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accordance with the Migration Plan. 
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Summary 

The Migration Plan provided by Telstra to the ACCC on 23 August 2011 (the Migration Plan) 
provides for Telstra to prepare a number of “Required Measures”.  The Required Measures are 
documents setting out the processes, business practices, systems, interfaces and other matters 
that Telstra was not in a position to establish or specify at the time that the Migration Plan was 
lodged. 

Required Measures 2 and 3 describe the processes by which Telstra will disconnect Copper 
Services and HFC Services that remain active at Premises within the Fibre Footprint in a Rollout 
Region after the Disconnection Date for which no disconnection order has been received before the 
Disconnection Date.  Required Measure 2 concerns Copper Services, and Required Measure 3 
concerns HFC Services.  This document supports both Required Measures because of the 
similarities in the processes that Telstra has proposed in each.  Telstra is lodging these Required 
Measures with the ACCC for approval. 

In summary, Required Measures 2 and 3 set out the steps that Telstra will take, and the 
modifications Telstra will make, to Telstra’s existing ‘business as usual’ processes for disconnection 
of services in order to fulfil the requirement that Copper Services and HFC Services are 
disconnected within the specified limited time frames after the Disconnection Date. 

This submission explains Required Measures 2 and 3 and sets out how they, and the process used 
to develop them, are in accordance with the Telecommunications (Migration Plan Principles) 
Determination 2011 (the Migration Plan Principles).   
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1. BACKGROUND  
Required Measures 2 and 3 concern the process of Managed Disconnection by which Telstra will 
disconnect Copper Services and HFC Services that remain active at Premises within the Fibre 
Footprint in a Rollout Region after the Disconnection Date for which no disconnection order has 
been received before the Disconnection Date.  Required Measure 2 concerns Copper Services, and 
Required Measure 3 concerns HFC Services.  Telstra is required by Migration Plan Principle 9(4) 
and clause 14.2 of the Migration Plan to specify these processes as Required Measures. 

The Managed Disconnection process is set out as a Required Measure because it differs from 
Telstra’s existing ‘business as usual’ disconnection arrangements. 
This submission explains Required Measures 2 and 3 and sets out how they, and the process used 
to develop them, comply with the Migration Plan Principles.   

2. MATTERS FOR THE ACCC TO TAKE INTO ACCOUNT 
Required Measures 2 and 3 have been lodged with the ACCC for approval under clause 5.4 of the 
Migration Plan.   

The ACCC is required to consider the following important factors and objectives when determining 
whether to approve these Required Measures: 

(a) Under clause 5.4(d) of the Migration Plan, the ACCC must approve the Required Measure if it 
is satisfied that it complies with the Migration Plan Principles. 

(b) The objectives of the Migration Plan are set out in clause 2, including the objective of giving 
Telstra reasonable regulatory certainty in connection with the activities it is required to 
undertake in the course of Migration. 

(c) Under clause 28.2 of the Migration Plan, the ACCC must have regard to: 

i. the costs associated with implementing the arrangements 

ii. the effectiveness of the arrangements; and 

iii. the proportionality of what is proposed (which is to say, the relative costs 
and benefits of the arrangements). 

These factors have been taken into account by Telstra in developing Required Measures 2 and 3. 

3. THE PROCESS FOR MANAGED DISCONNECTION  

3.1. OUTLINE OF PROCESS APPLICABLE TO COPPER SERVICES (WHICH 
ARE NOT SPECIAL SERVICES) 

On the Disconnection Date for a Rollout Region, Telstra will commence to disconnect all retail and 
wholesale Copper Services (excluding services to certain Premises) within the Fibre Footprint for 
which Telstra has not already received an order for disconnection from the Wholesale or Retail 
customer.  The Disconnection Window within which Telstra must disconnect these services is 10 
Business Days.   

