collection

http://www.cdn.telstra.com.au/cc-docs/doc/011857.doc (7 pages)

3.2.3. Security of coin boxes and coin box theft

· Coin Box stored overnight at Depots must be secured within a Security Cabinet. No coin box are to be stored overnight in vehicles, unless prior approval is given.
· If a customer reports a stolen coin box to FOH a job is entered into S*P and the job will be passed to the Testers who will pass the work to the appropriate area to manage the TOW according to the appropriate process.

· If a CT finds a coin box has been stolen it must be reported to the RTLO immediately or if after hours, no later than the next working day. If unable to rectify the CT should incomplete the TOW with appropriate details in the comments field.
· The RTLO will investigate via Security Group and reports to local police as required

Team leader contact:
Regional Telstra Liaison Officer
3.2.4. Loose coin procedure

When the CT or contractor encounters loose coins at a public or customer payphone site, all coins recovered must be returned as per the process.

Team leader contact:
Regional Telstra Liaison Officer

Reference document:
008867 – Loose coin procedure

http://www.cdn.telstra.com.au/cc-docs/doc/08867.doc (9 pages)

3.2.5. Coin box audit

Requisitioning & tracking of coin boxes is an auditable requirement.  The RTLO is responsible for initiating coin box audits.

Team leader contact:
Regional Telstra Liaison Officer

Reference document:
011956A06 – Ad-hoc coin collection record sheet

http://www.cdn.telstra.com.au/cc-docs/doc/011956a06.doc (2 pages)
3.2.6. Lock repairs

Faults reported by Armaguard will generate a TOW for CT’s to attend and rectify. When a CT is unable to fix a phone lock and a lock repair by a contractor is required, the CT will return the TOW to Testers with appropriate scratch pad information.

Team leader contact:
National Payphones Contractor TOW cell 1800458140
Reference document:
012422 – Payphone Contractor ticket Of Work Cell
3.3. Cabinet & electrical / address information

3.3.1. Booth maintenance - miscellaneous

CTs are to repair minor items such as screws & bolts missing, replacing light lens, call guide frame/notice cards etc.

CTs should always conduct both a visual and structural integrity of the cabinet booth before commencing any work.

3.3.2. Glass and mesh replacement

FOH will directly assign broken glass TOW to the National Payphone Contractor TOW Cell.  This TOW will be fast tracked to ensure the job is prioritised accordingly.  Every effort shall be made to have someone attend the site within 4 hours.

3.3.2.1. Where national contact exists

Contracts exist in some areas for replacement of broken glass and mesh in payphone booths, National payphone Contractor TOW Cell will manage this with the contractors. Should a CT in these areas come across broken glass or mesh when attending a site for a fault, they will clean up the site, make safe and report glass/mesh replacement is required to National payphone Contractor TOW Cell 1800 458 140

3.3.2.2.  Where no contract exists

Where no contract exists the National Payphone Contractor TOW Cell will pass the TOW to the local WMC for a local CT to attend.  The CT must visit the site to make safe.  Once the site has been made safe, if the CT can not replace the glass or mesh the TOW must be resubmitted to the Testers with specific comments for the National Payphone Contractor TOW Cell to arrange for the glass to be replaced. After Hours

The FOH will directly assign the TOW to the appropriate Volume Hold Queue and fast tracked to the ORAL group who will arrange a recall for an appropriate person to attend and make the site safe.

National Payphones Contractor TOW Cell will be responsible for issuing contractors TOW.

Team leader contact:
National Payphones Contractor TOW Cell

Reference document:
012483w01 – Replacement of Glass in a Full Length Payphone Cabinet

http://www.cdn.telstra.com.au/cc-docs/doc/012483w01.doc (5 pages)

012414 – Payphone Urgent Cabinet Maintenance

http://www.cdn.telstra.com.au/cc-docs/doc/012414.doc (7 pages)

3.3.3. Booth maintenance – major

If the cabinet requires major work eg; cabinet backboard needs replacing or the pedestal feet have rusted the CT will report this to their TL.  The TL will then contact the payphone Installation Manager.  If the cabinet is unsafe, the field operative will ensure the site is safe from all hazards (ie.; isolate power, guard railing etc)

The Installation Manager will coordinate if a TOW is to be given to the contractor.

