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1 Background 

On 27 February 2012, the ACCC accepted Telstra’s Structural Separation Undertaking 
(Undertaking) under section 577A of the Act and approved Telstra’s draft Migration Plan (Plan) 
under section 577BDA of the Act.   

The Undertaking came into force on 6 March 2012 and the Plan commenced on 7 March 2012.  
Amongst other things, the Plan requires Telstra to submit to, and have approved by, the ACCC, 
Required Measures setting out a number of matters, including the process for Managed 
Disconnection of Copper Services (which are not active Special Services) and HFC Services 
during the period immediately after the Disconnection Date for each Rollout Region.   

1.1 What is Managed Disconnection? 

The NBN rollout will occur on a region by region basis, with each region referred to in the 
Plan as a ‘Rollout Region’. 

Once NBN Co commences processing orders to connect new NBN-based services within 
the Fibre Footprint in a Rollout Region, there will typically be an 18-month period from the 
Region Ready for Service Date (notified by NBN Co) until the Disconnection Date 
(Migration Window) during which all ordinary Copper Services and HFC Services need 
to be migrated to the NBN.  During this period, Telstra will disconnect Copper Services 
and HFC Services using its Existing Processes for disconnection (as detailed in Schedule 
1 of the Migration Plan), typically where it receives an order to do so from a wholesale or 
retail customer (or where Telstra cancels a service itself as part of the Migration of the 
retail customer’s services to the NBN).  

At the end of the Migration Window, immediately after the ‘Disconnection Date’ for the 
Rollout Region, Telstra will commence to disconnect all remaining retail and wholesale 
Copper Services and HFC Services within the Fibre Footprint, except for some specific 
categories of services as specified in the Plan (principally Special Services where the 
Disconnection Date for the relevant SS Class has not passed).   

This process for managing the disconnection of Premises following the Disconnection 
Date is referred to as ‘Managed Disconnection’. 

The Plan provides for a phased process of Managed Disconnection.  The Plan allows a 
period of time following the Disconnection Date within which Telstra is to disconnect each 
relevant Premises, called the Disconnection Window.  The length of the Disconnection 
Window can vary between different types of Premises.  The Disconnection Window for 
most Premises will end 10 Business Days after the Disconnection Date (‘the Primary 
Disconnection Window’).  The Plan provides for an extended period for the 
disconnection of Premises in limited circumstances, such as where there is a pending 
order for NBN Connection at those Premises. 

Because parts of the process for Managed Disconnection of Copper Services and HFC 
Services over the relatively short period following the Disconnection Date are different 
from existing ‘business as usual’ disconnection arrangements (e.g. disconnection occurs 
without an order for cancellation of the service from the retail or wholesale customer), the 
Plan requires Telstra to set out the Managed Disconnection process in Required 
Measures. 

This Required Measure 2 sets out the Managed Disconnection process for Copper 
Services.  The Managed Disconnection process for HFC Services is set out separately in 
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Required Measure 3.  The remainder of this Required Measure 2 therefore focuses only 
on the obligations in the Plan insofar as they relate to the Managed Disconnection 
process for Copper Services.  While set out in separate Required Measures, Telstra will 
co-ordinate the Managed Disconnection of Copper Services and HFC Services (for 
example, Copper Services and HFC Services supplied at a Premises should be 
Disconnected at or around the same time).  

The purpose of this Required Measure 2 is to describe, in language typically used in 
operational documents, how Telstra will undertake the Managed Disconnection 
requirements of the Plan.  The Plan (apart from this Required Measure) prevails to the 
extent of any inconsistency. 

1.2 Disconnection Windows 

For the majority of Premises that remain connected to Telstra Copper Services at the 
Disconnection Date, Managed Disconnection will be completed within the Primary 
Disconnection Window.  However, there are a limited number of Premises, set out at 
clause 14.1(b) of the Migration Plan, which do not need to be disconnected within this 
period and that are subject to different disconnection arrangements (and timings), 
including In-Train Order Premises, Added Premises, Affected Premises, and Special 
Services. 