In summary, the process that Telstra will use to manage the disconnection of Copper Services is 
as follows: 

(a) On the Disconnection Date for a Rollout Region, Telstra will identify, using a final list of 
Premises not Passed provided by NBN Co and Telstra’s NBN Transition Tool (NTT) database, 
the Premises within the Fibre Footprint in the Rollout Region that still have active Copper 
Services.  Those Premises will be listed in the Premises Address List.  From that list, Telstra 
will remove certain excluded Premises (being In-Train Order Premises, Added Premises, 
Affected Premises, and Premises to which Special Services are supplied) flagged in the NTT 
system to produce a Final Disconnection List; 
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(b) In compliance with the Migration Plan Principles, and consistent with the provisions of the 
Migration Plan, Telstra will, as soon as practicable , notify Wholesale Customers of any 
wholesale services supplied at the Premises that are on the Final Disconnection List that are 
to be disconnected during the Disconnection Window.  

(c) Telstra will not be in a position to provide the Final Disconnection list to Wholesale Customers 
earlier than the time noted in clause 14.4 of the Migration Plan, which states “on or as soon 
as reasonably practicable after the Disconnection Date”, and the time noted in section 4 of 
Required Measure 2, which provides “As soon as practicable after the Disconnection Date for 
each Rollout Region and Telstra has prepared the Final Disconnection List for the Rollout 
Region”.  The content of the Final Disconnection List depends on information Telstra expects 
to receive from NBN Co about Premises not Passed and In-Train Order Premises.  The Final 
Disconnection List, by its nature, must be prepared after the Disconnection Date to ensure 
that the adjustments made for exceptions based on that information are accurate and the 
Final Disconnection List reflects only those services to be disconnected. It is not certain 
whether the information expected from NBN Co will always be provided by or on the 
Disconnection Date.  For example, Telstra may not receive any notification from NBN Co 
where there are no In-Train Order Premises in a Rollout Region.  Accordingly, where this 
information is not received on the Disconnection Date, Telstra will need to assume, after the 
Disconnection Date, that there is no such information to be provided and will commence 
preparation of the Final Disconnection List.  As soon as reasonably practicable once the Final 
Disconnection List is complete, Telstra will provide notification to Wholesale Customers as 
provided in the Required Measure.  

(d) In order to facilitate the reviews by Wholesale Customers of their remaining copper services 
ahead of the Disconnection Date, Telstra will provide a list to each Wholesale Customer, no 
less than three months prior to the Disconnection Date, of the Premises with Copper Services 
remaining to be disconnected.  This is consistent with the notification that Telstra intends to 
give to Retail customers at no less than three months prior to the Disconnection Date. 

(e) Telstra will commence disconnection of Copper Services to those Premises on the Final 
Disconnection List by (at least initially) self-generating disconnection orders in Telstra’s 
systems.  These orders will be actioned using Telstra’s business as usual processes and 
systems.  Premises will be incrementally disconnected over the course of the Disconnection 
Window with Premises with similar characteristics being grouped together for disconnection.  
The categorisation of premises and the order in which groups of Premises will be 
disconnected will be determined so as to complete disconnection as efficiently as possible 
and by the end of the Disconnection Window.  The process will be dynamically managed on a 
day to day basis to efficiently deploy resources and to respond to any operational issues that 
arise. 

(f) Telstra will complete the disconnection of Copper Services to all Premises on the Final 
Disconnection List within the 10 day Disconnection Window.  Telstra will leave in place Soft 
Dial Tone for a period of 20 days after the Disconnection Date following disconnection of a 
retail or wholesale line rental service after the Disconnection Date, after which Soft Dial Tone 
will be removed; 

(g) Telstra will generate a daily report for each Rollout Region identifying any disconnection 
orders not completed because of a systems error.  These orders will be corrected and re-
submitted into Telstra’s systems, and checked to ensure that disconnection occurs; 

(h) Finally, Wholesale Customers and Retail Customers will be notified in customer accounts of 
all services that have been disconnected, and Telstra will cease to bill those services.  