After hours: If deemed dangerous the FOH will contact the ORAL group who will arrange a Recall for the appropriate person to attend to make the site safe.
National Payphones Contractor TOW Cell will be responsible for the issuing of contractors TOW

Team leader contact:
Regional Payphones Installation Manager

Reference document:
012414 – Payphone Urgent Cabinet Maintenance

http://www.cdn.telstra.com.au/cc-docs/doc/012414.doc (7 pages)

3.3.4. Cabinet knockdowns

FOH will directly assign cabinet knockdown TOW to the National Payphone Contractor TOW Cell.  This TOW will be fast tracked to ensure the job is prioritised accordingly.  Every effort shall be made to have someone attend the site within 2 hours.

3.3.4.1. Business hours:

In the case of car accidents, vandalism and where the cabinet is considered to be unsafe, the field operative will make the site safe from all hazards.  They will resubmit the job with specific comments to the Testers who will forward the TOW to National Payphones Contractor TOW Cell.

3.3.4.2. After hours:

The FOH will directly assign the TOW to the appropriate Volume Hold Queue and fast tracked to the ORAL group who will arrange a recall for an appropriate person to attend and make the site safe.
National Payphones Contractor TOW Cell will be responsible for issuing the contractors TOW.

Team leader contact:
National Payphone Contractor TOW Cell

Reference document:
012271 – Emergency Response (Payphone Cabinet Knockdown)  

http://www.cdn.telstra.com.au/cc-docs/doc/012271.doc (10 pages)
3.3.5. Stolen and Badly Vandalised payphones/cabinets

When a CT comes across a missing or badly vandalised Payphone and/or cabinet the following steps are to be taken

· Make the Site safe, remember “Take 5”, follow the correct safety procedures Contact team leader to take photo’s of site (requirement of recoverable damages process)

· If Tsp or CT3H contact MTMS to have record status placed back into “inserted” to prevent further alarms

· If possible recover coin box and follow relevant ad hoc Coin Collect process

· If phone is recovered return to stock via appropriate process

Team leader role

· Police Report

· SIR

· Recoverable Damages Process

· Notify Payphone Installation Manager via Email, noting incident date, Payphone ID, location and Cabinet type and forward photo’s for recoverable damages process.

Payphone Installation Manager role

· Notify RTLO (Coin Collection management)

· Notify RTLO (Coin Collection management)

· Notify Payphone Business Manager (Cleaning management)

· Notify Payphone Provisioning Manager (decision on reinstallation/recovery)

Team leader contact:
Payphone Installation Manager

Reference document:
12271 Emergency Response (Payphone Cabinet Knockdown)

http://www.cdn.telstra.com.au/cc-docs/doc/012271.doc (10 pages)




012474 Tsp Recovery and Refurbishment

http://www.cdn.telstra.com.au/cc-docs/doc/012474.doc (11 pages)

3.3.6. Simple cabinet light diffuser and fluoro repairs

CTs will repair or replace; pedestal light lens & globes; FLPC fluorescent tubes; starters and diffusers.

Note: refer all Majestic cabinet dome roof replacements to a licensed electrician.

National Payphones Contractor TOW Cell will be responsible for issuing contractors TOW.

Team leader contact:
National Payphones Contractor TOW Cell

3.3.7. RCD testing checks

RCDs are tested by licensed electrical contractors and needs to be done every 3 years or as per state legislative requirements. 

RCDs trips are tested each year as part of the C Service or as per state legislative requirements.  A competent CT trained on RCD trip tests can perform this test.

Team leader contact:
Payphone Project Coordinators

3.3.8. Pedestal checks

Pedestals are tested each year as part of the C Service. Also as part of the visual observation at any payphone visit, if rust or structure damage is evident the pedestal should be passed to the regional installation manager to manage further action if required

If it is found to be structural defective the site should be made safe and the Installation manager notified as soon as possible.

Team leader contact:
Installation Manager.

3.3.9. Electrician attendance and repair

CTs must not repair tombstones and wiring. The CT must ensure the site is left in a safe condition. The CT resubmits to the Tester, ensuring specific comments are entered into comments field.  The Tester will pass the TOW to the National Payphones Contractor TOW Cell.