Finally, in accordance with arrangements agreed between Telstra and the 
Commonwealth Government, Premises that receive voice services over the Copper 
Network will, as far as practicable, continue to receive Soft Dial Tone until the earlier of 
20 Business Days after the Disconnection Date, or the date upon which NBN Co notifies 
Telstra that the Premises has been NBN Connected. This will provide a basic level of 
service, such as the capability to make emergency calls, until these Premises can be 
NBN Connected.   

An overview of the various exceptions to the standard disconnection timing is set out in 
Figure 1 below. 
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Figure 1.  Types of, and timeframes for, disconnection of Copper Services under the Plan 
 
(Note: This Figure 1 provides a general overview of the timeframes for Managed Disconnection 
of Copper Services.  Nothing in Figure 1 affects Telstra’s obligations as set out in the Plan)  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

1.3 Defined terms  

A term or expression starting with a capital letter which is not defined in this document 
has the meaning given in the Plan or the Undertaking, as applicable. 

2 Overview of the Managed Disconnection process for Copper 
Services 

2.1 Managed Disconnection process stages 

A high level overview of the process is set out below, with references to where in this 
Required Measure each step is explained in more detail.  To facilitate timely and efficient 
disconnection of HFC Services, Telstra may combine the process stages described in 
sections 3, 6 and 7 with the corresponding stages relating to Managed Disconnection of 
Copper Services, as set out in Required Measure 3. 

Disconnection Date 

Soft Dial Tone (for ‘voice’ Premises) 
Until earlier of 20 Business Days after the Disconnection Date or until 
NBN Connected 
 

In Train Order Premises  
Up to 90 Business Days after the Disconnection Date (unless cancelled or NBN 
Connected earlier), in accordance with clause 15.1(c) of the Plan. 
 

Added Premises 
A new Disconnection Date which is up to 18 months after the date Telstra is notified it is added to the 
Fibre Footprint (unless the notice period ends earlier or the service is cancelled) 

Affected Premises 
5 business days after the applicable legal prevention ceases to have effect. 

Special Services (including Direct Special Services, Special Service Inputs, Contracted Special Services) 
Will be disconnected separately.  A separate Required Measure will apply to Direct Special Services and Special 
Service Inputs, based on Telstra’s product exit arrangements or NBN Co’s development of fibre alternatives. 

Typical Copper Services 
By10 Business Days after the Disconnection Date                 
(the ‘Primary Disconnection Window’) 
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 Process Stage General summary of action Reference (for 
detailed 
description of 
action) 

1. At the Disconnection Date for each 
Rollout Region 

 

 

Telstra will prepare the Premises 
Address List, which will set out all of 
the Premises within the Fibre Footprint 
in each Rollout Region which still have 
active Copper Services. 

Section 3 

2. After preparation of the Premises 
Address List for each Rollout Region 

Telstra will prepare a Final 
Disconnection List by removing from 
the Premises Address List those 
Premises which will not be 
disconnected in the course of 
Managed Disconnection during the 
Primary Disconnection Window in 
each Rollout Region  If a Premises is 
served both by Copper Services which 
must be disconnected during Managed 
Disconnection and Copper Services 
which can continue to be supplied to 
those Premises after the 
Disconnection Date, those Premises 
will remain on the Final Disconnection 
List and the Copper Services which 
can continue to be supplied at those 
Premises will be removed from the list.  

Section 3 

3. After preparation of the Final 
Disconnection List 

Telstra will notify Wholesale 
Customers of any Wholesale Services 
supplied at Premises on the Final 
Disconnection List which will be 
disconnected in the course of 
Managed Disconnection during the 
Primary Disconnection Window in 
each Rollout Region. 