In accordance with the requirements of the Migration Plan Principles and the Migration Plan, draft 
Required Measures 2 and 3 provide for the different disconnection arrangements that will apply to 
the Premises excluded from the Final Disconnection List (each type of which is defined within 
Required Measures 2 and 3): 

(i) In-Train Order Premises will not be disconnected during the Disconnection Window, and an 
additional period of time is allowed for NBN Co to complete connection of the Premises and 
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for migration from the existing Copper Services to occur.  Telstra will be notified by NBN Co 
when the NBN order at the Premises has been completed, or cancelled, or revoked (called a 
Monitoring Trigger).  Telstra will check for Monitoring Triggers for up to 90 Business Days 
after the Disconnection Date.  When a Monitoring Trigger occurs, Telstra will disconnect the 
Premises within 30 Business Days, substantially using the disconnection process set out in 
Schedule 1 of the Migration Plan.  Telstra will also disconnect the Premises where a customer 
driven disconnection order is received.  Finally, Premises not already disconnected 90 
Business Days after the Disconnection Date will be disconnected; 

(j) For Added Premises for which an objection has been received and accepted by Telstra, 
Telstra will determine a new Disconnection Date in accordance with clause 15.2 of the 
Migration Plan, and will monitor the Added Premises in the Rollout Region on at least a 
monthly basis until they all have been disconnected.   

(k) Telstra will allow Affected Premises to proceed to disconnection using the standard 
disconnection process set out in Schedule 1 of the Migration Plan once it receives advice from 
a member of Telstra Legal that the services to the Affected Premises can be disconnected.  
Telstra will monitor Affected Premises on a weekly basis, and will notify Telstra Wholesale  
Customers prior to disconnection of the relevant wholesale services to be disconnected; 

(l) Direct Special Services and Special Service Inputs will be disconnected in accordance with 
the processes to be set out in Required Measure 5.  From the Disconnection Date for an SS 
Class, Telstra will treat Direct Special Services and Special Service Inputs of that SS Class as 
if they were ordinary Copper Services, and the standard Managed Disconnection processes 
for Copper Services will be applied.  Contracted Special Services and Double Ended Special 
Services will be disconnected in accordance with the Migration Plan. 

To the extent that different time periods for disconnection apply to the Premises excluded from the 
Final Disconnection List, Required Measures 2 and 3 adopt from the Migration Plan, and are 
consistent with, the relevant time periods commencing from the disconnection date within which 
services are to be disconnected, which time periods are in turn in accordance with those specified 
in the Migration Plan Principles. 

3.2. THE PROCESS APPLICABLE TO HFC SERVICES 
The Managed Disconnection process applicable to HFC Services will be identical to that applicable 
to Copper Services set out in section 3.1 above, with the following differences:   

(a) Because HFC Services are not supplied on a Wholesale basis, the elements of the Managed 
Disconnection process that involve notification of disconnection to Wholesale Customers, 
which appear in Required Measure 2 (see clauses 4 and 6.4), do not apply in respect of 
HFC Services and do not appear in Required Measure 3.  

(b) One of the categories of premises excluded from the Final Disconnection List in the 
Managed Disconnection process applicable to Copper Services is Premises to which Special 
Services are supplied (see clause 1.3 of Required Measure 2).  Because Special Services 
are not supplied over HFC Lines, this exclusion does not feature in Required Measure 3.  
Permitted Services will continue to be provided over HFC; 

(c) Required Measure 3 does not include provision for Soft Dial Tone (see clause 5 of Required 
Measure 2); and 

(d) Finally, the “business as usual” disconnection processes are set out in Schedule 2 of 
Migration Plan in respect of HFC Services, rather than Schedule 1, which applies to Copper 
Services. 