3.3.9.1. After hours

The FOH will directly assign the TOW to the appropriate Volume Hold Queue and fast tracked to the ORAL group who will arrange a recall for a licensed electrical contractor to attend and make the site safe.
National Payphone Contractor TOW Cell will be responsible for issuing contractors TOW

Team leader contact:
National Payphones Contractor TOW Cell
3.3.10. Service pole inspections

Service Operations use pole inspectors from the National Network Solutions group. Pole location records can be obtained from Operations Data Management.  Where pole locations are changed then the information should be updated in ODM.

Team leader contact:
Divisional Payphone Business Manager

3.4. Cleaning of cabinet booth

3.4.1. Cleaners – special cleans (within 24 hours)

Special cleans are defined as “Cleaning of the unit that falls outside the agreed contract” eg; graffiti, food on payphone instrument etc...

The local WMC contacts the National Payphones Contractor TOW Cell to arrange the TOW for a contract cleaner to attend.  The payphone and cabinet must be cleaned within 24 hours of reporting to the contract cleaner.

3.4.2. Cleaners – emergency cleans (within 4 hours)

Emergency cleans are defined as “substances or things that pose a threat to or affect the safety or health of the public” eg. Vomit, blood, bodily fluids etc…

The cabinet and payphone must be cleaned within 4 hours of reporting it to the contract cleaner.  The Local WMC contacts the National Payphones Contractor TOW Cell to arrange a TOW for the contract cleaner to attend.

3.4.2.1. After hours

If deemed dangerous the FOH will contact the ORAL group who will arrange a Recall for a contractor to attend and make the site safe.

Follow Up: FOH will contact Contract Management Cell to manage contractor TOW

The National Payphones Contractor TOW Cell will be responsible for issuing the contractors TOW and the Divisional Payphone Business Manager will be responsible for Cleaners contracts.

Team leader contact:
National Payphones Contractor TOW Cell

Reference document:
Use the National Payphones Contractor TOW Cell process document.

3.4.3. Attendance at a site requiring a emergency clean

Should a CT be called out to a contaminated site or discover a contaminated site while performing normal duties they will ensure the following occurs. Site is isolated from the public by placing a barrier around the site or taping the doorway. Resubmit the ticket of work to the tester with Comments “site isolated emergency clean required”.  Telephone National Payphone Contractor TOW Cell and confirm that an “Emergency clean” is required.

Team leader contact:
National Payphones Contractor TOW Cell

Reference document:
Refer to 000085w16 – Isolation & Cleaning of Contaminated Payphones.

http://www.cdn.telstra.com.au/cc-docs/doc/000085w16.doc (8 pages).

3.4.4. Cleaning contractor monitoring feedback

The Divisional Payphone Business Manager will be responsible for Cleaners contracts and coordinating regular inspections. The Team Leader will be responsible for providing reports back to the PBM if required.

Team leader contact:
Divisional Payphone Business Manager

Reference document:
Refer to 000085w16 – Isolation & Cleaning of Contaminated Payphones

http://www.cdn.telstra.com.au/cc-docs/doc/000085w16.doc ( 8 pages). 

3.5. Fault reporting and complaints procedure

3.5.1. Enhanced fault reporting (Premium Customers)

This Service is provided to high end customers such as Shopping Centre Management, Mall management groups & Airport management groups etc… who ring a special fault reporting number, 1800132203 to report the faults on payphones in their area.

It is mandatory that the S*P job has TR code 3 equal to “CUS” with the name & number of the site owner reporting the fault in the comments field.  The WMC will fast track the TOW to the field staff.  The field staff will confirm repair with the customer in person preferably or by phone if necessary.
Team leader contact:
David Humphreys, National Payphones Operations Manager

Reference document:
Refer to 000085W17 – Enhanced fault report process 

http://www.cdn.telstra.com.au/cc-docs/doc/00085w17.doc (5 pages)

3.5.2. C services

Scheduled maintenance visit for all payphones, for serviceability and Cabinet inspections, at intervals of a minimum of one per year.

Team leader contact:
Payphone Project Coordinators (Metro)

Technical Specialist (R&R)

Reference document:
000085W07 – Quality visit http://www.cdn.telstra.com.au/cc-docs/doc/00085w07.doc(17 pages)

000085W06 – Proactive Maintenance 

http://www.cdn.telstra.com.au/cc-docs/doc/00085w06.doc ( pages)

3.5.3. Complaints management

For payphone complaints the Service Operations group will follow the standard complaints process.

3.5.4. Customer rebates (TOP)

Where a customer makes a complaint to Telstra, Telstra rebates the customer according to Telstra’s process.

