
 

 

1. Telstra prepares to send more jobs offshore 
Telstra is planning to send more jobs offshore. 

 
Just weeks after announcing its intention to cut several 
hundred positions from its contact call centres, Telstra 
has now notified the CWU that it proposes changes that 
will see a range of billing and credit management 
functions outsourced and offshored. 
 
Changes in Global Financial Services (GFS) will mean a 
net loss of 204 roles (including some currently vacant), 
with 139 of these to be outsourced/offshored. A further 
35 roles will be offshored from Complex Billing Solutions 
(COBS) in Telstra Service Operations (TSO). 
 

The CWU was notified of these proposals on 5 August and is yet to meet with Telstra about them. Obviously, 
though, the union deplores a workforce strategy which is clearly being driven simply by a relentless search 
for cheap labour irrespective of its impact on individual employees, on their families and on Telstra’s own 
service quality and standing in the community. 
 
Members affected by these proposals should contact their state branches for advice and support. The union 
is also interested in members’ views about the likely operational impacts of the changes. 
 
 

2. Former Telstra staffer questions offshoring 
For years Telstra has denied that its ongoing problems with customer service and, more recently, network 
performance have anything to do with the offshoring of jobs that has occurred over the last decade. 
 
But in a recent opinion piece in industry newsletter Communications Day, former Telstra insider Rod Bruem 
tells a different story. 
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Bruem, a journalist of Now We Are Talking fame, spent 16 years in Telstra’s communications and public 
policy unit, so he has been in a good position to observe the changes in the company over that time – 
including what he describes as the “massive” wave of offshoring that occurred under David Thodey and is 
continuing under Andy Penn. 
 
According to Bruem, while “long suffering” Telstra customers may have some chance of getting simple 
problems fixed, give Telstra’s call centres something complex to deal with “ like [a report that] a mobile base 
station is down on a neighbouring rural property and they just have no idea.   They’ll wish you a nice day and 
then nothing happens”. 
 
The reason?  
 
These days, “you’re dealing with big and 
complex systems in challenging 
environments” says Bruem. “It’s not easy 
for a low-paid worker with a moderate 
understanding of Australian English.” 
 
Quite.  Though as the CWU has pointed out in a response to Bruem, this is not the whole story.  
 
The CWU believes that the whole offshoring model that Telstra has adopted relies on an ultimately arbitrary 
distinction between low level and higher level tasks. While such categories as simplex and complex have long 
had their use in the company, when they become the basis of creating two separate workforces they are 
likely to act as a barrier to problem solving. 
 
The CWU welcomes Bruem’s contribution to this debate ..but it has much further to run.  E-bulletin readers 
wanting to read the full text of Bruem’s piece and the CWU’s response can find the articles 
http://cwu.org.au/file/7465/I/Extract_from_Communications_Day.pdf 
 

3. CWU to meet with Telstra on GPS monitoring 
The CWU has requested a meeting with Telstra to discuss recent changes in its use of GPS monitoring of field 
staff. 

 
The changes were notified to the CWU late last month. 
They involve providing real time email alerts to 
managers about employee start and end of day 
activities. 
 
Under the new arrangements: 

 A system alert will be generated if there is no 
vehicle movement after an employee’s 
scheduled start of day. 

 An alert will also be generated if a vehicle has 
returned to the garage address during an employee’s rostered shift time (greater than 6 hours after 
shift start time and more than 15 mins prior to shift end time).  

 An alert will be generated to advise if a CT has not returned to their garaged location 90 mins after 
their scheduled end of day.  

 
Currently managers are able to manually inquire about an employee’s movements via the Teologis GPS 
system and can access a weekly log of such GPS-generated information but are not automatically notified of 
such details at the time. 
 
Telstra says that the information that will be provided under the new system will be no different from the 
data already available to managers and that the changes will, among other things, assist in improving health 
and safety monitoring. 

http://cwu.org.au/file/7465/I/Extract_from_Communications_Day.pdf
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Obviously, however, the real time alerts also have the potential to increase the intensity and frequency of 
managerial oversight of individual employees – that is their purpose. 
 
While it is early days, the CWU wants to hear from members about any impacts this change is having on 
them to date, along with any other issues related to Telstra’s use of GPS monitoring. 
 

4. Visionstream (Silcar) Telecommunications: EA update 
The CWU and other bargaining representatives met with Visionstream Telecommunications (formerly Silcar 
Telepower) on 26 July with a view to trying to reach agreement on a new Enterprise Agreement (EA) for the 
company. 
 
This was the third meeting that had been 
held since employees voted to reject an 
EA put to them in May. Since then the 
CWU has been working to try to reach a 
resolution on issues which members and 
other employees have identified as 
barriers to agreement. 
 
