ifNet site report - 13/04/2016 from 10:00am to 11:15am

Greg Smith: Technical Advisor
Michelle Yang: Immigration Officer

Nick Braddock: Senior HR Advisor at iiNet
Garry Jones: Contact Centre Manager / Lead on Product, Differentiate on Service. - iiNet

The following information was gained during the site visit.

All customers based in Australia
Approximately 300 staff based in Auckland Office

Tec Support e
70 Sales Persons including manager AL D Q

3 main areas of specialisation fall under Tec Support: N %2 {
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Majority of customers call in to q?{ét_.\ eraﬁ)rﬁentsadn 11111!: ﬁr[marlly call customers unless
previously contacted.
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They all use iiPedia ,{a\l{dﬁw basp i rlt)en by staff) an online encyclopaedia
daily, primarily uﬁed igvhaﬁ‘f ubl dj.lnng common calls
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Faults 1‘};}1’& supporf ! qts when they call up utilising the iiPedia
en/y )\c:ﬁqug allng wth c&!ymn calls/troubleshooting any device

o
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The- #rov'{sqé\ﬁrg? fanise services with 3" parties, like lines in the ground, etc.

Teﬁm)arranges for connection of fibre instillation, copper and Hybrid fiber-coaxial
% \dealing with companies like Chorus Australia (NBN company) and arranging for
l‘e\thﬁluans if they need to attend a client’s house.
f Australia it will be compulsory to use fibre in 18 months, The National Broadband
" Network (NBN™) is rolling out fibre-optic, fixed wireless and satellite infrastructure to
replace the existing broadband infrastructure with a faster and more reliable broadband
service)

ensuring efficient use of applications and equipment

Staff must make sure device dives are up to date, they need to make sure they are
achieving what the speed should be for geographical area. They also undertake line
speed tests and make sure of optimum modem placement.

Staff can undertake remote access using software called ‘log me in’ this is not iiNet
software (3" party software) and is free to download from the internet, customers need
to provide consent before iiNet staff use this option. They may use this option when
checking internet connections, checking modem drivers or assisting with internet based
questions like if a website is active or even uploading a job application or troubleshoot
emails for clients. (uploading a job applications, and checking if a website is active are
not iiNet job requierments)



implementing computer networks
Staff deals with clients home networks, syncing systems, etc providing the client advice
and direction.

adapting existing programs to meet users' requirements

Can provide advice on settings etc, staff don’t write code or modify existing programs.
Staff guide clients within set parameters of the product range. They don’t install or
reinstall dos programs like windows, i0S, linux etc.

installing and downloading appropriate software
As advised above staff can undertake remote access using software called ‘log me in’
this is not iiNet software (3rd party software) and is free to download from the internet,
customers need to provide consent before iiNet staff use this option.
repairing and replacing peripheral equipment such as termmals, ri{ltnrg and -“\
modems A oy, LY
Staff don’t do the physical repairing and replacing peripheral equmﬂigﬁt,\tﬁe‘-_f tal?,tgf
clients about their needs and tell them how to make the repaﬁ‘:-Tha‘g prowd; VoIRy, =
modems and star track - \{ A N T
responding to inquiries about software and. h'éf a-probjt e\ Ny
Staff provnde support for internet connections i.p i‘qlat A to t!].e*ﬁ?hﬂu;tsfﬂlley provide.
They *can’ provide guidance, on off the s{;et‘%m{ejatmg SVSEEﬁ‘ls‘\'i‘kewwmdows i0S, finux
etc. 7)) e By S Sy
Staff are not trained on moblle dEvmeﬁ phaﬂes paﬂs ?k‘:\\\u. )
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As advised above staff can. hn&é,rtﬁkerremate écea\;,usmg software called ‘log me in’
this is not iiNet softwaré £3—E party software) ‘ahid)is free to download from the internet,
customers neei:Ltu [flrt:ﬂ-:i’é Etmsent heﬁ:-fe [iNet staff use this option,

'. ( R O\
determinl{m sufguvare and\ha{dwai-e requirements to provide solutions to
problems. \ "
Etaffsiﬁe g fo looH; at. ma en}rrect product to provide the client, what modem is the best
flt,\ut“'using V{:-iP/ uh&érstandmg client’s home network requirements and issues for a

recémmemisﬁ 3%\‘.& ﬁt They also monitor alarms

Tmﬁhkﬁ%!@n market is more complex than the NZ market in terms of Fibre connection.
r‘ T *,: pi‘dee VoIP, modems and star track, In Australia you cant provide fibre to the
( Ay me&, fibre needs to run to node locations before connection to houses. Some locations
ifrthe outback have no cable and need satellite connections this is the new startrack
optlon that iiNet sell.