Team leader contact:
FOH 1802244

3.5.5. Telstra Payphone equipment return rewards

Where the customer finds Payphone keys or equipment and contacts the 1800 number on the tag.  Telstra will reward the customer upon return of the keys or equipment.
Team leader contact:
Divisional Payphone Business Manager

3.5.6. Customer reward

Customer reports theft, vandalism and fraud to Telstra. Telstra rewards the customer for providing details leading to recovery.
Team leader contact:
FOH 1802244

3.5.7. ESD (Escalated Service Disputes) responsibility and process

The Level 2 Fault managers manage ESD.  Fault details will be kept in the comments field of S*P, as most ESD are waiting parts staff should contact the WMC to check progress.

Team leader contact:
WMC 
3.5.8. Attending court and family conferences

Divisional Payphone Business Manager will be responsible for Court and family conference coordination.  Physical attendance may be allocated to the Team Leader in Rural & Remote areas who may delegate this task

Team leader contact:
Divisional Payphone Business Manager

Reference document:
006544 – Recoverable Damages

http://www.cdn.telstra.com.au/cc-docs/doc/06544.doc– (18 Pages)

3.5.9. Police quotes

Divisional Payphone Business Manager will be responsible for coordinating police quotes.

Team leader contact:
Divisional Payphone Business Manager.
3.5.10. Fraud investigation 

Payphone Project Coordinators (PPC) in Metro and the Payphone Technical Specialist in R&R are responsible for the identification and management of Payphone Fraud within their region.

A TOW is issued to field staff or the SME, who will attend the payphone, conduct site investigation and report their findings to the regional Payphone Technical Specialist or PPC

Team leader contact:
Payphone Project Coordinator

3.6. Activation / Provisioning – Telstra Retail

3.6.1. Adds moves and changes

All adds, moves and changes for customer operated payphones are dealt with via either the customers local dealer or if the payphone is rented by Telstra then the Payphone Order Management Group.  Telstra operated payphones are requested via the Regional Payphone Provisioning Manager who will evaluate the request.  If a CT feels a payphone should be moved or removed then a request must go through to 1800 032 076

Team leader contact:
Payphone Provisioning Manager





Payphone Order Management Group
3.6.2. Special events

All shows, field days, exhibitions, festivals, Major events etc... are deemed to be special events.  These may include other scenarios like holiday peaks eg: Christmas, Easter, School holidays, Public Holidays and Environmental Factors eg: Floods, Heavy Rainfalls, Bushfires etc…

The Telstra Retail PPM is responsible to manage all special events on behalf of Payphones.  The CT will maintain special event payphones following the normal Adds, Moves and Changes process. 

Site access and induction will be arrange for major events by the PPM and the WMC will be informed as to who has access and what times they will be required to work or be on call.

Team leader contact:
Telstra Retail PPM

Reference document:

3.6.3. Customer operated payphones recovery

A TOW is raised to recover Customer Operated Payphones for non-payment after temp Disconnect process has been complied with.

The National Payphone Order Management procedure will include Customer’s Account Representative on the TOW so the CT can refer any irate customer to them.  The CT will follow the “Dealing with Irate Customers” Procedure

Team leader contact:
Andrew Hurst, Payphone Order Management Group Team Leader

3.7. Management Systems 
3.7.1. MTMS 

This system communicates directly with individual Telstra Smart Payphones (Tsp), Hybrid Tsp (CT3H) and the Desktop Telstra Operated Payphones (DTOP).  The system is used for statistical, management and maintenance purposes by testers and other staff.
Team leader contact:
Grant Phillips, Payphone Tester Team Leader
3.7.2. Operations Data Management (ODM)

ODM holds additional payphone and cabinet information as well as being the system for scheduling of C services.  If address or product information is incorrect, ODM should be updated to reflect the correct information.
Team leader contact:
PPC (Metro), Tech Specialist (R&R)

3.7.3. CRIMS (Coin Revenue Information Management System)

CRIMS is used for scheduling and recording of all coin box collections

3.7.4. IRIS (Interactive Reporting Information System)

IRIS is a report tool used to extract information from the Payphone database on payphone features and calls.

