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Introduction 
 
Macquarie Corporate Telecommunications (MCT) welcomes the opportunity to comment 
on the Australian Competition and Consumer Commission’s (‘the Commission’) 
preliminary key performance indicators (KPIs) for non-price terms and conditions.   
 
 
The key performance indicators enable comparison of Telstra’s performance in 
supplying services to its retail arm with its supply of services to wholesale customers, in 
the non-price area, and therefore, added transparency to Telstra’s activities. They are 
crucial to the kind of reporting that is required to back up the aims and intentions of the 
government’s accounting separation regime.  
 
The goal of the KPI proposals is to provide transparency of Telstra’s activities for 
wholesale customers as well as the regulator. This information is needed principally in 
order to give competing operators the confidence that an integrated and diversified 
operator, such as Telstra, does not discriminate between itself and competing operators 
through preferential treatment of its retail arm.   
 
KPIs are a key part of the Federal Government’s recent draft Direction on accounting 
separation. MCT believes accounting separation is pointless if Telstra can discriminate 
through non-price terms.  It is crucial that through new KPIs, Telstra is required to 
publish the services and service levels agreed between the retail operation and 
providers, the publication of terms rather than just prices, and monitoring/reporting of 
actual times and service levels.  
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While section 152AR of the Trade Practices Act mandates that Telstra deliver the same 
level of service to its competitors as it does to its retail arm, MCT believes the reality of 
the wholesale telecommunications market falls far short of this ideal, with major anti-
competitive effects and ramifications for investment also. The anti-competitive situation 
is largely due to the incentives that remain for a vertically integrated carrier to resist 
access in subtle ways.  
 
Whilst initiatives directed at Telstra’s structural separation would best deal with these 
issues, KPI’s linked to accounting separation, nevertheless offer an important 
opportunity to align the regulatory framework more closely with that of a competitive 
market.  
 
 
KEY ISSUES 
 
Wholesale versus retail comparison 
 
MCT believes that the use of Telstra’s Basic Access service as a base line comparator is 
insufficient to meet the Government’s objective of non-discriminatory performance in 
relation to core services and would fall well short of enhancing transparency in relation to 
Telstra’s delivery of wholesale and retail services. 
 
While data on Telstra’s Basic Access performance is important, MCT believes enhanced 
transparency requires other indicators be used to measure Telstra’s performance, for 
instance, data on faults and maintenance, and ordering and provisioning of 
telecommunications services, especially since Basic Access is generally most relevant to 
compliance with customer service guarantee (CSG) requirements.   As such, KPI’s that 
merely “repackage” existing reporting requirements and rely on existing reporting 
systems can in no way meet the stated objectives of the 2002 amendments to the Trade 
Practices Act, 1974.   In particular, Telstra must be required to report against indicators 
that reflect its underlying performance in delivering a range of wholesale and retail 
services across a range of end user groupings including business and corporate 
customers.  
 
Better disaggregation is possible, given that the RAF is disaggregated, and it is 
important to remember that the issue is not simply about the delivery of services to 
residential customers but the delivery of services to the corporate market, which gives 
rise to the need to use wider-reaching non-price indicators such as outlined below.  MCT 
believes that the non-price KPIs need to have the same granularity and the ability to 
obtain detail in the same way that the accounting framework provides for in terms of 
pricing. 
 
MCT notes that the Commission sees merit in using the Basic Access measure, but 
believes that this would not reflect the heightened need for transparency under the 
accounting separation regime, and should not therefore be the only measure for 
Telstra’s performance.  It is likely that Telstra will argue that minimisation of its 
compliance costs favours the Commission’s acceptance of largely re-worked CSG data 
relating to Basic Access.  Whilst MCT acknowledges the need to avoid unnecessary and 
burdensome compliance requirements, the potential benefits in the form of more 
transparent data that the present KPI framework envisages will clearly benefits end 
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users in the longer term.  As such, the Commission ought to examine very closely any 
claims from Telstra that it is “unable” to provide low level reporting information of a kind 
envisaged by the Accounting Separation regime.  
 
Customer groups 
 
MCT believes it is crucial that data on Telstra’s performance at the retail business and 
retail residential levels is separated.  Without such customer type divisions, the KPI 
structure will be unable to support the financial reporting as set out in the Accounting 
Separation regime. 
 
