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Number of 3G only services in 3G only areas continues to (
decline

« Through the combination of site upgrades to include 4G and natural attrition/device replacement, the number of 3G only devices / services
in 3G only areas continues to decline.

+ Declines are evident for each type of device shown in the table below, with Telstra handheld services having the greatest rate of decline.
Many M2M devices have long economic lives, and we expect to see increased migration amongst this cohort as the date of 3G closure

approaches.
3G only devices (by type) in 3G only areas

3G ONLY SITES Jun'21 Sep'21 Dec'21 Mar'22 May'22 Aug'22 Oct'22 Jan’23
Telstra handheld services (excl 55 K 50 k 47k a1k 39k 37k 31k 25 k
M2M)

Telstra M2M services 27 k 26 k 26 k 24 k 22 k 21k 18 k 15k
Wholesale & Belong 6 k 5k 5k 4k 4k 4k 3K 2k
Totals 88 k 82 k 77 k 70 k 65 k 62 k 52 k 43 k

Page 5
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Investigation and resolution of regional coverage issues

114 reports of apparent coverage degradation have been received by our Regional Australia team that we have been investigating. We found that these complaints
related to 98 unique sites, and we are actively monitoring and remediating valid issues as soon as possible. For context, more than 11,000 sites are in service
nationwide. We are working to improve the granularity of this data.

The status of the report received is summarised below. We will continue to add to this noting new additions in future quarterly updates.

Number of reports Status Comments

A mix of antenna optimisations and planned site upgrades. Our Regional Australia team continue

o4 Resolved to work and validate experience with customers.

. New sites and RAN augmentation upgrades to alleviate congestion, uplift user experience and
7 Fix in current FY program L o .

minimise “cell breathing” or perceptions of coverage loss.

24 Fix in future FY program As above.
22 No issue found Perceptions of coverage loss were not supported upon investigation.
7 Outside published coverage Reported locations are not within our published coverage areas.
0 Under investigation New report, further analysis being undertaken.

Page 6 6 of 108
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Our Commitment ‘

In October 2019, we announced our 3G network would be closing on 30 June 2024. We provided early market notice so
customers had certainty about our plans and plenty of time to upgrade their devices as required.

We have committed to expand our 4G coverage so it is equivalent to our 3G coverage today by the time of 3G closure.

We will be undertaking detailed coverage equivalence checks as we upgrade sites to include 4G, both internal Network checks
and sample drive testing, and we have been sharing these results in our quarterly updates.

This is not our first network closure. We’ve previously closed three mobile networks to introduce new technologies and meet
customer demand — as such we have extensive experience in managing closures while ensuring our customers retain coverage.

Our 3G closure plan has a significant focus on providing support to our customers and responding to their concerns
We continue to update our customers on all activity related to 3G closure via regular updates to our 3G closure page.

Continuing engagement and education activity with customers and key stakeholders, especially those in Regional and remote
areas.

Investigating and responding to all 3G coverage complaints received — we commit to responding to all complaints within 1 week.

Ongoing and proactive engagement to support our customers migration to 4G capable devices, with a particular focus on
assisting vulnerable customers, including those with medical alarms. We will also introduce VoLTE for wholesale customers and
update our 4G footprint offer before 3G closure.

Ensuring there is no loss of 3G coverage before our announced shutdown date of June 30 2024

Page 9 Copyright Telstra© 9 of 108
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3G coverage equivalence program — FY23 summary

106 sites out of a forecasted 190 were completed.

Our program remained very bullish as we continued to strive for results despite multiple risks and issues. The 84 site shortfall will be addressed by Q1 as part of our
recovery plan. In total, 254 sites remain to be completed in FY24.

Compounding supply chain issues had a significant impact on our FY23 build program. This resulted in deployment work that usually requires 12 months for
successful completion being condensed into 3 months (April — June), as necessary components were not received until this stage.

« Antenna and microwave radio component lead times continued to experience significant delays globally. All site upgrades require new antennas and 114 sites were
impacted by microwave delays in FY23. These components are key upgrade dependencies, and for some sites microwave is the only viable transmission option (as we
sought to explore fibre alternatives to no avail).