3.3. THE RATIONALE FOR THIS PROCESS 
The object of Required Measures 2 and 3 is to achieve the disconnection of Copper Services and 
HFC Services, respectively, to Premises where Telstra has not received orders for NBN Co Supplied 
services for the disconnection of those services from a Wholesale or Retail customer prior to the 



 

PAGE 5 TELSTRA CORPORATION LIMITED (ABN 33 051 775 556) 

 

Disconnection Date.  The process of disconnecting a service after the Disconnection Date is 
essentially the same as disconnecting a service before the Disconnection Date pursuant to an 
order from a customer.   

It is logical and preferable to use the same processes and systems to carry out disconnection in 
both circumstances if possible.  Accordingly, to a large extent, the proposed process in Required 
Measures 2 and 3 will involve using existing Telstra systems and processes for the disconnection of 
services, as required by Migration Plan Principle 23.  Those existing processes are set out in 
Schedules 1 and 2 of the Migration Plan in respect of disconnection of Copper Services and HFC 
Services respectively.  Those processes are well-established and not inconsistent with practices 
accepted within the industry, and so represent reasonable policies and business practices to adopt. 

Among the benefits of this approach are that the experience for Wholesale Customers and Retail 
Customers should be substantially the same as the disconnection experience where initiated by a 
customer generated order.  There are also significant practical benefits in Telstra employing 
processes and systems with which it is already familiar, as well as minimising the costs to Telstra 
of implementing those processes. 

Required Measures 2 and 3 modify and augment Telstra’s existing processes to the extent 
necessary:  

(a) for Telstra to comply with the obligation to disconnect services after the Disconnection Date 
within the prescribed limited time frames in circumstances where Telstra will self-generate 
disconnection orders; and 

(b) to cater for the categories of Premises to which services will not be disconnected within the 
Disconnection Window for the special reasons set out in the Migration Plan (such as In-Train 
Order Premises and Added Premises). 

In accordance with Migration Plan Principle 8, processes proposed in Required Measures 2 and 3 
will ensure the efficient and timely disconnection of services and will minimize disruption to the 
supply of fixed-line carriage services, including in the following respects: 

• Telstra will to a large extent use existing systems and technical processes.  There are 
efficiencies to be gained because these systems and processes are already established and 
Telstra has a high level of familiarity with them, when compared with the establishment of 
new processes; 

• Telstra will develop and refine the categories of services and the disconnection scenarios 
taken into account in sequencing the disconnection of the Premises on the Final 
Disconnection List, based on Telstra’s experience with the disconnection process.  Telstra will 
also manage the disconnection process dynamically.  This will allow Telstra to determine the 
most efficient manner in which to action the disconnection process in relation to each 
category or scenario, and to use resources as efficiently as possible to do so (see clause 6.1 
of Required Measure 2 and clause 4.1 of Required Measure 3).  

• Telstra will have a single team undertake Managed Disconnection across a number of Rollout 
Regions at the same time, either generally or for particular categories of Premises and 
Telstra may, on a daily basis, prioritise a category or categories of Premises for disconnection 
so that resources are deployed as efficiently as possible (see clause 6.2 of Required Measure 
2 and clause 4.2 of Required Measure 3).  

• If systems errors occur, the affected disconnection orders will be identified, corrected, and 
re-submitted into Telstra’s systems through a straight-forward status reporting process (see 
clause 6.3 or Required Measure 2 and clause 4.3 of Required Measure 3). 

• Telstra will not disconnect In-Train Order Premises during the Disconnection Window, but 
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instead an additional period of time will be allowed for the fulfilment of NBN connections to 
such Premises and migration from existing Copper Services.  This will minimise disruption to 
the supply of fixed-line carriage services to the affected customers. 