Section 4 

4. After preparation of the Final 
Disconnection List (and, for 
Wholesale Services, after 
notification of Wholesale Customers) 

When Telstra disconnects a Telstra 
retail Standard Telephone Services or 
Telstra Wholesale Line Rental 
Services provided over Copper Paths 
at Premises on the Final 
Disconnection List during the Primary 
Disconnection Window and Telstra is 
not supplying a carriage service to the 
premises over the NBN fibre network, 
Soft Dial Tone will, as far as 
practicable, be maintained until the 
earlier of 20 Business Days from the 
Disconnection Date or the date NBN 
Co notifies Telstra that the Premises 
has been migrated to the NBN fibre 
network.  

Section 5 

5. By 10 Business Days after the 
Disconnection Date 

Telstra will complete disconnection of 
Copper Services connecting all 
Premises on the Final Disconnection 
List. 

Section 6 

6. Not before 20 Business Days after 
the Disconnection Date (or the date 
that NBN Co notifies Telstra that the 
Premises has been migrated to the 

Telstra will remove Soft Dial Tone from 
Copper Paths connecting those 
Premises referred to in stage 4 and 
any Premises which had Soft Dial 

Section 5 
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NBN fibre network)  Tone in place as at the Disconnection 
Date. 

7. After the end of the Primary 
Disconnection Window, in 
accordance with the Plan 

Telstra will disconnect those remaining 
Copper Services in the Fibre Footprint 
as they become eligible for 
disconnection – per extended 
timeframes provided for in the Plan (as 
illustrated in Figure 1). 

Section 7 

 

2.2 The primary difference between the standard disconnection process and Managed 
Disconnection is order entry 

The Plan provides in clause 6.1 that, as a general principle, Telstra will use Existing 
Processes wherever possible to manage the disconnection of Copper Services. 

As such, when undertaking Managed Disconnections, Telstra will use substantially the 
same systems and technical processes as when it undertakes individual disconnections 
under the ‘business as usual’ disconnection arrangements.   

The main difference will be that instead of disconnection being triggered by a cancellation 
order received from a Wholesale Customer or Retail Customer, Telstra will itself trigger 
bulk disconnection of Premises on the Final Disconnection List during the Primary 
Disconnection Window.  This will be done by Telstra Operations Group self-generating 
cancellation orders for any Copper Services to be disconnected in the course of Managed 
Disconnection during the Primary Disconnection Window.    

These self-generated orders will be processed through the stages of disconnection using 
business as usual processes and systems in substantially the same manner as when 
disconnection is initiated by cancellation orders from Retail or Wholesale Customers (as 
described in Schedule 1 to the Plan). 

This approach will mean that Managed Disconnection will involve a substantially similar 
technical disconnection process to the business as usual process once the self-
generated cancellation order is entered in Telstra’s systems.  As a result, the experience 
for Wholesale Customers and Retail Customers should be substantially the same as the 
disconnection experience in relation to individual service disconnections initiated by a 
customer generated cancellation order.  For example, customer notification and billing to 
reflect disconnected services will proceed in accordance with existing business as usual 
processes when initiated by self-generated cancellation orders for the purposes of 
Managed Disconnection. 

However, due to the self-generated nature of the cancellation order, and the timeframes 
for Managed Disconnection being strictly defined under the Plan, Managed Disconnection 
will not involve customer nomination of a Customer Requested Date for disconnection, 
nor will Telstra set a Telstra Commitment Date for disconnection (other than that 
disconnection is to be completed as required by the Plan by the end of the Primary 
Disconnection Window). 

Figure 2 below provides a high level overview of those parts of the disconnection 
processes that relate to Managed Disconnection that are new or different to the standard 
disconnection arrangements already set out in Schedule 1 to the Plan. 
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Figure 2: Use of new and existing processes to facilitate Managed Disconnection 

 

 

 

 

 

Initially, Telstra expects to manually self-generate cancellation orders to initiate the 
Managed Disconnection.  However, over the longer term Telstra may develop an 
automated process for entering these orders into its systems.  If it develops any 
automated process, Telstra will notify the ACCC and seek approval for an amendment to 
this Required Measure 2, to the extent required. 

