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TELSTRA MEMBERS

STOP WORK MASS MEETING
WEDNESDAY MAY 5, 2010
For everyone employed on the EBA or expired AWAs

THIS IS PROTECTED INDUSTRIAL ACTION

STOP WORK AT 10 AM TO GET TO TRADES HALL COUNCIL,
corner Lygon St & Victoria St, Carlton

for a 11 AM start to the meeting
Following the mass meeting members will march down to the T Life Shop at the corner of Bourke & Swanston Streets for a protest rally.  The protest is against management’s inadequate pay offer and the recent announcement of yet another 900 redundancies.
Country members will be provided with a phone number to ‘tap in’ to the Mass Meeting.

Members needing assistance with transport should contact the Branch office.  Buses will definitely be leaving from Clayton.

Telstra has been notified that members will stop work at 10am for an indefinite stoppage on Wednesday.

Further talks are being held with Telstra today to clarify a range of issues in the draft document that Telstra has provided which is supposed to represent the agreed position on many of the matters arising from the negotiations.  This will be the offer that will be considered at Wednesday’s meeting. 

YET MORE REDUNDANCIES

Trujillo’s 12,500 redundancies have now taken place. The latest 900 (approx) redundancies flagged by Telstra are a completely new batch of potential redundancies.

Trujillo’s job cuts have had a disastrous impact on customer service standards (as they were warned at the time). This latest 900 will be no different and will make the situation even worse. Telstra’s “NEEDLE” is already showing the disaster in customer service.

Already Management have downgraded alarm urgency, are reorganising desperately to try to cover unworkable gaps in performance and organisation, are pressuring employees to work more and more overtime, (including unpaid overtime), and employing contractors on large remuneration packages to try to get the work done.

What madness is this?

This is a company that made a near record profit last year, continuously produces an annual profit around the $4 billion per year mark, has a $6 billion free cash flow “nest egg” put aside, continues to pay the huge numbers of managers (and particularly senior managers), fabulous sums of money and literally has wasted tens and even hundreds of millions of dollars on poor or useless technologies, and change for change sake.

Why are the frontline staff and customers always made the bunnies by this company’s management?

UNPAID OVERTIME: TELSTRA COUGHS UP
Some Telstra employees at the Burwood customer service centre in Victoria have recently received a pleasant surprise – payment for overtime worked years ago.

No formal explanation of the reason for the payment – or for delay in making it – has been offered by Telstra.  But clearly it represents a response to the campaign initiated by the CEPU last September to address the company’s practice of squeezing unpaid work out of its call centre employees.

Last year, CEPU members at Burwood reported that employees regularly worked unpaid overtime after the end of their shifts to complete the handling of customer requests. The union took the issue to Fair Work Australia and sought access to Telstra’s employee records to establish the facts of the matter.

Now, without the case even having gone to court, it appears Telstra is in damage control mode. Payments for overtime worked four years ago have started to appear on employees’ payslips. 

And this trickle threatens to become a flood. The union estimates that over the six years since these practices were introduced Telstra has underpaid its Burwood employees by millions of dollars.

With Telstra management silent on the issue, it is too soon to know how extensive this pay “readjustment” will be. Potentially, however, it could involve compensating a much larger number of employees than those who work at Burwood.

CEPU WIN ON TELSTRA “ADVERSE ACTION”
The CEPU has had an important win in Fair Work Australia in relation to a number of adverse action claims arising out of the current Telstra industrial dispute. 

“Adverse action” occurs when an employer harms an employee because s/he has exercised rights under the Fair Work Act, such as belonging to a union or taking industrial action.
The first of the union’s adverse action claims related to Telstra’s attempts to deny members their full TA payments on occasions when they took industrial action. Telstra said it would only pay proven costs in such cases.

FWA provided a view that Travel Allowance is not a payment that is covered by the section of the Fair Work Act that prohibits a company paying an employee who is taking industrial action. [image: image2.jpg]


All TA underpayments will now be corrected across Australia.
FWA also refused to give an opinion as to whether or not a number of other actions by Telstra were likely to be found to be “adverse action” as Telstra had requested it do. While this still leaves the issue open, it suggests that FWA considers that the union’s case is worth pursuing.
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On the question of recent changes to Perth rosters, however, FWA said that it did not consider that the matter fell into the “adverse action” category. But Deputy President Sams said that Telstra’s actions may constitute a breach of the Telstra Enterprise Agreement 2005-08.

This is a good result for the union which leaves the way open to pursue these issues further on behalf of our members.
ACMA TO INQUIRE INTO CUSTOMER SERVICE
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The Australian Communications and Media Authority (ACMA) has launched an inquiry into customer service standards in the telecommunications industry after complaints to the Telecommunications Industry Ombudsman (TIO) grew to 900 per day.

Last October the TIO reported a 54% increase in complaint levels during 2008-09. And between July and December 2009 market leader Telstra topped the grievance list with 58,597 complaints.

Announcing the inquiry, ACMA Chairperson, Chris Chapman said that it would look specifically at the complaints handling process across the industry, as poor responsiveness in this area was a major cause of consumer dissatisfaction.

The aim will be to get a better understanding of the processes used and where they are breaking down with a view to tightening standards and perhaps introducing new enforceable regulatory requirements. 

And while the inquiry will focus on present practices it will also be geared to addressing the problems that are likely to arise in the more complex, multi-service world of universal broadband.