In accordance with Migration Plan Principles 8 and 21, the processes set out in Required Measure 2 
are such that services will be disconnected on an equivalent basis as between Wholesale and Retail 
customers, and Wholesale Customers will not be disadvantaged.  At a general level, all services 
that remain active at the Disconnection Date will be subject to Managed Disconnection, whether 
they are supplied to a Wholesale or Retail customer.  Furthermore:  

• The categorization of Premises and the sequencing of disconnection of categories of Premises 
will occur without distinction between Wholesale Customer Premises and Retail customer 
Premises; and 

• Once disconnection orders have been entered under the Managed Disconnection process, 
those orders will be processed through the stages of disconnection using Telstra’s business 
as usual processes and systems in substantially the same manner as set out in Schedule 1 to 
the Migration Plan, which processes and systems will be applied equivalently as between 
Retail and Wholesale customers. 

4. CONSULTATION WITH NBN CO AND WHOLESALE CUSTOMERS 
Clause 5.3 of the Migration Plan requires Telstra to include within the Work Plans developed in 
respect of the Required Measures an engagement strategy for consulting with Wholesale 
Customers where the Required Measure will be likely to involve any system or process 
modifications by Wholesale Customers or will establish a process which Wholesale Customers will 
need to use for the purposes of the Migration Plan.  Such provision for consultation with Wholesale 
Customers is required by Migration Plan Principles 23 and 36(b).  In addition, Clause 30(c) of the 
Migration Plan requires Telstra to consult with NBN Co in the development of Required Measures.  

Telstra foreshadowed this consultation in the “Work Plans for the development of Required 
Measures”, dated 25 May 2012. 

Telstra has engaged consultation with NBN Co in the development of Required Measure 2 and 3 as 
follows: 

• On 7 August 2012, Telstra provided a copy of Required Measure 2 to NBN Co; 

• On 24 August 2012, NBN Co provided Telstra with a set of proposed amendments to 
Required Measure 2, which relate principally to making the wording of Required Measure 2 
more closely mirror the wording in the Migration Plan. 

• On 4 September 2012, Telstra provided a copy of Required Measure 3 to NBN Co, which 
had been amended taking into account NBN Co’s feedback on Required Measure 2 (given 
the similarities between the two Required Measures); 

• To date, Telstra has not received comments from NBN Co in relation to Required Measure 3; 

• Telstra has taken NBN Co’s feedback into account in finalising Required Measures 2 and 3 
for lodgement with the ACCC, and has made a number of changes to the Required 
Measures as a result. 

Telstra has engaged in consultation with Wholesale Customers in the development of Required 
Measure 2 as follows: 

• On 10 August 2012, Telstra published Required Measure 2 on telstrawholesale.com and on 
the Telstra Wholesale Customer Portal (TWCP); 

• Telstra wrote to Wholesale Customers notifying them that the Required Measure 2 was 
available for comment; 
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• Telstra provided Wholesale Customers with two weeks to provide their responses to 
Required Measure 2.  An online feedback form was made available to assist Wholesale 
Customers to provide written feedback;  

• Telstra received feedback from one Wholesale Customer in relation to Required Measure 2.  
The Wholesale Customer made a number of suggestions for additions to the processes set 
out in Required Measure 2, which Telstra has taken into account and in respect of which 
Telstra made some modifications to Required Measure 2 prior to lodgement with the ACCC.  

Telstra has not consulted Wholesale Customers on Required Measure 3, as the Managed 
Disconnection processes for HFC Services will not affect Wholesale Customers. 

5. REPORTING AND COMPLIANCE 
Clause 25.1(b) of the Migration Plan requires Telstra to include in each Required Measure a 
proposed approach to monitoring compliance by Telstra with that Required Measure.  Such 
provision for reporting is required by MPP 31. 

Required Measure 2 and 3 each put in place quarterly reporting frameworks against key metrics 
(five in respect of Required Measure 2, and three in respect of Required Measure 3).  These 
metrics are designed to provide the ACCC with sufficient information to monitor Telstra’s 
compliance with the Managed Disconnection process set out in Required Measure 2, and 
particularly to assess Telstra’s success in meeting the disconnection timeframes. 
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