There is also an iiNet Business team who deal with business DSL digital subscriber lines
and fibre products, they can provide a static IP address as well as troubleshooting.
Products they offer are the same but at a higher specification more expensive. Business
customers are more time critical network connections become more complex.

Training

There is no mandatory requirement like qualifications and work experience to undertake
the roles within iiNet. Good Customer service and a technical interest with a good
aptitude are preferred. Call centre experience is preferred.

It takes 2 weeks to be trained into billing team, training into specialist teams takes
about 6 months with 4, 8 and 12 week reviews.

ICT Customer Service Representatives



Set up last year by Garry Jones to sell internet connection, modems, mobile sim cards,
Fetch TV and other internet products and services.

compiling lists of prospective client businesses using trade directories and
other sources

Staff dealing with residential customers needs to look for leads, internally utilising back
end information, they don't cold call they respond to customer enquiries. A small
business may call them but they do not deal with the wider business community.

acquiring and updating knowledge of employer's and competitors' goods and services,
and market conditions

iiNet try and match products and services agent the competition. Th|s,{sﬂ ﬁ/a; an
organisational leve! (iiNet marketing) in Australia and not by mdnv;;ég.éd s(fa berg—
however CSR are often first to hear about the competition and fe’ed It bagk t'o markqtiﬁg
The retention team deal with clients who want to leave prt}vf g th&yb mix aig mat:-:h\;*
deals including their discontinued product and new prodﬁ% trce ESR provid ml>:,’and

match deals also but on current product ranges. N_at‘hev puj{tpe packa(g’%aw&igégher this is
done by marketing.
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visiting regular and prospective cllmt hus;\ge!fses tol qstahhsh and act on selling
opportunities e N ?, o YA ". AR
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promoting employersf If:f\q/ﬂpds ancf'?ﬁrv\llces tu emstmg and prospective

clients

Dealt with by {:l té\ﬁhpﬂ fea i:ll shop around they answer the call from existing

clients th d hrough‘ {r‘h ne. New clients go to the general CSR as a first

point ﬂfﬁ i ttre client does mm gpeufcally request an option. iiNet operate a “follow

tf}e /suh";i'nnder’mtl}ofﬁdes in N»Z 0Z and SA so the contact centre is always open.
N\ 2

qu‘ubﬁg and’hﬁl{\li;ﬂng prices and credit terms, and completing contracts and

recording

Contq.&j:gn “‘ﬁeam may do 2 tasks however negotiating prices and credit terms, and

cumpi;&tmg ‘tontracts (suite of products and broadband spectrum) are put together by

(] e t&é iiNet*marketlng team in Australia

LW §
arranging delivery of goods, installation of equipment and the provision of
services
This is an automated service (70 % of back office systems are automated and require
date entry only, PTS and Rumba billing) as long as the sales team inputs the correct
information into the system, time, and name, address etc. this goes to the provisioning
tearm who then make the bookings with the associated companies.

reporting to sales management on sales made and the marketability of ICT
goods and services

Staff use the online system iTrack it's a real time tracking system keeping record of all
sales and date entry it is a standalone product. After every sale the staff must input data
in order to capture information that can then be utilised by managers.



Following up with clients to ensure satisfaction with ICT goods and services
purchased, arranging modifications and resolving any problems arising
Staff do follow up calls primarily in retention, about 20% of cails in iiNet are outbound

preparing sales reports, and maintaining and submitting records of business

expenses incurred
iTrack keeps records of team statistics on an national basis

Information gained from online research on their website and the website of
Tech2