3 Preparation of Final Disconnection List for each Rollout Region  

3.1 Preliminary Disconnection List notified to Wholesale Customers 

Where Telstra continues to supply Copper Services to a Wholesale Customer at  
Premises in a Rollout Region four months before the Disconnection Date for that Rollout 
Region, Telstra will not less than three months before the Disconnection Date, notify that 
Wholesale Customer of those relevant Premises which Telstra expects to be subject to 
Managed Disconnection (Preliminary Disconnection List), irrespective of whether or 
not Telstra had already provided any earlier notification of disconnection to that 
Wholesale Customer. 

Within ten Business Days of Telstra providing it with a Preliminary Disconnection List, a 
Wholesale Customer may notify Telstra of any Premises on the Preliminary 
Disconnection List which the Wholesale Customer considers should not be subject to 
Managed Disconnection by virtue of either or both: 

(a)  the Wholesale Customer having previously certified that services which it supplies 
at the relevant Premises are Special Service Inputs;  

(b) the services supplied by the Wholesale Customer to the relevant Premises are 
Direct Special Services.   

The Wholesale Customer may not raise a dispute in respect of Premises on a Preliminary 
Disconnection List on any other basis.  For clarity, any concern as to whether or not a 
relevant Premises is passed or NBN Serviceable should be referred by a Wholesale 
Customer to NBN Co 

Telstra will respond to any dispute notified to it by a Wholesale Customer under this 
clause 3.1 within ten Business Days of receiving notice (or as extended by agreement 
with the Wholesale Customer), and will notify the Wholesale Customer whether or not 
Telstra agrees to reflect the requested change in the Final Disconnection List for that 
Rollout Region.   

If Telstra does not agree to reflect the change in the Final Disconnection List, as 
requested, the parties will use reasonable endeavours to resolve the issue as to whether 
Special Services or Special Service Inputs have been (as certified by the Wholesale 
Customer) supplied at the Premises.   

New Telstra processes Existing Processes New Telstra processes 
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If the parties have failed to agree on the categorisation of services supplied at the 
relevant Premises by a date which is fifteen Business Days after the dispute was notified 
to Telstra, either party may refer the matter to the Adjudicator. 

If the parties (or the Adjudicator) have failed to resolve a dispute as to whether a 
Premises is to be included in the Managed Disconnection by the Disconnection Date for a 
Rollout Region, Telstra is permitted to include the disputed Premises within the Final 
Disconnection List for that Rollout Region. 

3.2 Final Disconnection List 

On the Disconnection Date, Telstra expects to receive from NBN Co: 

 a final list of those Premises within the Rollout Region that are not Passed as at the 
Disconnection Date (and are therefore not within the final Fibre Footprint); and 

 a list of In-Train Order Premises. 

Once it receives these lists, Telstra will upload them into its NBN Transition Tool 
database (NTT).   

Telstra Operations will, using NTT, create a Premises Address List for each Rollout 
Region.  The Premises Address List will specify all of the Copper Services that remain 
active at Premises in the final Fibre Footprint as understood by Telstra.  This Premises 
Address List will then have the following Premises and Copper Services removed (based 
on flags maintained in NTT, discussed in section 7 below): 

(a) Any Premises notified to Telstra by NBN Co as being In-Train Order Premises;   

(b) Special Services (including Direct Special Services and Special Service Inputs 
within SS Classes for which a Disconnection Date has not yet occurred as well as 
Contracted Special Services and Double Ended Special Services, for which 
disconnection is not yet required in accordance with the disconnection 
arrangements under the Plan);  

(c) any Added Premises where the disconnection date for those Premises has been 
extended beyond the Disconnection Date for the Rollout Region; and 

(d) any Affected Premises in the Rollout Region to the extent that Telstra is prevented 
by law from ceasing the provision of Copper Services to the Premises orand 
disconnecting the Premises. 

The resulting list will be the Final Disconnection List for each Rollout Region. 

4 Final Notifications for Wholesale Customers  

As soon as practicable after the Disconnection Date for each Rollout Region and Telstra 
has prepared the Final Disconnection List for the Rollout Region, Telstra will notify each 
Wholesale Customer of any Wholesale Services supplied at Premises on the Final 
Disconnection List that are to be disconnected in the course of Managed Disconnection 
during the Primary Disconnection Window for that Rollout Region.  