» |In order to alleviate microwave supply delays

AT further back ending
our program. SAZENE i within the ~3 month compressed timeframes we managed to deliver 12 rings / 20 sites.

« Demand for field resources continues to outweigh supply across the telecommunications industry. This issue was compounded by underperforming contractors and the
loss of established delivery agents.

» Work orders were withdrawn from under-performing parties late 2022 and quickly reallocated to expedite acquisition and build processes. Service contracts will
not be renewed with under-performing suppliers.

» In February an established key transport company went into receivership, requiring new resources to be onboarded.
» Integrating new resources into our working environment takes time and considerable effort to ensure our partners adhere to all standards and security measures.

» Solar power materials experienced delays, impacting 57 transmission sites and 48 mobiles sites. Solar is required for both network exchanges which support multiple
mobiles sites, and the mobile sites themselves. Build of each usually requires 10 — 12 months.

« Limitations in current solar arrays and power modules were also identified, and time was taken to develop new products to ensure all components were fit for
purpose.

» International covid events and natural disasters (floods) were also challenging in FY23, and contributed to much of the above.

Page 2 12 0f 108
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3G coverage equivalence program - FY24 outlook

The measures we put in place in late FY23 are proving effective, with our FY24 program front-loaded to complete FY23
activity and sustain that momentum as our various preparatory activities sync together.

39 sites have

ST
been completed with SAZBI equipment to date. ST
.

» With delivery partners we are onboarding field resources prior to work orders being approved, ensuring we have skilled workers
ready to commence build when approvals come through.

» We have reassessed sites with complex transmission upgrades, identifying 20 where 4G can be installed using existing
transmission while still meeting end user demand. The transmission upgrades planned for these sites will occur as supply
limitations ease and resourcing becomes available. An additional 5 sites have also been revised to fibre builds, to alleviate radio
delays.

We have been very proactive in our FY24 activities — All designs were commenced Q3 FY23, and planned FY24 construction
has already begun as part of our mitigations and recovery planning.

+ At a site level, we are meeting with all contractors daily to discuss progress and escalations. Potential impediments to critical
path dependencies (power and transport systems) are being closely monitored to mitigate and remediate any blockers which may
arise.

» We proactively conveyed our solar, antenna and microwave equipment requirements for FY24 to our suppliers, further mitigating
the potential for logistical delays.

» 59 mobiles sites and 58 networks sites (supporting 59 mobiles sites) in our program require solar power and materials have
been ordered. Given solar sites can take 10 — 12 months to fully upgrade early procurement is essential.

» All mobile (RAN) site designs have been completed, with ~30 further transport designs to be finalised by end July. Some
additional solar requirements may be uncovered for these transport solutions, but in our efforts to be as proactive as
possible we have provisioned for potential growth.

+ 105 sites remain that are dependent on microwave equipment, and all orders for equipment have been finalised.

We remain confident that all 3G only sites will be upgraded by the end of June 2024.

Page 3 13 of 108
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FY24 Upgrade Schedule*

(254 sites total)
100
84
80 74 73
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23

20 I
0

Q1 Q2 Q3 Q4

m Planned = Actual

*Subject to change as power, transport
and coverage equivalency requirements
are assessed and finalised.

3G only to 4G upgrade program
~98% complete

254 x 3G only sites
remain to be upgraded

>11,000 sites
1
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Focus remains on regional community engagement & support

» 3G Closure briefings have been delivered to 317 stakeholders and community groups this financial year to date. These briefings largely reflect our overall
program and aim to address any concerns the communities may have.

» The most common cause for concern expressed by communities relates to customers on the fringe of coverage. 3G appears as the primary technology
on their handset, and they are concerned about coverage loss. We are well across 3G and 4G coverage differences (which are caused by legacy
technology protocols) and we will continue to explain how coverage equivalence will be achieved by closure.

+ A two-week radio awareness campaign was conducted in June, targeting 30 high volume 3G only device markets with below average year to date reduction
rates.