The iiNet Group is a Retail Service Provider (RSP) of nbn™ services.
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Ever wondered how the shopping cart works or -.:.rhi:: fﬁ%‘\%ﬁ&f ones are-l \a\t t“m'ift
Toolbox? The answer: our programmers. Hope’fa ou're sometrie a&;i‘tnrs interested in
working with some of the best and bng est pE Mh the spa‘ce\Whether it's

working on our code frontline, solu:ngs wd;e I'Idd es‘{ ne}'ilng rockets (well
applications, nearly as cool) pu]} Béan} )speak ﬂu.eﬂt;»hl and Perl. Do you?
(’ \_ -~ —
Network Services Tﬁ" *._ — / A i \\I\i
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Curious ab,;:\ut haﬁfg.dual toneﬂwqul\abrhow email is sent? The folk in our Network
Servnc&sﬁégm;r,s-‘gmn‘i: know all\a‘nqht\:f and work hard to make sure your VoIP is crystal
cleﬁrf pur 5y>§l:éms are se\kurm arid email is always available. Whether you're looking to
stake youT claj ”hs'uimceﬂengmeer, eat pieces of Linux for breakfast (cue systems
englrfeer)(o Qrgbn your way to becoming our next CCIE (Cisco Certified Internetwork

Expembphnﬂﬂ#ork Services folk are our backbone.
. .\ i"

|\ t‘.‘%mer Service Teams
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Customer Service

Love customer service and love the internet? You'd be great for our support team. These
are the peeps who help our customers out when they need a hand. You don't need to
speak geek either, We use good, old fashioned, down-to-earth language when we chat to
our residential and business customers. (This appears to be primarily what NZ iiNet staff
do?)

Sales

" Got the gift of the gab and the integrity to match? You'd be ideal for our sales team.
These guys and gals follow up sales leads and help prospective customers work out
which of our products best suit them. Don't worry - our sales staff do absolutely no cold



calling so we're free of those awkward 'why are you calling me' moments! {(This appears
to be primarily what NZ iiNet staff do?)

Service

Next up is our service area — when the going gets tough, it's this team who get thing's
going. No problem is too big or small...from moving house to working with our wholesale
providers to make sure the lines to our customer's houses are in tip-top condition - it's
all part of a normal day for our service crew.

Specialty
\ O™

Customer Service Reps can supersize their experience and s;aﬁ: Iin.r k(ng,on all trleﬁatﬁtt j
gadgets and thingamajigs and trouble shoot in fands wher2" h’E;LS}i has ggnﬁ Rre fpaé?y
Still absolutely focused on supporting our customersf-tl"re Ht;!gu,!,r's ang, ]'C\FID"-#}'Y!‘!’-EII'
what's-its from their widgets and if they can't m'a"lqz ttjvnm' no{p)ﬁqd n. 4 N\
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Looking for fast/gnd.’, grgaryhlue broaﬂfh}s ::ng)lfh‘tiut having pay for phone line rental?
Look no furthgﬂr’hi fdu? Na T Ians come with Netphone included, offering

great v;iyé\ all“{ Thankg}g‘ﬁur Liimitless plans offering unlimited broadband data,
yg.;li»nwgr hﬁe to wﬁ[\r{ iboub\d'ownloads again.
\\ N , .

\' prou b‘g a\ m&“rgnal leader in customer service with a commitment to delivering
great vgiﬁﬂek fhsx;br‘oadband internet with options to suit every family's needs. With our
nw]jﬂét" N™ plans offering unlimited downloads at an affordable price, there’s no

= Tﬁme‘fké*today to switch providers.
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_We re proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs, With our new iiNet
ADSL2+ broadband plans offering unlimited downloads at an affordable price, there's

no time like today to switch providers.

L

We're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our Off-net
ADSL2+ broadband plans offering speeds as fast as your line will go at an affordable
price, there’s no time like today to switch providers.

With awesome download speeds and great value anytime quota plans, there’s no better
time to sign up for VDSL2, available exclusively on our own network in the ACT.
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With ultrafast download speeds, unlimited data and all your local and standard national
calls included, there's no better time to grab an iiNet Cable plan available exclusively in
Geelong, Mildura, and Ballarat.

With mega download speeds of up to 100 Mbps and great value anytime quota plans
from $59.90 per month, there is no better time to sign up for Fibre to the Home. It
doesn't stop there. Our Fibre plans are available with no lock-in contract and include
your local and standard national calls.