Notification of the Final Disconnection List to Wholesale Customers will occur at the same 
time as, or before, any notification of the Final Disconnection List to Retail Business Units 
. 
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Notification will be provided via the Telstra Wholesale Customer Portal 

5 Soft Dial Tone 
Upon disconnection of premises supplied by Telstra with a retail Standard Telephone 
Service or a Wholesale Line Rental Service during the Primary Disconnection Window, 
Telstra will enable Soft Dial Tone on the relevant Copper Paths.  For clarification this 
excludes Premises receiving a ULL or LSS Service as Telstra is not the provider of dial 
tone over those services. 

Where during Managed Disconnection a Premises which has Soft Dial Tone available 
becomes NBN Connected after the Disconnection Date, Telstra will manually lodge an 
order in its systems to have the Soft Dial Tone removed.  Telstra may become aware of a 
Premises that has Soft Dial Tone becoming connected to the NBN in the following ways: 

(a) by being informed by NBN Co: 

(i) directly to the NBN Interface Group (being the group established within 
Telstra with principal responsibility for liaising with NBN in respect of the 
transfer of information); or  

(ii) otherwise in accordance with a protocol formally established between Telstra 
and NBN Co under the Definitive Agreements; 

(b) by being informed by a Wholesale Customer; or 

(c) when Telstra becomes aware of the NBN Connection through its own migration of 
a Retail Customer to the NBN. 

By the date which is 20 Business Days after the Disconnection Date for a Rollout Region, 
Telstra will produce a report that lists all remaining voice services for which Soft Dial Tone 
is still in place.  Telstra will then manually apply orders in Telstra’s systems to have the 
Soft Dial Tone removed from those Copper Paths on that date. 

Retail or Wholesale Customers will not be provided with notification of the removal of Soft 
Dial Tone under this clause  

6 Managed Disconnection process for Copper Services on the 
Final Disconnection List 

6.1 Managed Disconnection of ordinary services will occur based on categories of 
Premises  

As noted above, Telstra will approach Managed Disconnection of each Rollout Region 
broadly in two stages: 

(a) first, Telstra will disconnect all ordinary Copper Services that are required to be 
disconnected within the Primary Disconnection Window as set out in the Final 
Disconnection List (i.e. that do not fall within one of the exceptions referred to in 
section 1.3 above); and 

(b) second, Telstra will disconnect all other Copper Services in accordance with the 
specific disconnection arrangements that apply as set out in section 7 below.  



 

© 2012 Telstra Corporation Limited  11 

 

Premises on the Final Disconnection List will be incrementally disconnected over the 
course of the Primary Disconnection Window.  Given the number of Premises which may 
need to be disconnected in each Rollout Region (or across Rollout Regions with the 
same Disconnection Date), it will not be possible to assign a specific date for 
disconnection of each Premises within the Primary Disconnection Window.   

Consistent with the equivalence requirements of the Plan, there will be a single integrated 
process to determine, implement and undertake the sequencing of the disconnection of 
Retail Copper Services and Wholesale Services supplied at Premises on the Final 
Disconnection List.  Premises on the Final Disconnection List for a Rollout Region with 
similar characteristics (e.g. Premises with multiple Copper Paths) will be identified in each 
Rollout Region and grouped together to be disconnected across the Rollout Region in a 
single exercise or step in the sequencing of disconnection during the Primary 
Disconnection Window.  

Retail and Wholesale Services supplied at Premises with similar characteristics will be 
included in the same category (i.e. there will not be retail-only or wholesale-only 
categories of Premises which otherwise have similar characteristics relevant to 
disconnection). Telstra will develop and refine these categories and scenarios based on 
experience with the disconnection process, based around the most efficient manner in 
which to disconnect services, including across multiple Rollout Regions (as discussed in 
section 7.2).  

