FAIR CALLS FOR ALL
Organisation supporters pack
All the tools you’ll need to help Number Woman fight for Fair Calls For All
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Everyone needs to call 1800, 1300 or 13 numbers at some point. Whether it’s to talk to your bank in an emergency, contact a crisis helpline, organise a Centrelink payment or talk to the Tax Office. These are some of the most important calls we make. But making that call from a landline or mobile makes a big difference to the call cost. 

We need a hero. Number Woman is here to work with the telcos to bring about Fair Calls For All. Your organisation can help. 
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Australia’s newest superhero, Number Woman, has issued Telstra CEO David Thodey, Optus CEO Paul O’Sullivan and Vodafone CEO Nigel Dews, with an invitation to provide Fair Calls For All by: 

· Committing to offer calls to 1800, 1300 and 13 numbers at the same rates from mobiles and landlines. That is, free to 1800 and the cost of a local call for 1300 and 13 from all mobiles.

· Laying out a timetable for the change – i.e. a clear commitment to move to a fair call system within a reasonable timeframe.
Read more in ‘Fair Calls For All’ publication. 
Why businesses and organisations need 
Fair Calls For All

Businesses and organisations are unable to offer a freephone or local-rate phone charge for mobiles callers, even if they want their customers to be able to contact them for free.
If you operate a 1800, 1300 or 13 number, you pay to receive a call, and in most cases pay more to receive a call from a mobile phone. You may also absorb extra costs to allow mobile callers full access to your services. We know that some organisations will ask a caller if they are calling from a mobile and offer to call them back. Other organisations, such as Centrelink or the Telecommunications Industry Ombudsman (TIO) offer a formal automated callback service. Formally or informally, you could be absorbing extra costs by paying for a callback service to make it easier for consumers to contact you, as well as paying for your 1800, 13 or 1300 number.   

Businesses have invested large sums of money in establishing freephone or local-rate numbers but can’t offer genuine access to all consumers. We need you to help us make the telcos realise that both ends of the market, businesses and consumers, want Fair Calls For All. 
Alternatively, your organisation may not run a 1800, 1300 or 13 but still be concerned about the current system. Charges to mobile phones are unfair and unnecessary, causing greatest detriment to some of the most disadvantaged Australians who only have a mobile phone. You can show your support for Number Woman by promoting this issue widely or sharing your expertise.  
How you can help
This document provides tools you can use to assist the Fair Calls For All cause. You can do one, a few or all actions – whatever is most appropriate for your organisation. If you think you can make other contributions or would like to discuss the campaign, please get in touch! Number Woman can be reached on 02 9288 4013 or number.woman@accan.org.au 
Step one – sign up as a campaign supporter
Let us know that your organisation would like to be an official campaign supporter. Your organisation’s name will be included on our website and you will receive monthly Fair Calls For All updates. Email number.woman@accan.org.au with your full organisation name, a contact person, email and phone number. You have the option of including a small organisation logo to be placed on the ACCAN campaign supporters’ webpage that can be hyperlinked to your own website. 
Number Woman will protect all sensitive information- your contact details will not be provided to any third party at any time.
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Show your support online

Add the Fair Calls For All gif or hotlink button to your website. Place the image on your site and hyperlink with www.accan.org.au/numberwoman to direct those who are interested to the campaign action page. Use the image on the right or download it online. 
Connect with Number Woman

Keep up with the latest Fair Calls For All campaign news. Follow Number Woman on twitter: @Number_Woman or via her blog http://numberwoman.tumblr.com/ 
Spread the word – send your constituents a message
Tell your customers or constituents about Fair Calls For All in your newsletter, on your website or any publication. Copy and paste the suggested text below or add your own perspective.  
Suggested Newsletter text: 
Everyone needs to call 1800, 1300 or 13 numbers at some point. Whether it’s to talk to your bank in an emergency, order a cab, organise a Centrelink payment or call a counselling support line. These are some of the most important calls we make.1800 numbers are free and 13/1300 numbers cost about 30 cents when called from a landline. From a mobile phone these calls can cost between 22 cents and $1.78 per minute. 
ACCAN and Australia's newest superhero, Number Woman, have asked the CEOs of Telstra, Optus and Vodafone to change the charging system so 1800 freephone and 1300/13 local-rate numbers will cost the same from landlines and mobile phones.  Find out how you can support Fair Calls For All, go to www.accan.org.au/numberwoman for more information. 
Share your story
Your expertise and experiences can help us show how important it is to have Fair Calls For All. Number Woman will use your stories for official submissions, online or in media releases. Unless you indicate otherwise, all identifying details will be kept private and case studies will remain anonymous. 