We have had some movement and 
reached preliminary agreement around 
some of these: 
 

 Inclusion of Aurizon employees 
on the stand by roster 
arrangements 

 Reinstatement of the Concession Day public holiday for NSW employees. 

 Increase in the amount of leave that must be preserved under the Shortage of Work clause. 
 
We are still in discussions around the planned overtime clause and are seeking to clarify elements if the 
recall provisions, especially the way they operate when an employee receives a second call-out after having 
reached home after the first. The CWU has put the view that in this case both call-outs attract the 4 hour 
minimum payment. 
 
There has been no movement on the proposed pay rise. 
 
The next bargaining meeting is scheduled for 11 August. 
 

5. Silcar Communications: bargaining continues 
The second full bargaining meeting between the CWU and Silcar Communications (now part of Visionstream) 
was held on 28 July.  

 
It was attended by CWU officers together 
with a number of other employee 
representatives, both members and non-
members. 
 
As reported in earlier Bulletins, these 
negotiations are likely to be particularly 
difficult as management wants to use them 
to create a “glide path” to a combined Silcar 
and Visionstream field workforce agreement 
in 2018.  
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At present, however, Silcar employees have significantly better conditions than those on the Visionstream 
EA and are naturally keen to retain them. So the question is whether i Silcar can offer enough incentives to 
persuade employees to move closer to the Visionstream employment terms. 
 
The recent meeting focussed primarily on what Silcar has identified as being, from its point of view, the big 
ticket items ie  ordinary hours of work (36 ¾ vs 38), overtime rates, the Silcar redundancy trust fund (MERT 
etc) and the salary base on which superannuation is paid (inclusion of overtime or not). 
 
Discussions basically involved the parties sounding one another out on these issues and attempting to 
establish the dollar value of current entitlements. No agreement was reached, however, on any one of the 
items. 
 
The parties have agreed to meet again on the 8th and 9th of August with the aim of being able to hold further 
nation-wide employee consultations soon afterwards. Members will be kept informed of progress. 
 

6. Lend Lease negotiations to begin 
The CWU expects to begin enterprise bargaining negotiations with Lend Lease later this month. 
 
Lend Lease has not negotiated a new agreement for work in the telecommunications industry for several 
years. The current relevant agreement was made when the company was operating in the sector as Bilfinger 
Berger and reached its nominal expiry date in October 2011, so an update is well overdue. 
 
Renegotiation is all the more important because 
Lend Lease is among the companies which recently 
won contracts for the NBN HFC roll-out. The others 
are Broadspectrum (formerly Transfield), Fulton 
Hogan, Downer, ISGM and BSA. 
 
These contracts are for 4 years, up to the expected 
completion date of the roll-out in 2020. The CWU 
understands however that the contracts are 
dependent on the companies involved meeting 
agreed roll-out targets. The NBN HFC roll-out 
schedule is ambitious so there will undoubtedly be 
considerable pressure on working conditions. 
 
There is also the interesting question of what labour costs have already been built into these companies’ 
tender prices. 
 
These issues can be expected to come into play when formal negotiations begin. In the meantime, it is 
important that CWU members in Lend Lease contact their state branch immediately so as to have input into 
the bargaining process. 
 

7. nbn offers first services on Telstra HFC 
nbn has begun offering services over what was Telstra’s HFC network, with the first services being made 
available in Ocean Reef, Western Australia. 
 

Around 2,300 premises in Ocean Reef are now able to order services from RSPs of up to 100/40Mbps.  This 
follows the launch In June of HFC services in the Brisbane-suburb of Redcliffe, based on the HFC network 
formerly owned by Optus. Some 19,000 premises in Redcliffe are ready for service on HFC. 
 
The Ocean Reef launch is based on work done by nbn in conjunction with Telstra earlier this year and 
precedes the main HFC roll-out which kicks off this month. 
 



 

 

 

5 

nbn spokesman, John Simon, said it had taken “a huge effort .. to get us to this point” and that “a massive 
amount of work has been done with Telstra, our delivery partners, our technology vendors and our 
customers to be able to get here”. 
 

Not least of the challenges will have been the 
technical issues surrounding the provision of 
open access wholesale services over the HFC 
platform which, as Simon pointed out, nbn 
will be among the first in the world to offer.  
 
While copper-based network access services 
of various kinds have been available around 
the world for over 20 years, HFC networks 
have generally not been subject to access 
regulation. 
 

All the same, those challenges may yet come to seem straightforward compared to the task of finding and/or 
creating the workforce for the HFC roll-out..and for ongoing HFC network maintenance. As the CWU has 
pointed out before, HFC skills are currently in short supply in the industry, while the roll-out targets for the 
HFC component of the NBN are ambitious. 
 