The first step in Managed Disconnection will be to reject and remove from the Telstra 
systems all pending orders in respect of Premises on the Final Disconnection List.  This is 
a necessary pre-condition to Telstra Operations lodging the self-generated cancellation 
orders which, as described in section 2.2, trigger the business as usual disconnection 
process to be used for Managed Disconnection during the Primary Disconnection 
Window.  

Following removal of pending orders, the sequencing of the disconnection of categories 
of Premises on the Final Disconnection List will depend on the factors which are likely to 
be specific to each Rollout Region (or across groups of Rollout Regions with the same 
Primary Disconnection Window) including: 

(a) any previous experience with Managed Disconnections; 

(b) the number and type of Copper Services in each Rollout Region;  

(c) the tasks involved in and time typically required to undertake disconnection of 
particular types of Copper Services or types of Premises given the service 
configuration at those Premises; 

(d) the time remaining in the Primary Disconnection Window for the Rollout Region; 
and 

(e) other relevant factors, 

in order to complete disconnection of all Premises on the Final Disconnection List by the 
end of the Primary Disconnection Window. 

The reference to “other relevant factors” in sub-paragraph (e) does not permit Telstra to 
sequence disconnection based on whether the Copper Services supplied to a Premises 
are supplied to a Retail Customer or a Wholesale Customer.  However, this does not 
prevent Telstra from disconnecting all of a particular type of service under sub-paragraph 
(b) or (c) in circumstances where that type of service is only supplied to Retail Customers 
or Wholesale Customers or the tasks involved in disconnection are limited to retail 
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services or wholesale service (e.g. Telstra may sequence disconnection of all ULLS or 
LSS at the same time within or across rollout regions). 

The process of Managed Disconnection will need to be dynamically managed on a day to 
day basis over the Primary Disconnection Window to efficiently manage available 
resources and to respond to operational issues as they arise.  This may require Telstra to 
change during the Migration Window the sequencing of disconnection of Premises on the 
Final Disconnection List.  Any change in sequencing of disconnection will be by category 
of Premises and apply on an equivalent basis to Retail and Wholesale Copper Services in 
that category of Premises. 

6.2 Wherever possible, Telstra will try to align the order in which Premises are 
disconnected across Rollout Regions 

Telstra expects that as the NBN rollout gathers pace, a number of Rollout Regions are 
likely to have Disconnection Dates which occur at or around the same time. 

An important objective of the Plan is that disconnection occurs in an efficient and timely 
manner.  Given the volume of services that may be involved, Telstra currently considers it 
will be most efficient to 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. 

The disconnection team may need to determine each day the category or categories of 
Premises that will be prioritised and disconnected simultaneously across all Rollout 
Regions that are subject to Managed Disconnection.  Again, these decisions will be made 
and implemented on an equivalent basis for Retail and Wholesale Copper Services within 
each category of Premises on the Final Disconnection Lists for those Rollout Regions. 

Telstra will monitor each Rollout Region to ensure that all Copper Services on the Final 
Disconnection List are disconnected by the end of the Primary Disconnection Window for 
that Rollout Region (irrespective of whether this means that some Copper Services need 
to be disconnected separately from any national or regional process in order to meet this 
deadline). 

6.3 Status reporting 

There will be a daily report generated for each Rollout Region from Telstra’s provisioning 
systems of any disconnection orders that are not completed because of a systems error.   

Each error report will be reviewed by the Telstra Operations Team on a daily basis.   

Where disconnection orders are identified as having not been processed due to an error, 
these will be then be corrected and re-submitted into Telstra’s systems.  A check will be 
conducted to ensure the service is disconnected. This process will be repeated until the 
relevant Copper Service(s) are disconnected.   

6.4 Notification to Wholesale Customers and cessation of billing 

Telstra will advise Wholesale Customers and Retail Customers of all services that are 
disconnected through customer bills.   