Furthermore, without customer type disaggregation at the Telstra retail level, the 
Commission will not be able to deal with complaints from Telstra’s competitors of a kind 
raised to date.  That is, the KPI framework, absent Telstra retail customer information, 
will be ineffectual in addressing the information asymmetry concerns that that 
Commission itself has acknowledged hamper its ability to assess complaints concerning 
discriminatory standards of service.   
 
MCT notes the Commission’s concerns about the difficulty of splitting the data along 
corporate wholesale and corporate retail lines, but believes that this information can be 
gained from carriers in a way that will not be too onerous for these wholesale customers.  
The Commission could engage with Telstra’s wholesale customers to identify the 
reasonableness of the relevant carrier advising Telstra whether a service order is in 
respect of a business or residential end user at the time the order is made with Telstra.  
 
Key performance indicators 
 
MCT has consistently argued the need for the publication of not only the prices that 
Telstra wholesale charges its retail arm but key performance indicators of Telstra’s 
activities relating to non-price terms and conditions.   
 
In MCT’s view, the Commission’s proposed KPIs need to be broad-ranging and detailed, 
covering:  
 
1.  Faults/maintenance  
 
Response Time OSS Maintenance Interface 
Fault Report Rate 
Fault Rectification Times 
Missed Repair Appointments 
Repeat Fault Reports 
Monitoring Processes 
Notification of Interface Changes 
 
2.  Ordering, provisioning  
 
Pre-ordering 
Response Time OSS Ordering Interface 
OSS Interface Availability 
Contact Centre Availability 
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Average Notification of Interface Outage 
Software Problem Resolution and Timeliness 
Manual Qualification 
Notification of Interface Changes 
 
Ordering 
Order Confirmation Timeliness 
Reject Timeliness 
Percent Rejects 
Timeliness of Completion Notification 
Percent Flow-Through 
Order Accuracy 
Percent Order Confirmation Rejects sent within 3 days 
Acknowledgment Timeliness 
Order Acknowledgment Completeness 
Notification of Interface Changes 
 
Provisioning 
Average Interval Offered 
Average Interval Completed 
Completed within Specified Number of Days 
Missed Appointments 
Facility Missed Orders 
Installation Quality 
 
3.  Availability/performance  
 
Target Uptimes 
Actual Uptimes 
Service Performance 
 
4.  Billing and notifications  
 
Billing 
Timeliness of Daily Usage Feed 
Timeliness of Carrier Bill 
Billing Accuracy 
Billing Complaint/Rectification Procedures 
 
Notifications 
Scheduled Servicing 
Major Events 
 
5.  Appointments met by Telstra  
 
MCT believes that in relation to appointments met, the data required should go beyond 
standard CSG-type timeframes, to the percentage that Telstra meets of all appointments 
made with it. By measuring appointments made within standard CSG time targets and 
Basic Access alone, this key performance indicator will omit many appointments that a 
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carrier such as MCT regularly makes, thereby foregoing an additional opportunity to 
enhance transparency.  
 
Reporting  
 
MCT believes that given the transparency and accountability objectives of the 
Government’s accounting separation regime, there would not be any prejudice involved 
in publishing underlying data as well as variance data. Publishing the variance 
information alone will not provide sufficient transparency.  
 
Specific corporate segment KPIs  
 
As argued above, MCT believes that enhanced transparency requires specific key 
performance indicators for the corporate segment of the business customer group. The 
KPIs need to go beyond the Basic Access service and beyond residential groups, to 
cover other services and wholesale business customers respectively.   
 
CSG timeframes  
 
MCT is wary of using the CSG timeframes for the KPI measure as the timeframes are 
targeted at the residential user.  In MCT’s view, what is required is a measure enabling 
comparison of the service delivery that Telstra’s own retail business customers receive 
against Telstra’s wholesale customers.  
 
Scope of changes  
 
On the scope of the changes, MCT believes that ideally, the Commission should look 
into services subject to price caps and sold as part of bundled retail offerings that include 
declared services, as well as non-core services such as those provided by means of 
mobile networks, ISDN and digital data networks, in addition to terms and conditions 
relating to the provision of declared services. 
 
Please call me on 03 9206 6883 if you have any queries regarding this submission. 
 
Yours sincerely, 
 
 
 
MAHA KRISHNAPILLAI 
National Executive, Strategy 
 