Available exclusively in South Australia and delivered by iiNet's own Adam Internet,
WiMAX provides great value high speed broadband in areas where fixed line ;groadband

is not available. I fl:,.»ﬁ S
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Don't pay for line rental with another provider - bring yqupghu’na}u ||Ne{al enjafthe
benefits! Our Home Phone plan offers simple, hass%fmé SePlice watt?gre&t\gali“rates,
optional call packs for even better value, and sgé\et\»r rds fpr?unﬁimg’ wlth an iiNet
Broadband plan (they're so good togeth&r) AN | \‘) o 15 x\ \ AN
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Netphone allows you to make- efaq phone caJs-tn gh \Hur broadband connection,
instead of your phone lin {;ph ﬁé I:pes ar {N-I'l,é‘tll&&) To make it even better, all your
local and standard s}atl qlsrare\ fc{eri)vq‘rtj: Netphone.
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With Flbrq F'hl.'l,ri'ﬁi!j au can m sh&q; calls over your NBN™ connection and take
aclva agé_bf aw:esome savnngs '):! eatures. There's no need to buy a fancy new
handsﬁt }f.lsf plug he\qhe you have now into the dedicated phone socket on your
”“bﬂx If thﬁh nﬂs a bit too technical, you can get a clear look at the NBN™
equrpmgnt are 'NBNTNI equipment also comes with an optional battery backup to
keep} afur F hone going for up to 11 hours if there's a power outage. Handy!

\
}:nly plans So you love your mobile and your number, but you're no longer

isfied with your plan. Never fear; you can keep the calls and texts flowing without
having to change your handset or number,

TV
Fetch TV with Fetch TV Set Top Box
Hardware for sale

The iiNet TG-789 2.4 GHz 802.11n and 5 GHz 802.11ac wireless VDSL2/ADSL2+
integrated modem that allows you to surf the Internet and share files with multiple
devices within your network.

iiNet Wireless Bridge



Siemens Gigaset™ A220 handset

iiNet PowerlLine Adapter

Home Installations

Need installation help? Call tech2home

Since 1998, when we commenced as a provider of installation and service technicians on
the Optus cable network, tech2 has been deploying workforces for the rnaymtv of
telecommunications organisations across Australia.

\-.- -\ \..- __.- \
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tech2 is proud of our group of service offerings. It is our commltn’aﬁr(t l'c-‘ ahver| { € .I-*:,
leading edge, professional technology services and SO|UtIOI‘1&’;& qutqme\rs thqt ha\y1 N _'
resulted in world-class customer satisfaction (Net Promptﬁr“S r@g) A
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In September 2014 iiNet Limited (“iiNet”) (ASX:<1{ '3 aM ced th t 23 Jacquired a
60% interest in The Tech2 Group (tech2) tu:ia{t foup e‘r ﬁ wys

A :
tiNet noted that “The investment m—‘l‘echz\Graup repr{xnfﬁﬁmﬁue opportunity to
partner with a business with a. sfr&:"gI Focuson maf] -lle.‘at.'}u-'lg customer service for nbn
installations, in-home aud;_o;@kga{ iﬂﬁfallatlonﬁ an sittop support.”
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In August 2015, IINétr\WEg"i /o ac cﬁ;}i‘\l G Telecom Limited with tech2 continuing
to operate as a"s{:am;l?lsﬂae en?tv‘ K
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Whgj:ﬁvep;t}\eaf&t—:-t proqh.;ct or“t&wdware our trusted partner, tech2home, s here to help
twdw}p -:I:nd mnpmgln o time. They can visit you at home and set it all up for you or
guh:!‘g ?’ou t h the’tfrcky bits over the phone. The team at techZhome love all things

tech sogpudbxtha”mﬁey can connect your entire home, not just your modem.
A% 1 '__.\__ -.
.-' '\\ '\\,

—W’h %\th;e pomt of having shiny gadgets if you're not getting the most out of them?
fr’ “Iﬂé‘hr ‘tech2home tech can help set up your new iiNet broadband service, modem, home
\ : work and Fetch. They can also help connect and configure your choice of 3 internet-

ready peripherals such as smartphones, tablets, smart TVs, gaming consoles, PCs,

laptops and more!

techZhome can help set up a secure wireless network in your home and ensure your
wireless-enabled gadgets can connect to the internet. They can also provide
recommendations on internet security, network range optimisation and speed.

Home network misbehaving? Computer running slow? techZhome can help troubleshoot
and fix any connectivity problems. They can also help optimise your PC or Laptop, curing
it of performance issues. If your gadgets need customlsatlon they can take care of that
for you too.

Want to know more about this internet thing? tech2home can help with general ‘net and
computer advice. They'll explain how you can get the best out of your new broadband
connection and show you how to use your computer and other wireless gadgets. The
tech2home team has heaps of handy tips and tricks to teach you.