+ 57 regional Local Government Areas have been identified and will receive market treatment plans in FY24 Q1. These treatment plans will include a mix of local
marketing (Press, Radio, Social Media), community engagement and stakeholder engagement to educate on 3G closure, capture sentiment and experience
concerns, which will be addressed.

» Case studies will be prepared during FY24 H1 to feature customers who have migrated from 3G devices and received an uplifted 4G/5G experience as a result.
These will be utilised at events, customer engagement forums and stakeholder briefings to instill confidence within our communities.

»  Further updates will occur this quarter to communications delivering our 3G closure messaging, including:
« Fact sheets / FAQs

° newsletters

 Social media content

Next Generation Wireless Link (NGWL)

Approximately 6,500 regional customers are currently connected to our USO compliant NGWL products. As part of our 3G closure program we will ensure these
customers are migrated to suitable 4G fixed wireless and satellite products.

* Progress to date has largely been focused on notifying our customers that a solution will be deployed to migrate their current NGWL products
* Internally, we are ensuring all relevant systems and products are enabled prior to further customer migration.
» Pilot customer migrations will commence Q1, which will inform the bulk of our customers being transitioned in Q3 and Q4 FY24.
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Our Commitment (

* In October 2019, we announced our 3G network would be closing on 30 June 2024. We provided early market notice so customers had
certainty about our plans and plenty of time to upgrade their devices as required.

+ We have committed to expand our 4G coverage so it is equivalent to our 3G coverage today by the time of 3G closure.

« We will be undertaking detailed coverage equivalence checks as we upgrade sites to include 4G, both internal Network checks and sample
drive testing, and we have been sharing these results in our quarterly updates.

« This is not our first network closure. We've previously closed three mobile networks to introduce new technologies and meet customer
demand, as such we have extensive experience in managing closures while ensuring our customers retain coverage.

Our 3G closure plan has a significant focus on providing support to our customers and responding to their concerns

» We continue to update our customers on all activity related to 3G closure via regular updates to our 3G closure page.

« Continuing engagement and education activity with customers and key stakeholders, especially those in Regional and remote areas.
+ Investigating and responding to all 3G coverage complaints received — we commit to responding to all complaints within 1 week.

« Ongoing and proactive engagement to support our customers migration to 4G capable devices, with a particular focus on assisting vulnerable
customers, including those with medical alarms. We will also introduce VoLTE for wholesale customers and update our 4G footprint offer
before 3G closure.

» Ensuring there is no loss of 3G coverage before our announced shutdown date of June 30 2024

Page 10  Copyright Telstra© 20 of 108
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Our Commitment

In October 2019, we announced our 3G network would be closing on 30 June 2024. We provided early market notice so customers had certainty about our
plans and plenty of time to upgrade their devices as required.

The decision to close our 3G Network was made after careful consideration of several factors, including technological advancements and the need to
repurpose the 3G spectrum for the expansion of our 5G coverage. This strategic move will enable us to provide enhanced 5G services to larger areas of
regional Australia and improve in-building metropolitan coverage, thus benefiting our valued customers.

Our 3G closure plan has a significant focus on providing support to our customers and responding to their concerns

We have committed to expand our 4G coverage so it is equivalent to our 3G coverage today by the time of 3G closure.

We are undertaking detailed coverage equivalence checks as we upgrade sites to include 4G, both internal Network checks and sample drive testing, and
we have been sharing these results in our quarterly updates. We have also engaged a third party S4(#)B)} to further validate our approach / completion.

We continue to update our customers on all activity related to 3G closure via regular updates to our 3G closure page.
Engagement and education activities have been a priority with customers and key stakeholders, especially those in Regional areas.

Investigating and responding to all 3G coverage complaints received. We have rigorous processes in place to ensure customers concerns are heard and
addressed.

Ongoing and proactive engagement to support our customers migration to 4G capable devices, with a particular focus on assisting vulnerable customers,
including those with medical alarms. We also introduced VolLTE for wholesale customers and updated our 4G footprint offer before 3G closure.