This is a recipe for delays, for short-cuts on work processes and for compromised network performance. 
 

8. NBN wholesale market: what happened to competition? 
Figures recently released by the Australian Competition and Consumer Commission (ACCC) confirm what 
many industry observers have predicted for some time – the creation of the NBN is not leading to a more 
diverse and competitive telecommunications market. 
 
According to the ACCC, nearly 75% of the 1,136,000 NBN wholesale services purchased by 30 June this year 
were shared between two Retail Service Providers (RSPs) – Telstra and TPG. Telstra accounts for 48.2% of 
the market and TPG (which incorporates Internode and iiNet) has 26.1%. 
 
Optus, a particularly vocal supporter of the NBN 
project- or more precisely of the structural 
separation of Telstra – at the time it was initiated 
has 13.6% of NBN wholesale services to date. 
 
Commentators have remarked that these numbers 
may reflect, in part, Telstra’s stronger presence in 
the regional areas where much of the initial NBN 
roll-out has taken place. If this is so, then Telstra’s 
share may eventually fall to closer to 40%.  
 
But there is no reason to expect any major change 
to the structure of a market which is currently being 
shared between four players – Telstra, TPG, Optus 
and Vocus – which between them account for 93% of all NBN services purchased. 
 
So much for the argument, advanced particularly by the ACCC at the time, that a wholesale-only NBN, based 
on a forced restructuring of Telstra’s fixed line business, would promote competition. As has been clear for 
some time, the pricing structures of the NBN are such that only those retailers with the deepest pockets can 
survive. 
 
Whatever the merits of the NBN project, providing the soil in which thousands of RSPs can bloom is clearly 
not one of them. 
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9. Modern slavery: unions call for action 
Australian unions have called for stronger action by the federal government to wipe out practices which they 
say amount to slavery in a modern form. 
 
The call was made to coincide with the World Day against Trafficking in Persons on 30 July. 
 
The International Labour Organisation (ILO) estimates that there are 21 million people worldwide who are 
victims of trafficking and forced labour, with the Asia Pacific region accounting for 56% of the figure. An 
equal number are trafficked for the purposes of sexual and labour servitude. 

 
Unions say that recent scandals in Australia 
exposing exploitation on a massive scale in 
agricultural supply chains and the retail 
industry show that local employers don’t have 
clean hands in this area.  
 
In fact the 2016 Global Slavery Index 
estimates there are some 4,300 people living 
in modern forms of slavery in Australia. 
 
The Australian Council of Trade Unions (ACTU) 
is calling on the Turnbull Government to ratify 
the 2014 ILO Protocol to the Forced Labour 
Convention to give Australian unions more 

ammunition in the fight against these extreme forms of worker exploitation. 
 
According to ACTU Secretary, Dave Oliver, the government must ensure that there is better regulation, more 
transparency and greater resources should be used to prosecute those responsible, regardless of where they 
sit in the supply chain. 
 

10. Pubs support sacked CUB workers 
A number of pubs have turned off their taps in support of workers sacked by Melbourne-based Carlton and 
United Breweries (CUB). 

In June, 55 maintenance workers at CUB were called to a meeting and informed without prior notice that 
they were terminated. The workers were then ‘invited’ to reapply for their jobs with a company called 
Catalyst Recruitment, which is in the Programmed/Skilled Group.  

The invitation to apply for a job: 

 came with no guarantees; 

 was based on individual 
contracts underpinned by a 
barely compliant non-union 
EA; 

 involved a massive 
reduction of terms and 
conditions, including an 
approximate 65% reduction 
in monetary entitlements. 

The workers have been on the picket line ever since..but not without support. The Electrical Trades Union 
(ETU) which represents the workers has called for a boycott of CUB products and a number of pubs have 
responded by ceasing to offer Carlton Draught, Crown Lager and Victoria Bitter. 
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In Melbourne, the popular Lincoln Hotel and Kent Street Bar are among those supporting the boycott. 
Further afield Queensland-based Grand Hotel Yamanto took to Facebook to show its support for the sacked 
workers. 

“We have currently taken Victoria Bitter Australia off our taps and won’t be selling any CUB products across 
our bars to show our support for the 55 workers that were sacked. Could you survive on 65% of the wage 
you’ll receive this week?” said the pub’s administrator Michael Falvey. 

E-bulletin readers wanting to find other ways of supporting the CUB workers should go to 
https://www.etuvic.com.au/content/cub-workers. 

 

Regards,  

Clinton Thomas 

Branch Organiser 

0429 036 736 
 
 
 
 
 
 
 
 
 

 
 

We welcome your comments and contributions – 
send us an email and let us know what you think 

via cwuwa@iinet.net.au  
Check out our webpage at www.cwuwa.org  
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