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Introduction 

AAPT Limited (AAPT) welcomes the opportunity to respond to the Commission's discussion 
paper, Key Performance Indicators for Non-Price Terms and Conditions, April 2003.   

AAPT considers that the development of key performance indicators (KPIs) is an important 
step in meeting the Government's objective to enhance the accounting separation of Telstra's 
wholesale and retail operations.1  The ability to compare Telstra's performance in providing 
services to its wholesale customers, with its performance in supplying comparable services to 
itself and its retail customers will, in AAPT's view assist:  

• the industry to identify whether Telstra is engaging in discriminatory practices with 
respect to the supply of services at retail and wholesale levels; and 

• wholesale customers in their negotiations of non-price terms and conditions with 
Telstra. 

This submission addresses the questions posed in the Commission's discussion paper.  
However, AAPT would appreciate being able to participate in the formulation of specific 
KPIs once the Commission has obtained further information from Telstra in relation to the 
customer groupings and service levels that Telstra uses internally. 

The relevant services for comparative purposes 

The Commission describes the objective of developing KPIs as: 'to compare Telstra's 
performance in providing services to its retail customers as compared to the supply of 
services to its wholesale customers'.2  AAPT submits that it is appropriate to compare the 
service levels Telstra provides to its wholesale customers, with both those it provides to itself 
and to its retail customers.3 

Is Telstra's Basic Access Service the relevant service for comparative purposes? 

AAPT believes that adopting Telstra's Basic Access service for comparative purposes is too 
limited an approach.  Rather, KPIs should be developed in relation to all services supplied by 
Telstra. 

                                                           
1 Explanatory Statement, Australian Competition & Consumer Commission (Accounting Separation – 
Telstra Corporation Limited) Direction (No. 1) 2003 at 2. 

2 Australian Competition & Consumer Commission, Key Performance Indicators for Non-Price Terms 
and Conditions, April 2003 at 3.  

3 In this submission, AAPT uses the term retail customer to mean end-user.  Often customers of 
Telstra's retail division acquire services for resupply and are therefore, in reality, wholesale customers. 
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In support of this view, AAPT notes: 

• the draft Ministerial Direction confers on the Commission a broad discretion to 
specify the services for which Telstra will be required to provide information in 
respect of KPIs;4   

• the standard access obligations require an access provider to deliver non-
discriminatory performance in relation to all declared services;5 and  

• limiting the development of KPIs to declared services would, however, create 
distortions.  There are many services on which Telstra's wholesale customers rely to 
compete with Telstra at the retail level that are substitutable for declared services, and 
yet are not declared.  Examples are the OnRamp 2 and OnRamp 30 services which 
are commonly substituted for originating and terminating ISDN, a declared service.    

Phased introduction of KPI measures 

If the Commission is unable to develop KPIs for a broad range of services within the 
timeframe required by the draft Ministerial Direction, AAPT submits that the Commission 
should consider adopting a phased introduction of the KPI measures, commencing with 
services of considerable commercial significance to Telstra's wholesale customers and 
comparable retail services, namely:  

• ADSL; 

• Basic Access; 

• Broadband DSL; 

• Data access radial; 

• Digital data access service; 

• ISDN originating and terminating; 

• Megalinks; 

• OnRamp 2 and OnRamp 30; 

• PSTN originating and terminating access; and 

• x162/x163. 

Appropriateness of the proposed KPIs 

AAPT considers that the Commission in formulating KPIs would be greatly assisted by 
obtaining from Telstra details of the service levels it currently delivers for each of its services.  
                                                           
4 Australian Competition & Consumer Commission (Accounting Separation – Telstra Corporation  
Limited) Direction (No. 1) 2003, Draft Only, clause 6(1). 

5 Section 152AR(3)(b) and (c) of the Trade Practices Act 1974. 
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Once the Commission obtains this information, the industry could be called upon to assist in 
the precise formulation of KPIs.   