Ensuring there is no loss of 3G coverage before our announced shutdown date of 30 June 2024.

This is not our first network closure. We’ve previously closed three mobile networks to introduce new technologies and meet customer demand, as such we
have extensive experience in managing closures while ensuring our customers retain coverage.

Page 2 Copyright Telstra©
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Program Update Summary

Build Program Customer Migration

Network Progress and Upgrades: Customer Migration Progress:

The 4G network build is on track, with 98.2% of 3G to 4G site upgrades completed, and we have As of the end of August, approximately 1.37 million SIOs remain, primarily Enterprise loT devices.
confidence in achieving full coverage equivalence by June '24. Approvals for the remaining 1.8% of Notably, we've achieved a month-on-month movement of 71k, with a record-breaking M2M

sites are progressing, aiming for on-air status by end Q3 FY24. migration of 60k. Efforts in both Consumer and Enterprise segments are accelerating, keeping us on

track to meet Q1 migration targets.
Supply Chain Management and Partnerships:
We have successfully navigated and mitigated previous supply chain challenges. SAT{INEINN Consumer Segment:
e The average age of remaining customers is 74. We are addressing the unique needs our older
e demographic by conducting comprehensive interviews, developing tailored communication
strategies, and collaborating with device and logistic partners to ensure a seamless upgrade
experience with suitable devices and ample stock availability.

Coverage Validation and Customer Communication:

Third party validation S8I{fl){B) supports our 3G closure plan, reinforcing confidence in coverage Enterprise Segment:
equivalence. Post-site build completion, Local Government Areas (LGAs) will be signed off in stages Out of 1.37 million devices awaiting upgrade, SAT{I){BJIN belong to Enterprise customers. Since July
and communicated to customers. A specialised Telstra Engineering team will address coverage '22, our migration team has engaged these customers at least five times, ensuring >90% have
concerns, with 100% of LGAs signed off before June '24. confirmed migration solutions.
Communications Timeline & Purpose

Consumer & Small Business £ PR £ PR, Enterprise & Wholesale

. . . — . nterprise olesale nterprise olesale Enterprise & Wholesale . , . N
Email/SMS/Direct Mail communication tailored to Quarterly communication Quarterly communication Quarterly communication Since Jul’'22, we established 3G migration
customer cohorts based on underlying use cases followed by monthly reminders followed by monthly reminders followed by monthly reminders team currently comprised of 21 specialists
(bluetick & feature phones, MBB, M2M, VolLTE proactively engaging with Enterprise

settings, kids watch, and remote areas) customers.

. . . ) Oct Nov Dec Jan Feb Mar .
coupled with 3G interviews surveying customers who Wholesale team issues letters to CEOs,
upgraded their devices within the past 12 months and monthly reminders, and sharing Telstra’s
subsequently the remaining last 2 % of customers who Consumer & Small Business Consumer & Small Business Wholesale end customer device information
k . Preliminary communication campaign to Final communication campaign to all ith
are yet to take action. all impacted services impacted services with MVNOs.

3G to 4G Transition - Telstra
Page 3 24 of 108
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Focus remains on regional community engagement & support

Page 9

Our stakeholder and community communication in FY24 Q2 will have particular focus on 4G ready areas, to seek customer feedback and
investigate and address any concerns raised via the processes highlighted on Slide 6.

3G Closure briefings have been delivered to 180 regional stakeholders and community groups this financial year to date. These briefings
largely reflect our overall program and aim to address any concerns the communities may have.

*  The most common cause for concern expressed by communities relates to customers on the fringe of coverage. 3G appears as the
primary technology on their handset, and they are concerned about coverage loss. We are well across 3G and 4G coverage differences
(which are caused by legacy technology protocols, which we have articulated on slide #11) and we will continue to explain how coverage
equivalence will be achieved by closure.

Following on from a two-week radio awareness campaign conducted in June, another two-week radio awareness campaign will commence in

October targeting 30 high volume 3G only device markets.