The CEPU has long argued that company policies linked to staff cuts, contracting out and skills shortages has led to a deterioration in customer service standards.

Regulatory forum.

The inquiry is one of a number of initiatives announced by ACMA under the broad heading of “Reconnecting with the Customer”. This programme will also see ACMA establish a regulatory forum which will examine the roles of the various telecommunications regulators.

Describing current regulation as having created an “alphabet soup” of institutions   (ACMA, ACCC, DBCDE etc), Chapman suggested that the current arrangements were not “leading to the best solutions for some of the bigger problems” facing the industry. 

This is a view that has been consistently put by the CEPU for several years so it is heartening to see this problem being publicly acknowledged at last.

NBN CO ISSUES CALL TO HEAD CONTRACTORS
NBN Co has given its strongest indication so far as to how the NBN will be built through the release of a Request for Capability Statement (RCS) for design and construction of a fibre access network.

An RCS is a preliminary stage in a tender process and allows NBN Co to identify companies which have the experience, technical capabilities and financial stability to undertake a large scale project of this kind. Once the responses to the RCS have been assessed, NBN Co will issue the tender (a Request for Proposals) in the second half of the year.


The RCS documents indicate that NBN Co intends to play a minimal role in the detailed design and construction of the NBN and probably also in its future installation and maintenance operations. This work will be done largely by lead contracting companies and their sub-contractors. 

It can be expected that there will be several companies (say 3-5) eventually chosen to act as lead contractors, with each being allotted an area or number of areas, along the lines of Telstra’s current contracting arrangements. There is a yet no indication of whether Telstra will tender for any of this work.

NBN Co has indicated that it intends to build up an internal project management team. It will also employ some 500+ staff at its network operations centre. But all the signs are that its strategy will be to minimise direct employment through a mixture of automation and outsourcing.

The prospect of the NBN being built and maintained largely through contractors and sub-contractors obviously raises questions about working conditions on the project, especially as a number of different companies will be involved . The CEPU has begun consultations with several companies likely to be involved in the project with a view to securing Enterprise Agreements which protect conditions in the industry.
ILO QUERIES FAIR WORK ACT
The International Labour Organisation (ILO) has queried whether aspects of Labor’s Fair Work Act comply with international labour standards.

The concerns were raised in the most recent report of the Committee of Experts on the Application of Conventions and Recommendations. John Howard’s labour laws earned an unfavourable mention from this body on more than one occasion, but now it is Labor’s turn.

The committee raised concerns about a number of specific aspects of the legislation and about certain broader labour force policies:

· Restrictions on the right to strike.

· Protections of freedom of association and the right to organise.

· Restrictions on pattern bargaining.

· The performance of work by prisoners for private companies.

· The treatment of vulnerable 457 workers.

· The Australian Building and Construction Commissioner (ABCC) and its ongoing role. 

In the case of the ABCC, the ILO has warned that the part played by ABCC inspectors in prosecuting workers could not help but interfere with what should be their “primary duties” of enforcing proper working conditions and protecting workers.

The role of inspectors in prosecuting workers would also “prejudice the authority and impartiality necessary in the relations between inspectors and employers and workers", the committee said. "This is even more so when the laws on . . . which workers are prosecuted have been repeatedly found by this committee to be contrary to other international labour standards, notably freedom of association and protection of the right to organise."
The report’s concerns are consistent with the view expressed by the CEPU at a national level and reflect favourably on our efforts to ensure that Australian labour laws meet ILO standards.
UNIONS CRITICISE FRANCE TELECOM SUICIDE RESPONSE PLAN 
Trade union representatives at France Telecom have criticised a plan set out by management to address aspects of working in the company that lead to 35 suicides over the past two years. Unions have blamed work conditions for the wave of suicides.
Restructuring in the company in recent years has seen large numbers of employees forced to relocate and/or accept radical changes to their work duties. Unions believe that these practices have been part of a strategy to trigger resignations in a company where there is no ability for management to make employees compulsorily redundant.
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An excerpt from a recent French comic book about suicide. The main character has just been transferred against his will: 'You could just jump right now... and it would all go away.'
Among the proposals put forth in the response plan, France Telecom said it would recruit 3,500 people in 2010 and that it would make job transfers voluntary and not mandatory.

The company’s 1,100 managers, including the CEO, Stéphane Richard, would see some 30 to 50 per cent of their salaries based not just on economic performance, but on social performance, including things like employee attendance and satisfaction.

Additionally, the group will provide managers with sensitivity training, and it would decentralise many decisions that previously would have been taken on a national level.

But union leaders expressed doubts.

"There is not much new," Patrick Ackermann of the Sud-PTT union said Saturday. “It is not very bold. It’s shallow.” He also criticised the lack of figures for the plan.

Nabyl Beldjoudi of the Force Ouvriere union said the plan seemed like emergency measures, but four months too late, and he deplored the lack of a "national plan to prevent psycho-social risks."

However, both unions noted acknowledged the plan was charting new territory.

According to a watchdog group formed by the three unions to monitor stress, eleven France Telecom employees have killed themselves since January this year.

Anyone who is suffering from depression or suicidal tendencies should seek assistance.  Lifeline can be contacted on: 13 11 14
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ACMA Chairman, Chris Chapman: telco customer complaints processes will be scrutinised.





NBN Co has begun the process of selecting contractors to build its network.