Telstra will cease billing for any Copper Service that is disconnected on the date of 
disconnection.  For Wholesale Customers, this will be reflected in the Wholesale 
Customer’s usual billing arrangements (as occurs in relation to any individual services 
that are cancelled during the relevant billing cycle under the existing business as usual 
billing process).  
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7 Approach to disconnection of Premises removed from the Final 
Disconnection List 

7.1 Types of Premises removed from the Final Disconnection List 

As noted above at section 3, the following types of Premises and Copper Services within 
the Fibre Footprint in a Rollout Region will not be subject to Managed Disconnection 
during the Primary Disconnection Window, but will instead be disconnected in 
accordance with specific rules applicable to each category: 

(a) In-Train Order Premises; 

(b) Added Premises;  

(c) Affected Premises; and 

(d) Special Services, including:  

(i) Direct Special Services and Special Service Inputs (to the extent that these 
services belong to a SS Class for which the applicable Disconnection Date 
has not yet occurred); and 

(ii) Contracted Special Services and Double-Ended Special Services (that are 
not otherwise due to be disconnected during the Primary Disconnection 
Window in accordance with the Plan). 

Each of these special cases will be monitored and managed by applying ‘flags’ to 
individual Premises in Telstra’s NTT system that will prevent those Premises from being 
included in the Final Disconnection List used for Managed Disconnection in a Rollout 
Region. 

7.2 Disconnection of In-Train Order Premises  

Premises which are the subject of a notification by NBN Co to Telstra as having In Train 
Order will not be disconnected by Telstra during the Primary Disconnection Window.  This 
will allow an additional period of time for NBN Co to complete NBN Connection of the 
relevant Premises and for migration from the existing Copper Services to then occur, with 
less disruption of services to end users.  

On the Disconnection Date, Telstra will generate a report from NTT that identifies all of 
the In-Train Order Premises for a Rollout Region.  These Premises will be flagged in NTT 
as having In-Train Orders as at the Disconnection Date. 

The In-Train Order Report for a Rollout Region will be monitored weekly by Telstra 
Operations Team for a period of up to 90 Business Days after the Disconnection Date.  

This monitoring process will involve Telstra updating NTT to remove the In Train Order 
flag for any Premises in respect of which, during the prior week, Telstra is notified that the 
NBN order at the Premises has either been completed (i.e. the Premises has been NBN 
Connected) or cancelled or revoked (in each case, a ‘Monitoring Trigger’). 

In fulfilment of Telstra’s obligations under the Plan in respect of In-Train Order Premises, , 
a Premises will be disconnected by Telstra on the date which is 30 Business Days after 
the Monitoring Trigger occurring, substantially using the business as usual disconnection 
processes set out in Schedule 1 of the Plan.  
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Copper Services to an In-Train Order Premises may also be disconnected at any time 
during the 90 Business Day period in response to a standard disconnection order placed 
by the customer. 

If no Monitoring Trigger or customer-driven disconnection occurs, Telstra will disconnect 
all remaining In-Train Order Premises in a Rollout Region by the date which is 90 
Business Days after the Disconnection Date. 

7.3 Disconnection of Added Premises  

From time to time, NBN Co may choose to add a new Premises to the Fibre Footprint in a 
Rollout Region after the Ready for Service Date for that Rollout Region (i.e. during the 
‘Migration Window’ for that Rollout Region).  These Premises are defined in the Plan, and 
referred to as ‘Added Premises’.  

A customer at an Added Premises may object to the Disconnection Date for the Rollout 
Region in writing through Telstra’s standard Retail or Wholesale customer service 
channels, on the basis that the period left up to the Disconnection Date does not enable 
Telstra to satisfy minimum contractual notice obligations.  If Telstra determines that it 
does have a relevant contractual obligation to the customer, Telstra will record the 
objection in NTT, notify NBN Co and determine a new Disconnection Date for that Added 
Premises in accordance with clause 15.2 of the Plan.  Typically this will be the earlier of 
the end of the relevant notice period or 18 months after Telstra was notified that the 
Premises had been added by NBN Co to the Fibre Footprint. 