Service calls have been made to our Top 120 SMB customers with 3G M2M devices in FY24 Q1. This cohort of customers have approx. 60k
M2M devices, of which only approx. 30k have been used in the last 6 months. Majority of customers are aware of the 3G network closure and
are acting on migration of their services.

Telstra has had a presence at the following Regional Field Days: Sheepvention, Agquip, Henty, Dowerin, Newdegate, Yorke Peninsula, Mallee
in FY24 with a focus at these events being to educate and assist customers with 3G devices or questions about the 3G Closure. As part of our
community engagement program there has been an additional 45 town or community visits.

In NSW and QLD, Telstra has partnered with the Regional Tech Hub to conduct Connectivity roadshows these have included over 20

community locations, incl Blue Mountains, New England, Shoalhaven, and Western regions in NSW and in Southern QLD.
We are leveraging our stakeholder networks to share our educational communications materials with their constituents and
members. Examples below:

. 3G network shutdown TV segments on Channel 7, Channel 9 and ABC online

*  Factsheets / FAQs

. Newsletters, sent out nationally to 2,500 key stakeholders (March & July)

. Social Media (Better Internet for Rural, Regional and Remote (BIRRR) Australia, Tasmanian Farmers & Graziers Association, Queensland

Farmers' Federation)
. Local Government & Business Chamber newsletters and magazines, Regional Tech Hub

Other communities and events we have presented to in the past 6 months include; Independent Childrens Parent’s Association (ICPA) Federal
Conference, ICPA NT, WA Farmers Conference, Trucking Australia Conference, NSW Farmers, Regional Advisory Council, AgForce Innovation,
CWA NSW Conference, Julia Creek Community, Victoria Farmers Federation, BIRRR and Queensland Farmers’ Federation, to name a few.
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Pages 64-65 (Document 5) and page 66 (Document 6) removed in entirety as irrelevant under
section 22(1)(a)(ii) of the FOI Act.



FOI 24-352 - Document 6

Sent: Thursday, 13 July 2023 4:46 PM

To: Sparreboom, Shanyn _@infrastructure.gov.au>

Subject: Reporting on 3G transition

Good afternoon Shanyn,

First of all | apologise for the delay in this coming through, that is completely on me.

In very short summary —we do not yet have any testing or analysis from a technical standpoint — we are still in the
upgrade process across some areas of our Network (as you will notice in more rural and remote areas) but | have
attached the current coverage overlay of (3G/4G) that has been provided by the team.

| have also had clarified by our Networks team that September 2024 will be when we commence the transition,
however we will not be switching the entire Network to 4G in one go, it will be staged — the details of this have not
yet been finalised by the planning team.

1. Updated number of overall customers that are likely to be affected by the transition process;
a.
i. These services are potentially impacted by refresh and may face a degraded service
experience based on the capability of the device being used
ii. For further information, major cohorts include: 3G only, CS Fallback, VoLTE support
unknown, No LTE700MHz band support
iii. Please note that we are performing some further analysis to identify the devices that are
VOLTE capable but might rely on 3G for emergency calling..
iv. Below is what we have in FAQ section re emergency call impact (Important Changes to 3G |
Optus)

4, Issues that have arisen with the transition that may affect customers, and progress Optus has made in
resolving those issues;

a. We are early into the process of informing customers of 3G Refresh. So far, we have had no
recorded complaints (internal escalations or TIO complaints) at all with the 3G refresh activity —
from the early test cohort that have been notified.

b. Any contacts we have had included customer education on the expected impact to their device,
education on the timings of any network changes and discussions about potential
replacement/upgrade devices.

5. The supports Optus will be providing affected customers:
a. Initial customer communications are attached (3G_Comms.pdf).
b. Optus has been undertaking a large restructuring and change to our hardship policies and
processes, this is not yet complete so have attached the most recent policies — complex 3G
shutdown matters will be handled on a case by case basis by a team of Customer Resolutions
Experts who are trained in matters regarding the Shutdown.
c. Confirming that both PERSL and ASIAL have received communications regarding possible impacts
on personal alarms.
i) Our Regulatory Team have spoken with ASIAL and they’ve confirmed receipt of
correspondence, and PERSL have put the contents of the correspondence to them on their
website as a notification to their members.