Gregory Smith
TECHNICAL ADVISOR - RESIDENCE TEAM

Auckland Central Area Office - Visa Services, Immigration New Zealand
Ministry of Business, Innovation and Employment

Email: greg.smith@mbie.govt.nz | Ph : + 64 9 9282330 | Fax: +64 9 914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback - Did we do what we said we would do? Please email any feedback you may
have to - aucklandbranchfeedback@mbie.govt.nz ,fé
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Customer Interaction Hazlett, Penny

Date/Time Created: 16/May/2017 11:52 a.m.

Officer: Smith, Gregory

Branch: Auckland Central

Type: Client Notes

Client Id: 38933171

Client Name: [iNet New Zealand Akl Limited, Laura Helmhout
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Approximately 300 staf;‘_ﬁa;edflgﬂﬁckl?nd{ﬁ;&h} -
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Tec Support - Y\
70 Saleqel{eé-pﬁ :

Majority of customers call in to iiNet, departments do not primarily call customers unless
previously contacted.

They all use iiPedia (a Knowledge base system, wriften by staff) an online encyclopaedia
daily, primarily used when troubleshooting during common calls

Faults team provide support to clients when they call up utilising the iiPedia
encyclopaedia, dealing with common calls/troubleshooting any device
The Provisioning organise services with 3rd parties, like lines in the ground, etc.

Fibre Team arranges for connection of fibre instillation, copper and Hybrid fiber-coaxial
(HFC), dealing with companies like Chorus Australia (NBN company) and arranging for

20/12/2017 1of8




Customer Interaction , Hazleit, Penny
technicians if they need to attend a client's house.
(In Australia it will be compulsory to use fibre in 18 months, The National Broadband
Network (NBNT) is rolling out fibre-optic, fixed wireless and satellite infrastructure to
replace the existing broadband infrastructure with a faster and more reliable broadband
service)

ensuring efficient use of applications and equipment
Staff must make sure device dives are up to date, they need to make sure they are
achieving what the speed should be for geographical area. They also undertake line speed

tests and make sure of optimum modem placement. A

A ‘v"‘ 0
Staff can undertake remote access using software called ‘log me in’ ’.hfS\lB’ = "x
software (3rd party software) and is free to download from the i et xm.lstdmers.,nn:eﬂ 07) e
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provide consent before iiNet staff use this option. They m;rféﬁﬂus qptmn en | D 5—
checking internet connections, checking modem dr1ve==s g;ass with cu‘tte t bg,seJ

questions like if a website is active or even uplo 1cat1pg or Fauh]eshoot
emails for clients. (uploading a job appllcat;ans,\ahd cﬁng FAY ﬁ,rls active are
not iiNet job requierments) AL ~N Aok
o\ m‘_x\-. “’ \\\ e
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implementing computer networks-. - \.I 5
Staff deals with clients hamffné.twdﬁis synqmg s&‘.{%éms ‘et¢ providing the client advice
and direction. (C=A\DY o >
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adaptmg extsj l‘bgmms to m&-r:t usérs r&qmrements
an 'ﬂde*adm Jon sel'hf;fkgs elcs si‘ﬂﬂ" don't write code or modify existing programs.
gu,:Qe. cj;mnts within set, ]}artlmeters of the product range. They don't install or
\ lﬂ}ﬂhs pro s. 1kx.w1ndows 108, linux etc.
.-' H \,
hstalhng anEf q‘,ﬁrﬂioadlng appropriate software
t)s ve staff can undertake remote access using software called “log me in' this
< 15«:]1} glﬁ}e\t software (31d party software} and is free to download from the internet,

| :x: ggstoﬁ:lers need to provide consent before iiNet staff use this option.
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repairing and replacing peripheral equipment such as terminals, printers and modems
Staff don't do the physical repairing and replacing peripheral equipment, they talk to
clients about their needs and tell them how to make the repairs. They provide VolP,
modems and star track

responding to inquiries about software and hardware problems:

Staff provide support for internet connections in relation to the products they provide.
They “can' provide guidance, on off the shelf operating systems like windows, 108, linux
etc.

Staff are not trained on mobile devices, phones, pads etc.

As advised above staff can undertake remote access using software called ‘log me in' this
is not iiNet software (3rd party software) and is free to download from the internet,
customers need to provide consent before iiNet staff use this option.