Submit a case study - tell us of something you’ve seen or a case you’ve dealt with that demonstrates why 1800, 1300 or 13 calls should be free or low-cost call from mobile phones. 
For example: 
Mr. D has never owned a landline. He moved from Canberra to Sydney to complete a University degree. He is a pre-paid mobile customer and a Youth Allowance recipient. He has run out of pre-paid credit a number of times when on the phone to Centrelink and the Australian Tax Office. Mr. D recounted one incident where he called Centrelink to report his income, a necessary step to receive the fortnightly payment. His credit ran out before he was able to finish reporting. He did not have enough money to top up his pre-paid credit and needed his Centrelink payment. Mr. D had to skip classes for the day in order to visit the Centrelink office in person. 

Submit a testimonial - tell us why you support Fair Calls For All. Statements can relate to your personal or professional experience. For example: 
“As a Financial Counsellor I regularly see clients who are unable to contact important services or basic utilities because of the cost of calling from a pre-paid mobile. I want a telco to provide Fair Calls For All so every Australian has access to important services offered on 1800, 1300 and 13 numbers”

Don’t have time to put something together? Give us a call, we are able to take your case study over the phone, write it up and send a final copy to you for approval. Number Woman can be reached on 02 9288 4013.
Does your organisation run a freephone (1800) or local-rate (13, 1300) number?
You can help the ‘Fair calls for all’ campaign by providing us with information about how you and your clients use your number. This information will be used to build a case that the current high per-minute charges for calling these numbers from mobile phones is detrimental to organisations as well as consumers. Suggested questions are below - please provide as much information as you feasibly can.
Use of freephone and local rate services 
How crucial are freephone and local rate (1800, 1300 and 13) numbers to your organisation? What information or services are provided via these numbers? 

What other ways can a member of the public access your services (online, in person or via standard numbers)? Are there any plans to offer more services via freephone and local rate numbers in the near future? 

Public access of 13/1800 numbers
If available, how many calls are made to your organisations freephone or local rate numbers each year? How many of these calls are made from mobile numbers? What is the length of an average call?  

What segments of the population are calling your freecall or local rate numbers? What percentage of callers would be classed as disadvantaged of vulnerable? Do many require interpreters? Do many require another form of assistance (TTY, NRS etc)?

Are callers able to request a call-back? How many of them do so? How long will a caller have to wait before being offered a call back service? Have you encountered any difficulties in offering a call back service (such as difficulty finding an appropriate time to call back, staff being unable to contact on the number provided etc)? Please be specific. 
Is your organisation aware of any difficulties that a member of the public has experienced as a result of mobile charges to freephone or local rate numbers? 

Cost to your organisation

Which telecommunications company provides your freephone or local rate services?

If relevant, what is the cost for your organisation to offer a call back service? Please specify direct costs (such as call costs to return the call or set up the call back system) as well as indirect costs (staff time and resources). 
What charges are applied to the freephone and local rate calls you receive? Are you charged a different per minute rate to receive calls from local landlines, long-distance landlines and mobile phones? 

Future opportunities

Number Woman will be taking a variety of actions to tell the world about Fair Calls For All. In the future we may ask you to endorse submissions, assist us when we brief government bodies and ask you to join in live campaign actions in your city.  

We are currently assembling a guide for supporters who would like to brief their local members about Fair Calls For All. Please contact number.woman@accan.org.au if you are interested in participating. 
Thank you for your time and enthusiasm for this campaign. 
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