Kind regards,
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Attachments 1 and 2 to Document 6 not included here as they are exempt in their entirety under
section 47G(1)(b) of the FOI Act.
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Optus Assist

Family Violence
Policy

Optus is committed to assisting customers Solutions we can offer
who may be affected by family violence The customer's safety is our first priority.
Our goal is to help both customers and support workers Keeping customers connected to their support network

by providing a direct point of contact, that way all parties g jmportant. Below are some solutions we may be able
can reach a suitable outcome on matters quickly and easily. 4 offer depending on the customer's needs.

We assess all cases on their own merit. We may
request supporting documentation where necessary.

If you do have any documents which can help
the assessment process, please provide these
at the start of the assessment.

Possible outcomes

Account holder Non-account holder
1. Mobile or fixed line rate plan change 1. Offer a new mobile number on a new account
2. Cancellation of service(s) 2. Offer a new prepaid service

3. Offer a new private fixed line number
on a new account

3. New number (mobile or fixed line)

4. Provision a private fixed line number
5. SIM swap for mobiles

6. Transfer post-paid mobile to prepaid

7. Reactivation of a cancelled service if cancelled
due to collections (if number is still available)

8. Short or long term payment arrangements
9. Payment matching

10. Debt not pursued

The solutions listed in the table above may be provided with no additional setup fees.

The Optus Assist team strives to lead in ways we can help customers
experiencing difficulties in their lives. Always looking to improve our
approach, we welcome all feedback.

For other support initiatives we have in place please ask and we'll
be happy to share these with you.

OPTUS To start the process, please contact 1300 303 509
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Optus Assist

Financial Relief
Policy

Optus is committed to providing financial relief We assess all cases on their own merit. We

for customers who are not able to meet their may request supporting documentation where
financial obligations necessary. If you do have any documents which

can help the assessment process, please provide

We understand there are times where paying these at the start.

outstanding balances may cause further financial

difficulties. Solutions we can offer

Our goal is to help financial and support workers To ensure a fair and quick solution is offered,
have a clear, quick and easy process to request please provide the below information to
financial assistance for Optus customers. optus.assist@optus.com.au.

Information required

1. What is causing the customer's financial difficulty?
2. Is the customer likely to receive any lump sum payments in the near future?
3. Is the customer's sole income an Aged, Disability or WorkCover payment?

What are the customer's living arrangements?
e.g. renting, living with parents, home owner, women's shelter, etc.

5. Is the customer likely to return to work in the near future? Or is the financial difficulty long term?

Has the customer obtained any new equipment within the last 12 months?
If so, is the customer willing to return the handset?

Does the customer agree to a transfer to prepaid if they wish to keep their number?
Alternatively, does the customer agree to have the service(s) cancelled?

Note: Cancellation fees may not be incurred. Optus will make decision based on the information supplied.
We will be prepared to answer any questions regarding these charges by calling 1300 303 509.

Below are some solutions we may be able to offer depending on the customer’s needs.

Possible outcomes

1. Partial Debt Relief + Reduction of Monthly Fee + Payment Arrangement

2. Debt not pursued (return of equipment where possible)

OPTUS To start the process, please contact 1300 303 509
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Sent: Thursday, 5 October 2023 2:08 PM

To: Sparreboom, Shanyn @infrastructure.gov.au>

Cc: @INFRASTRUCTURE.gov.au>; _@infrastructure.gov.au>

Subject: RE: Reporting on 3G transition [SEC=OFFICIAL]

Good afternoon Shanyn,

Just providing a very small update from the 3G transition project team.