20/12/2017 - 20f8



Customer Interaction _Hazlett, Penny

determining software and hardware requirements to provide solutions to problems
Staffs needs to look at the correct product to provide the client, what modem is the best
fit, utilising VoIP, understanding client's home network requirements and issues for a
recommended best fit. They also monitor alarms

The Australian market is more complex than the NZ market in terms of Fibre connection.

They provide VoIP, modems and star track, In Australia you can't provide fibre to the

home, fibre needs to run to node locations before connection to houses. Some locations in

the outback have no cable and need satellite eonnections this is the new startrack option

that iiNet sell. = B
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There is also an iiNet Business team who deal with business DSLdl/E-\ltm s’ubsbnber lmﬂs O
and fibre products, they can provide a static IP address as wellay tro\zb.leshootmg o N/
Products they offer are the same but at a higher speclﬁ;augjuﬂa(é ,&xpenswc ‘ﬁusmq:ss
customers are more time critical network connecu?n;s choxﬁa more ?)mp[gﬁ.x‘ 5
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Training O\ PR \
There is no mandatory requirement like quﬂiflgatxons »\:o\rk cxpénence to undertake
the roles within iiNet. Good Custﬁmar serviee and atechnical inferest with a good
aptitude are preferred. Cﬂlleﬁgm -eﬁpt:nence i8] fém& o
- \ r}-—"\.-\ ',:-_._\\ { 1":-

It takes 2 weeks ta-be Er Eﬂﬂ'\lﬁto bi icfyﬂ trmmng into specialist teams takes about 6
months with 48 & 15 week revig \ﬁr’ —

AQ \ & AW

- W\ N
f[ﬁ"ﬂ&ln?mer Seque\jlgpmﬁltatlves
“Sét‘up ast y t‘#;rr} Jones to sell internet connection, modems, mobile sim cards,
bech W.aﬁ“d ﬁl%ﬁz internet products and services.
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( \wmpﬂing lists of prospective client businesses using trade directories and other sources
\ ‘ 4 taff dealing with residential customers needs to look for leads, mtemally utilising back
" end information, they don't cold call they respond to customer enquiries. A small business

may call them but they do not deal with the wider business community.

acquiring and updating knowledge of employer's and competitors' goods and services, and
market conditions

iiNet try and match products and services agent the competition. This is done at an
organisational level (iiNet marketing) in Australia and not by individual staff members
however CSR are often first to hear about the competition and feed it back to marketing.
The retention team deal with clients who want to leave providing they mix and match
deals incJuding their discontinued product and new products, the CSR provided mix and
match deals also but on current product ranges. Nether put the packages together this is
done by marketing.

visiting regular and prospective client businesses to establish and act on selling
opportunities

N/A clients in Australia
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Customer Interaction Hazlett, Penny

promoting employers' ICT goods and services to éxisting and prospective clients

Dealt with by the retention team, clients shop around; they answer the call from existing
clients the ID is done through the phone. New clients go to the general CSR as a first
point of call if the client does not specifically request an option. iiNet operate a "follow
the sun" model with offices in NZ, OZ and SA so the contact centre is always open.

quoting and negotiating prices and credit terms, and completing contracts and recording
orders

Contact centre team may do 2 tasks however negotiating prices and credit terms, and
completing contracts (su;te of products and broadband spectrum) are put le%ﬂhpt by the
iiNet marketing team in Australia 2NNV ~3

, VI 1"\. - ""-. '\_ |
. NS
Ok \) A

: N
arranging delivery of goods, installation of equipment ané‘,th\e pi‘ov-:swn of" scfvm\esbfn
This is an automated service (70 % of back oﬁice,s}ste. ; Automa Qﬁ‘a\rﬁqmre date
entry only, PTS and Rumba billing) as long as. ﬂws.glqsf npf ;réct
information into the system, time, and narfie, a“iidr\:&s«ttc tq the provisioning
team who then make the bookmgs wﬂﬁihe aasumated ﬁ:um?’@m x,\“

\ [
reporting to sales managemm} nn‘sih]:s mader'rfnd fhﬂmkfketablhty of ICT goods and
services
Staff use the onling: sysgcm i”f'r&ck its &ﬁ'éal i:mc trackmg system keeping record of all
sales and date’e; 15 sta;:dalqn: pro&uct After every sale the staff must input data in
order 8\ pt\ue Cinfermatior] ﬂ\&tﬁ&n then be utilised by managers.