AAPT makes the following general comments in relation to the KPIs proposed in the 
discussion paper:  

• AAPT suggests that the Commission consider including different geographical areas 
for each KPI, within each customer group.  This is consistent with the customer 
service guarantee (CSG) which specifies performance standards for each of urban, 
rural and remote areas6;   

• each KPI combines 2 measures.  In AAPT's view, combining KPIs would prevent the 
Commission from obtaining a clear picture of Telstra's performance as potential 
deficiencies in one area could be concealed by satisfactory performance in another; 
and   

• there does not appear to be a true 'availability and performance' KPI.  That described 
as an 'availability and performance' KPI, is in reality a provisioning KPI.  AAPT 
would expect an 'availability' KPI to measure the period of time that the relevant 
service is supplied in the reporting period (eg for Broadband DSL, to identify the 
outage time in the period), while a 'performance' KPI would measure the quality of 
the service (for example for Broadband DSL, the speed of the service).   

The proposed customer groups and the corporate segment 

AAPT agrees with the Commission that any meaningful comparison must distinguish 
between different customer groups.7  The proposed distinction between residential and 
business customer groups is in AAPT's view too broad.  Many telecommunication companies 
typically use the following customer groups in their business plans: residential, business 
(including SMEs), corporate and government. 

AAPT wishes to emphasise at this stage the particular significance of the corporate segment.  
This is a lucrative and growing segment as companies increasingly outsource 'whole of 
business' telecommunications services.8   

AAPT submits that the most useful starting point in formulating customer groups is for 
Telstra to provide to the Commission details of the customer groups it adopts in its internal 
business plans.  AAPT understands that Telstra provides varying price structures and service 
levels to different customer groups.  Again, once the Commission obtains this information, 
                                                           
6 Telecommunications (Customer Service Guarantee) Standard 2000 (No. 2). 

7 Australian Competition & Consumer Commission, Key Performance Indicators for Non-price Terms 
and Conditions, April 2003 at 8.  

8 The increased importance of the corporate segment is evidenced by clause 9 of the draft Ministerial 
Determination, which requires the Commission to report specifically on competition in this segment.   
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the industry could be called upon to assist in the more precise formulation of appropriate 
customer groups.   

CSG timeframes  

Should the CSG timeframes serve as the standard basis for developing KPIs? 

In AAPT's view, the CSG timeframes while a useful starting point should not be relied upon 
as a general standard for developing KPIs.  The CSG timeframes relate only to the provision 
of the Basic Access service and are a safeguard to ensure that telecommunications companies 
provide consumers with a minimum performance standard only. 

AAPT submits that Telstra, in delivering services to wholesale customers, needs to perform 
better than the standards set out in the CSG in order that the wholesale customer can deliver 
appropriate service levels to its own retail customers and comply with the CSG.9  For 
example, if Telstra takes the full time permitted in the CSG to attend to a provisioning request 
of a wholesale customer, the ultimate retail customer is likely to receive the service more 
slowly than would have been the case if it were a direct retail customer of Telstra and, in any 
event, outside the CSG timeframe. 

Reporting and variances  

AAPT submits that variance information should be published publicly and that the 
Commission and wholesale customers be entitled to analyse data underlying the variance 
information in order to: 

• substantiate the accuracy of the variance information; and 

• ascertain whether there are additional areas of discrimination.  For example, where 
Telstra meets a provisioning KPI for both its wholesale and retail customers in 90% 
of cases, wholesale customers need to be able to analyse whether and to what extent, 
the outstanding 10% of Telstra's retail customers received the new service more 
quickly than they did. 

AAPT would be happy to answer questions that the Commission has in relation to this 
submission and in relation to the development of KPIs for Telstra. 

 
9 Telecommunications (Customer Service Guarantee) Standard 2000 (No. 2), clause 22(2), provides 
that a carriage service provider is not excused from compliance by reason of an act or omission of 
another carriage service provider.  