3.8. Training and technical support

3.8.1. Training 

Training courses can be arranged for CT’s in Basic payphone repairs, ARUNTA, ‘C’ Servicing Customer Operated Payphones, etc… through normal training request procedures.
3.8.2. Support of Service Operations staff

First-level support for the CT is the CT team leader.

Second-level support is for the team leader to contact the regional Payphone Technical Specialist.

Third-level support is for the Technical Specialist to contact the Telstra Retail National Payphone Product Support Group

Team leader contact:
Technical Specialist - Payphones

3.8.3. Technical brief distribution

Payphone technical briefs will be distributed via the national gating process. 

Team leader contact:
David Humphreys, National Payphone Assurance Manager

3.9. ARUNTA

3.9.1. ARUNTA response times

Telstra must respond within 4 hours of the fault being reported.  Over the phone guidance to correctional Services personnel to fix the phone or Remote Diagnostics is considered the first level of rectification. If over the phone support is not successful a CT must attend within the same 4-hour time frame.

Major outages must be repaired within the Emergency Fault response times.  Minor Faults are to be repaired within the Standard Urban R&R response times.
Team leader contact:
ARUNTA Trained Technical Specialist
3.9.2. ARUNTA parts

ARUNTA Items aren’t on Director and thus need to be ordered through a TB100 as required

Team leader contact:
ARUNTA SME

Reference document:
Refer to local arrangements.

3.9.3. ARUNTA technical support

First-level support for the ARUNTA trained Tech Specialist to contact the Telstra Retail National Payphone Product Support Group.

Second-level support is for the National Payphones Product Support Group to contact the supplier.

Team leader contact:
 Telstra Retail National Payphone Product Support Group

3.10. Tools and material

Normal Service Operations process are followed for ordering of material replacement through Director or via Team Leader on a TB100 as required.

3.10.1. Specialist tool supply

See section 3.13 for list of special tools and miscellaneous items.

Team leader contact:
Technical specialists- Payphones

3.10.2. Waiting parts management 
Communication Technician is to complete task in Field Terminal using fault clearance codes for “Waiting Parts” and complete the scratchpad with the following details:

· Material number. (Serial & Item)

· Quantity

· Communication Technicians mobile telephone number

Note
Where a task has been completed as “waiting parts”, and details provided as above, the part will be ordered by the Designated Material Officer. The Communication Technician should not order the part using the material ordering screen of DIRECTOR.

Team leader contact:
Materials Liaison Officer

Reference document:
011446 – Waiting Parts Management (Assurance) 

http://www.cdn.telstra.com.au/cc-docs/doc/11446.doc(8 Pages)

3.11. Miscellaneous procedures

3.11.1. Refurbishment process 

Recovery of damaged payphones that are beyond the CTs ability to repair eg phone burnt, chemical spill etc… are returned to the store for recovery and disposal as per Telstra Policy.

Tsp’s that are recovered from the field and not to be used for immediate installation, are to be placed back into Telstra Stock holdings.

Team leader contact:
David Humphreys, National Assurance and Install Manager

Reference document:
012474 – Tsp recovery and Refurbishment 

http://www.cdn.telstra.com.au/cc-docs/doc/012474.doc(11 pages)

3.11.2. How to Call Notice cards (HTC)

The accepted methods to print Cabinet ID and Location details on the HTC is by Laser labels or Brother tapes, black ink on clear tape.

Team leader contact:
Payphone Project Coordinators for Maintenance





Installation Managers for New Installs

3.12. Projects

3.12.1. Software and hardware upgrades

Telstra Retail provides a scope of Projects. National Payphone Product Support Group research, develop and trial before implementation, Service Operations will be involved in trials prior to national rollout. Project rollout will be coordinated by Service Operations PPC. Both contactors and CT’s may be involved in project rollouts.
Team leader contact:
Payphone Project Coordinators

3.13. Special tools and items required for payphone maintenance

	Screwdriver Posi drive

	7mm Nut Driver

	Anti-Static Kit

	Ruggabutt

	Digital Voltmeter

	Wally Stick

	Torch (Small)

	Sash Brush

	EPROM Removal Tool

	EPROM Insertion Tool

	Test Coins $6.40 ( Petty Cash )

	Test Cards

	Keys ‘Dog’ Clip  and reward tag

	Security Bit Set

	Pop Rivet

	Problem Report Forms

	Suction Cup ( Telstra Smart Payphone Safe Door )

	Sharps Collector Kit

	Safety Cones

	Safety Vest

	Safety Goggles

	Safety Gloves

	Electrical Isolation Mat

	Safety Gloves - Electrical

	Small Esky (Storage Of Aerosol Cans)

	Broom 

	Dustpan & Bannister Brush

	Flat Blade Screw Driver

	DEU for CT3C’s

	MDU for CT3E’s

	Collection Bags For Broken Glass & Ties


Note: Vehicle Already Supplied With Safety Equipment Eg First Aid Kit, Helmet, MSDS Book, Staff Information Folder Etc.