The Premises Address List generated at the Disconnection Date will flag ‘Added 
Premises’ for which a formal objection has been received before the Disconnection Date 
to ensure these are not disconnected as part of the Standard Managed Disconnections 
process.  These will be treated as exceptions and this report will continue to be produced 
for the Rollout Region at least once per month until all Added Premises have been 
disconnected. 

Added Premises for which no objection has been received by Telstra will not be flagged 
and will be disconnected in accordance with the standard Managed Disconnection 
process. 

7.4 Disconnection of Affected Premises  

Telstra Legal may, from time to time, identify specific Premises at which Telstra is 
prohibited by law from ceasing  the provision of Copper Services orand disconnecting the 
Premises .  These Premises will be flagged as Affected Premises in NTT. 

A report identifying all Affected Premises in a Rollout Region will be monitored weekly 
and, once the disconnection team in Telstra Operations has been advised by a member 
of Telstra Legal that provision of the relevant Copper Services can cease and the 
Premises can be disconnected, the flag in NTT will be removed and the Premises will be 
disconnected using the standard disconnection processes set out in Schedule 1 of the 
Plan.  Disconnection will take place within 5 Business Days of the applicable legal 
prevention ceasing to be effective.  . 

Telstra will notify Telstra Wholesale Customers of all Wholesale Services at Affected 
Premises that will be disconnected, just prior to the disconnection of those Wholesale 
Services 
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7.5 Disconnection of Special Services  

All Direct Special Services (both wholesale and retail) will be flagged in NTT.  Similarly, 
where a Wholesale Customer has certified a Copper Service as a Special Service Input, 
this will also be flagged as a Special Service in NTT. 

Prior to the Disconnection Date for the relevant SS Class, any Direct Special Services 
and Special Service Inputs within that SS Class will not be disconnected as part of the 
Managed Disconnection process in any Rollout Region.  During this time, any such 
Copper Services will be flagged in NTT and excluded from the Final Disconnection List 
for the Rollout Region. 

The process which will apply to disconnection of Direct Special Services and Special 
Service Inputs will be set out separately for each SS Class in Required Measure 5, in 
accordance with clause 21.5 of the Plan.    

Once the Disconnection Date for the relevant SS Class has passed, then from that 
Disconnection Date, Telstra will treat Direct Special Services and Special Service Inputs 
of that SS Class as if they were ordinary Copper Services.1  Those Copper Services will 
therefore be included as part of any Final Disconnection List for future Rollout Regions 
and will become subject to the standard Managed Disconnection processes set out in 
section 6. 

Any Contracted Special Services or Double Ended Special Services will be disconnected 
under the separate arrangements and timing set out in the Plan. 

8 Reporting  

Telstra will report to the ACCC not more than 20 Business Days after the end of each 
Quarter as part of the Migration Plan Compliance Report, commencing from the first full 
Quarter after the first managed Disconnection date and this Required Measure 2 has 
been accepted by the ACCC, on the following in relation to this Required Measure, in 
both an aggregate and a Rollout Region by Rollout Region basis: 

(a) the total number of Copper Services disconnected as part of Managed 
Disconnection for which the Disconnection Date fell during the Quarter;  

(b) the total number of Wholesale Services which Telstra successfully disconnected in 
accordance with the timeframe for disconnection for each respective service as set 
out in the Plan; 

(c) the total number of Retail Copper Services which Telstra successfully disconnected 
in accordance with the timeframe for disconnection for each respective service as 
set out in the Plan; 

(d) the total number of Premises disconnected during the Quarter and to which Soft 
Dial Tone was maintained in accordance with the Plan;  

                                                      
 
1 The process for NBN Co developing product releases that trigger disconnection of SS Classes is through the publication of 
White Papers, as discussed in an Explanatory Note to clause 21.4 of the Plan. 
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(e) the total number of Copper Services which were not disconnected during the 
Quarter due to their being provided to In-Train Order Premises; and 

(f) confirmation that the Soft Dial Tone service has been removed from all Premises 
for which the relevant date (as defined in the Plan) fell within that Quarter. 
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