. T

2. Thisis anincrease from the number reported earlier, as additional devices that rely on 3G for Emergency
calling have been identified and added to the impacted base.
a. Please note that further analysis for Emergency call 3G fallback cohort continues.

b. Additionally an Inter Operator Forum, comprising of Optus, Telstra and TPG is meeting regularly
with the following agenda:
i. Collaborate and share the learnings with each other to identify potentially E-call 3G fallback

impacted devices.

ii. Work with vendors to identify possible solutions.

iii. Inform customers of the potential impact.

iv. All operators to gauge the volume of the impact and share the findings with relevant
Departments.

3. Optus has informed the identified impacted Consumer postpaid and prepaid customers in Sep-23.
a. Tailored comms based on the impacted device cohort offering deeper insights to customers on
potential impact, continue to go out periodically so to not ‘spam’ or annoy our customers.

4. There have been no recorded complaints about the 3G closure (both Internal and TIO complaints) across
August and September.

5. For Networks no considerable changes to report at this stage. The team continues to upgrade the sites to
achieve coverage parity. We will have more details with maps showcasing 3G — 4G coverage for the sites in
scope for our next update.

Optus an Telstra have also been attending some industry forums and presenting at webinar briefings to help assist

industries understand what is occurring and when changes will need to be made — this has received positive
feedback thus far.
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Pages 73-76 (Document 7) removed in entirety as irrelevant under section 22(1)(a)(ii) of the FOI Act
or as duplicate content from Document 6.



Pages 77-90 (Document 8) removed in entirety as exempt under section 47G(1)(b), irrelevant under
section 22(1)(a)(ii) of the FOI Act or as duplicate content from Document 7.

Attachment 1 to Document 8 also not included here as is is exempt in its entirety under section
47G(1)(b) of the FOI Act.
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FOI 24-352 - Document 8, Attachment 2

We’re here to help

If you have any questions or concerns, then you can get in touch with one of our experts
on 133 937 or message us 24/7 in My Optus app. We've also listed the options available
to you and frequently asked questions here.

We understand that unexpected events and expenses can make it difficult to keep up
with your regular payments. If you're experiencing financial hardship, please contact us.
You can read more about our commitment to keeping you connected here.

Thanks,
Your Optus Team

Need Help?

Message us )
Personalised 24/7 support in My Optus app and online via My Account

Help & support»

Privacy
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FOI 24-352 - Document 9

From:
Sent:
To:

Cc: Sparreboom Shanyn;_;_; Silleri, Kathleen;_;

RE: 3G Shutdown - Submission of Mr James Parker - VoLTE [SEC=OFFICIAL]

@optus.com.au>

Friday, 9 February 2024 3:48 PM

Subject:

Afternoon -,

Our technical teams have provided me the below advice to address some of Mr Parker’s concerns.

In general non-VoLTE capable handsets has always been a known issue and has and continues to be a part of our
communication to customers — this includes information available on our website.

Below is a list of the top 25 most common devices that may be affected:

Alcatel 2038

Alcatel OneTouch 2045
Apple iPhone 5

Apple iPhone 5C

Apple iPhone 5S
Aspera A42

Doro 6521

Doro PhoneEasy 623 OPTUS
Google Pixel 2 XL
Huawei E5251s-2
Huawei E5331

Huawei Y6 Prime

Nokia 301

OPPO A57 (2016)
OPPO F1s

OPPO F5 Youth
Optus X Smart
Samsung Galaxy J1 Mini
Samsung Galaxy S5
ZTE Blade A0605
iPad Air

iPad Retina

iPad mini Retina
iPad mini

iPad mini 3

- iPhones do not have cross Carrier problem.
- For more recent Android phones, e.g. those from 2019 onwards, the Australian variant typically will work
well on VoLTE on all the 3 Aust Networks, as proven by our own testing and engagement with the leading

brands. Older models may not work as well on a different network than that on the original network that
the phone was purchased from or for, this due to the software customisation for each carrier.
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Page 97 (Document 9) removed in entirety as irrelevant under section 22(1)(a)(ii) of the FOI Act.
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Pages 99-101 (Document 10) removed in entirety as exempt under section 47G(1)(b) of the FOI Act.
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Page 105 (Document 10) removed in entirety as exempt under section 47G(1)(b) of the FOI Act.
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