3.14. Cabinet identification suffix codes

	Product Type 

(Alpha Character)

	A
	Controlled Access Telephone System (CATS)

	B
	Credit Phone  CP8 (CRDPH)

	C
	Gold Phone    CT4 (CTGP)

	D
	SmartCard Unattended Reload Terminal        (PVU)

	E
	MultiMedia Payphone type 2       (IK20E)

	F
	MultiMedia Payphone type 3   DTOP    (IK20F)- Temp Product Code for Desktop Phone at Special Events

	G
	A + B button phone

	H
	MultiMedia Payphone  Special Application   (IKSA)

	I
	Spare

	J
	Spare

	K
	MultiMedia Payphone type 1  DTOP  (IK20) – Temp Product code for Telstra Operated Desktop Phone

	L
	Blue Phone CT6

(Note, red and CT3E phones may still use this as their product identifier until the new cabinet identification number structure is fully implemented)

	M
	Coin only Payphone  CT3E  (Usually Green/Grey)

	N
	Non Telstra branded Customer generic Payphone   (CTGEN)

	O
	Spare

	P
	Phonecard and coin Payphone  CT3C

	Q
	Spare

	R
	Red Phone

	S
	Phonecard Express,  Phonecard only Payphone  CP9 – No longer installed

	T
	Spare

	U
	Spare

	V
	Spare

	W
	Spare

	X
	Telstra Smart Payphone Tsp1 (SMARTCARD and Coin Payphone) MPP1

	Y
	Telstra Smart Payphone Tsp2 (SMARTCARD only ) MPP2

	Z
	Telstra Smart Payphone CT3H (Hybrid SMARTCARD and Coin Payphone) MPP3




	Market Sector Type  

(Numeric Character)

	5 or 6
	Customer Rented (CR)

	3 or 4
	Customer Sold (CS)

	1 or 8
	Telstra Competitive (TC)

	2, 7 or 9
	Telstra Reserved (TP)  (Note:-  M9 is reserved for OAS use only)

	0
	Spare


	Examples of Suffix Codes 

(Last two characters of cabinet identification number)

	07 339800S1
	Telstra Operated, Phonecard Express. (competitive market)

	07 339800C4
	Sold Gold Phone

	07 339800L6
	Rented Bluephone

	07 339800X2
	Telstra Operated, Multi Payment Payphone (reserved market)

	Note:  The above example is correct in showing the first 8 characters of the Cabinet Identification Number being the same with different suffix codes.  It is the total 10 characters that determine national uniqueness that means none of the examples shown are duplicates.


3.15. Payphone contact list

3.15.1. SA, WA, NT, Adelaide and Perth

	STATE
	NAME
	Position
	CONTACT PHONE NUMBER
	Roles performed

	SA / NT / Adel
	Carlo Pavia
	GA support
	08 84014838
	Contract Coordinator – Cleaning and 10%

	SA / NT / Adel
	Peter D’Angelo
	Installation Manager
	08 84014898
	Installation Manager

	
	Reward Tag #  For Lost Keys
	
	1800 088 353
	

	WA / Perth
	Sue Johnston
	GA Support
	08 92625398
	Contract Coordinator – Cleaning and 10%

	WA / Perth
	Brian Mofflin
	Installation Manager
	08 92625583
	Installation Manager

	Metro
	
	WMC 
	1800 350 138
	

	SA - Metro
	Garry Griffiths
	WMC
	1800 805 211
	Payphone champion

	WA - Metro
	Harry Amanantidis
	WMC
	1800 805 211
	Payphone champion

	R&R
	Peter Neylon
	Tech Specialist
	08 84014891
	R&R Projects, Payphone support, Fraud

	WA - Metro
	Chris Roberts
	Tech Specialist
	0419 046 507
	Metro Payphone Support, Test Cards, SAMS