-.f"‘x

L

I}\\n& up with chég‘t.s,w ensure satisfaction with ICT goods and services purchased,
ng mag{iﬁmﬁom‘“ﬁnd resolving any problems arising
Sfaff do, ﬁﬂowﬂp".calls primarily in retention, about 20% of calls in iiNet are outbound

A
,-'“5. V’A \“
p;gpamn sales reports, and maintaining and subnnttmg records of business expenses

/1 I‘fack keeps records of team statistics on.an natlonal basis

Information gained from online research on their website and the website of Tech2
The iiNet Group is a Retail Service Provider (RSP) of nbnT services.

Technical Teams

Information Services

Ever wondered how the shopping cart works or who the clever ones are that built
Toolbox? The answer: our programmers. Hopefully you're someone who's interested in
working with some of the best and brightest peeps in the ISP space. Whether it's working
on our code frontline, solving software riddles and launching rockets (well applications,
nearly as cool) our team speak fluent NET, PHP and Perl. Do you?

Network Services

Curious about how a dial tone works or how email is sent? The folk in our Network
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Services department know all about it and work hard to make sure your VoIP is crystal
clear, our systems are secure and email is always available. Whether you're looking to
stake your claim as voice engineer, eat pieces of Linux for breakfast (cue systems
engineer) or are on your way to becoming our next CCIE (Cisco Certified Internetwork
Expert), our Network Services folk are our backbone.
Customer Service Teams
Customer Service
Love customer service and love the internet? You'd be great for our support team. These
are the peeps who help our customers out when they need a hand. You don't need to speak
geek either. We use good, old fashioned, down-to-earth language when we chat to our
residential and business customers. (This appears to be primarily what NZ )\chﬁ;taff do?) 3

i)

Sales

Got the gift of the gab and the integrity to match? You'd be ideal for t‘fui\ sa’!hs«ieam Thﬁée
guys and gals follow up sales leads and help prospective cu Ers wg;k out whicﬁ t}f‘aurJ
products best suit them. Don't worry - our sales staff do 3‘}3%;:%}3{ Ho cold eﬁ.i'lmg sb o
we're free of those awkward ‘why are you calling zpe"mdn-@ptsi This appe,aﬁ'\tqb

primarily what NZ iiNet staff do?) \ﬁ \J)/ Nl s '~. _
Service AN\ \x;‘*- P\ G \ "~—~*
Next up is our service area - when the gmtnéﬁ geﬁ tougi;,-lt'a. tﬁm team Who get thing's
going. No problem is too b1g or;p:gll ovi hu k:@fw rking with our wholesale
providers to make sure the om‘ custorl;:.ef_ Tohis a6 in tip-top condition - it's all
part of a normal day foer;nir e*cre \.‘ f.‘ \;u

/ g '|

speciaty_ 2 (X2~ (N
Customar\Seruw ps can §up m\hmr experience and start working on all the latest
gad t<’and ,t];ingamapgs an&\ﬁapble shoot in lands where no CSR has gone previously.
¢ %ﬁdy fopusgd h{;mlppomng our customers, these guys and gals know their
‘wiat's'its fi ”i:hr&zi' ;-f:&géts and if they can't make it work, no one can.
Wﬁat lLNﬂflﬁE i. 7 u
Int&mei}pa
fﬁj&ﬂu fot fast and great value broadband without having pay for phone line rental?
(s ‘Lauk 1o further! All of our Naked DSL plans come with Netphone included, offering
'~ “ ) j,reat value call rates. Thanks to our Liimitless plans offering unlimited broadband data,
you'll never have to worry about downloads again.
We're proud to be a national leader in customer service with a commitment to delivering
great value, fast broadband internet with options to suit every family's needs. With our
new iiNet NBNT plans offering unlimited downloads at an affordable price, there's no
time like today to switch providers.
We're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our new iiNet
ADSL2+ broadband plans offering unlimited downloads at an affordable price, there's no
time like today to switch providers.
We're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our Off-net
ADSL2+ broadband plans offering speeds as fast as your line will go at an affordable
price, there's no time like today to switch providers.
With awesome download speeds and great value anytime quota plans, there's no better
time to sign up for VDSL2, available exclusively on our own network in the ACT.
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With ultrafast download speeds, unlimited data and all your local and standard national

calls included, there's no better time to grab an iiNet Cable plan available exclusively in
Geelong, Mildura, and Ballarat.

