
Billing Disputes
The way billing disputes are handled is described in the Customer Agreement, which covers prescribed maximum 
timeframes for the determination of billing disputes.

J a n-10 F e b -10 Ma r-10 A p r-10 Ma y-10 J u n-10
No .  o f B i ll i ng  D isp u te s d e te rm ine d
W ithin timeframe 57 30 33 32 53 47
O uts ide timeframe 0 0 1 0 0 0
Total 57 30 34 32 53 47
%  within timeframe 100% 100% 97% 100% 100% 100%

Root cause analysis is carried out on every 
Dispute received within Telstra Wholesale, 
and a continuous process improvement 
program has been developed to reduce the 
level of Disputes generated by Wholesale 
customers.
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