	SA - Metro
	Vince Sicari
	Tech Specialist
	0418 819 055
	Metro Payphone Support

	R&R
	Tania King
	PBM
	08 8401 4846
	

	SA / NT / WA
	Julie Singleton
	GA Support
	08 8401 4839
	Test Cards, SAMS

	Adelaide
	Rosemary Bellchambers
	Personal Assistant
	08 8401 593
	Test Cards, SAMS

	
	Steve Blee
	Trainer
	08 84014960
	Training and ARUNTA

	Metro
	Peter Cummins
	PBM
	03 9253 7579
	

	
	Maurice Sims
	RTLO 
	03 9253 7767
	Coin Collection, Keys

	
	Bruce MacGillivray
	PPC
	08 8352 0718
	Metro Projects, Fraud, C Servicing


3.15.2. VIC, TAS & Melbourne

	STATE
	NAME
	Position
	CONTACT PHONE NUMBER
	Roles performed

	R&R
	Cheryl Knight
	GA Support
	(03) 5248 8945
	Contract Coordinator – Cleaning and 10%

	
	Robert Bateman
	Installation Manager
	0419 008 418
	Installation Manager

	Metro
	Joe Larubina
	Tech Specialist
	1800 032 502
	Payphone Support - Metro

	Metro
	James Pateras
	Tech Specialist
	1800 032 502
	Payphone support – Metro and ARUNTA

	Metro
	Carl O’Brien
	Tech Specialist
	1800 032 502
	Payphone Support - Metro

	Metro
	Maurice Sims
	RTLO
	0419 007 519
	Coin Collection, Keys

	R&R
	Doug Downs
	Tech Specialist
	(03) 9293 9925
	R&R Projects and payphone support

	
	Gordon Thompson
	PPC
	(03) 9293 9923
	Metro Projects, Fraud

	Metro
	Peter Cummins
	PBM
	(03) 9293 9926
	Business Manager, Damages

	
	Reward Tag # For Lost Keys
	
	1800 816 305
	


3.15.3. QLD & Brisbane

	STATE
	NAME
	Position
	CONTACT PHONE NUMBER
	Roles performed

	QLD
	Glenn Davis
	GA Support
	(07) 3887 4523
	Contract Coordinator – Cleaning and 10%

	
	Lex Wareham
	Installation Manager
	(07) 3008 9790
	Installation Manager

	Metro
	Terry Chun
	RTLO
	(07) 3898 2407
	Coin Collection

	
	Mal White
	PPC
	(07) 3887 5593
	Projects, Fraud

	R&R
	Doug Blight
	Tech Specialist
	(07) 3008 9783
	R&R projects and Payphone support

	Metro
	Michael Bain
	PBM
	(07) 3887 4570
	Business Manager – Keys, SAMs and Test Cards

	
	Reward Tag # For Lost Keys
	
	1800 805 726
	Michael Bain


3.15.4. NSW and Sydney

	STATE
	NAME
	Position
	CONTACT PHONE NUMBER
	Roles Performed

	Metro
	Mike Bain
	
	(07) 3887 4570
	Contract Coordinator –Cleaning and 10%

	
	Albert Lepre
	Installation Manager
	02 9780 7166
	Installation Manager

	R&R
	Steve Evens
	Technical Specialist
	02 6332 5684
	R&R Service Assurance

	
	Warwick Houley
	Trainer
	02 6742 5638
	Projects & Training

	Sydney
	Wayne Brown
	PPC/RTLO
	02 9780 7115
	Keys, SAMs and Test Cards

	R&R
	Tania King
	PBM
	08 8401 4846
	

	NSW
	Julie Singleton
	GA Support
	08 8401 4839
	Test Cards, SAMS

	Metro
	Wayne Brown
	PPC/RTLO
	02 9780 7115
	Metro Projects, Fraud, coin collection

	
	Reward Tag # For Lost Keys
	
	1800 681 821
	


National Payphone Contacts

	STATE
	NAME
	CONTACT PHONE NUMBER
	CURRENT ROLES

	CSR
	Andrew Hurst
	(03) 9293 9808
	Team leader – National Order Management (Telstra Retail)

	Payphones
	CSR
	1800 011 433
	National Order Mgmt Group (Telstra Retail)

	
	Stewart Leaman
	(03) 6323 5195
	Centre Manager – FOH  

	
	CSC
	180 22 44
	Payphone Fault Reports – FOH

	
	CSC
	1800 13 22 03
	Payphone Enhanced Fault Reports – FOH

	
	Grant Phillips
	(03) 9638 5731
	Team Leader – Testers

	
	Testers
	1800 641 496
	Payphone Tester Group (PIN No. Changes)

	
	June Gasson
	(02) 9329 0310
	Payphone Customer Relations Manager (Telstra Retail)

	
	Kevin Gasparini
	(03) 9253 8190
	National Process Manager –  Coin Collection Contract Manager

	
	David Humphreys
	(03) 9253 8231
	National Payphone Operations Manager

	
	John Stroud 
	(03) 9293 9715
	Metro Customer Supplier Manager

	
	John Mulcahy
	(02) 49239842
	R&R Customer Supplier Manager

	
	Charlie Van Bakel
	(03) 9253 7877
	Team Leader National Payphone TOW Cell

	
	Darryl Selleck
	(03) 9293 9848
	National Payphone Provisioning Manager (Telstra Retail)

	
	National Product Support
	1800 815 804
	Level 3 Technical Support (Telstra Retail)


4. Measures

5. References

	Document Number
	Title

	000085W06
	Proactive Maintenance 

	000085W07
	Quality Visit

	000085W10
	SAM Use in Payphone Products

	000085W16
	Isolation and Clean of Contaminated Payphones

	000085W17
	Enhanced Fault Report Process

	000085W18
	Payphone Test Card Procurement Process

	006544
	Recoverable Damages

	006877
	Payphone Terminal Key & PIN Management

	008867
	Loose Coin Procedure

	011446
	Waiting Parts Management (Assurance)

	011857
	WMC Pin Change Tsp – Coin Collection

	011956
	Telstra Process for Coin Collection

	011956A02
	Damaged Lost Stolen Key & Tin Issue Register

	011956A06
	Ad-hoc Coin Collection Record Sheet

	012271
	Emergency Response (Payphone Cabinet Knockdown)

	012483w01
	Replacement of Glass in a Full Length Payphone Cabinet

	012414
	Payphone Urgent Cabinet Maintenance

	012422
	Payphone Contactor Ticket Of Work Cell

	012474
	Tsp Recovery and Refurbishment

	
	


6. Definitions

The following words, acronyms and abbreviations are referred to in this document.

	Term
	Definition

	ARUNTA
	A controlled Payphone system offered by Telstra to prisons

	ASM
	Area Service Manager

	CRIMS
	Coin Revenue Information Management System

	CT
	Communication Technician

	CT3H
	Telstra smart payphone – Hybrid

	DIRECTOR
	Telstra’s work management system

	DTOP
	Desktop Telstra Operated Payphone

	ESD
	Escalated Service Difficulties

	FLPC
	Full Length Payphone Cabinet

	FNN
	Full National Number

	FOH
	Front Of House

	HTC
	How To Call Notice

	IRIS
	Interactive Reporting Information System

	MTMS
	Modular Terminal Management System

	ODM
	Operations Data Management

	ORAL
	Officer Recall Access List

	PBM
	Payphone Business Manager

	PIN
	Personal Identification Number

	PPC
	Payphone Project Coordinator

	PPM
	Telstra Retail Payphone Provisioning Manager

	RCD
	Residual Current Device

	RTLO
	Regional Telstra Liaison Officer

	S*P
	Service Plus

	SAM
	Security Access Module

	SME
	Subject Matter Expert

	TL
	Team Leader

	TOP
	Telstra Operated Payphone

	TOW
	Ticket Of Work

	TR
	Trouble Report

	Tsp
	Telstra smart payphone

	WMC
	Work Management Centre
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8. DOCUMENT CONTROL SHEET

8.1.1.1. Contact for Enquiries and Proposed Changes

If you have any questions regarding this document contact:

	Name:
	David Humphreys

	Designation:
	National Payphone Operations Manager

	Phone:
	03 9253 8231

	Fax:
	03 9548 8545


If you have a suggestion for improving this document, complete and forward a copy of Suggestions for Improvements to Documentation (form 000 001-F01).

8.1.1.2. Record of Issues

	Issue No
	Issue Date
	Nature of Amendment

	1
	22 June, 2001
	1st Release

	2
	10 August, 2001
	

	3
	01 October 2001
	Post integration updates
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