With mega download speeds of up to 100 Mbps and great value anytime quota plans from
$59.90 per month, there is no better time to sign up for Fibre to the Home. It doesn't stop

there. Our Fibre plans are available with no lock-in contract and include your local and
standard national calls.

Available exclusively in South Australia and delivered by iiNet's own Adam Internet,

WIMAX provides great value high speed broadband in areas where fixed hnpi;roadband

is not available. A< ,-;} 2
Phone line services A0 = \
Don't pay for line rental with another provider - bring your phonﬁlm \ t, aii:i enJ ¥ lh%'\
benefits! Our Home Phone plan offers simple, hassle-free,ser{mt with'great call rﬁt&s S
optional call packs for even better value, and sweet re\v\ﬂﬁs Yqia bmdhng withqn I.lNé.
Broadband plan (they're so good together). )

Netphone allows you to make cheap phone galls ﬂixbug,l)l your, brohﬁhmd]pﬂmectlon,

instead of your phone line (phone lines. a.re‘stb nm.gnﬁs) T rﬁahé\lt ‘even better, all your

local and standard national calls are mh.fud wi’thNetR g 5 \

With Fibre Phone, you can m & ph-:me talls over bdr B;ST connectlon and take

advantage of awesome sa(? f&atuxes Thpﬁ\‘s nianéed to buy a fancy new handset -

just plug the one you Pm winto the bhte&"phone socket on your NBNT box. If
that sounds a b it i OtE > you ta ﬂlear look at the NBNT equipment here. The
NBNT equi 0mes-wi optlonal battery backup to keep your Fibre Phone

gomg,fwmurs if fﬁété\& ﬁwer outage. Handy!

Soy love\/hur mobile and your number, but you're no longer satisfied
@'ﬂh plan ,you can keep the calls and texts flowing without having to

@ 'number
Fetch TV Set Top Box

for sale
) %Net TG-789 2.4 GHz 802.11n and 5 GHz 802.11ac wireless VDSL2/ADSL2+
'\ .~/ integrated modem that allows you to surf the Internet and share files with multiple devices
within your network.
iiNet Wireless Bridge
Siemens GigasetT A220 handset

iiNet PowerLine Adapter

Home Installations
Need installation help? Call tech2home

Since 1998, when we commenced as a provider of installation and service technicians on
the Optus cable network, tech2 has been deploying workforces for the majority of
telecommunications organisations across Australia.

tech2 is proud of our group of service offerings. It is our commitment to delivering
leading edge, professional technology services and solutions to customers that has
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resulted in world-class customer satisfaction (Net Promoter Scores).

In September 2014 iiNet Limited ("iiNet") (ASX: IIN) announced that it had acquired a
60% interest in The Tech2 Group (tech2) to partner with founder, Glen Powys.

1iNet noted that "The investment in Tech2 Group represents a unique opportunity to
partner with a business with a strong focus on market-leading customer service for nbn
installations, in-home audio/visual installations and desktop support."

In August 2015, iiNet was 100% acquired by TPG Telecom Limited with tech2
continuing to operate as a stand alone entity.

Whatever the iiNet product or hardware, our trusted partner, techZhome, is here to help
get you up and running in no time. They can visit you at home and set it all up for you or
guide you through the tricky bits over the phone. The team at techZhome ]T’& all thmgs
tech so much that they can connect your entire home, not just your mogdem. :

fr.-

What's the point of having shiny gadgets if you're not getting the @fosf ﬁﬁ&hem? Y-:iug jﬂ

tech?home tech can help set up your new 1iNet broadband seryice, ma:-ﬂeiﬁ home thark‘/
and Fetch. They can also help connect and configure yaupc;ﬁe:es@f 3 mteqmﬁﬁread
peripherals such as smartphones, tablets, smart TV. ;gamm nﬂsole.}, EG%, igptpps and
more! C\ \j] ] P

E‘ -..\\ % "-.-'"./
techZhome can help set up a secure w1reicss} nl'.bvork myou{hc;?np and ensure your
wireless-enabled gadgets can CTM::K toﬂ]ﬁmtemﬂh o provide
recommendations on 1ntemci‘$s’ i}r;t,;{ network gﬁu mhsatlon and speed.
T \ _.- Q p
Home network misbehaying’ {'om H\I‘um}]}.g: slow? tech2home can help troubleshoot
and fix any conniedtivity probl & ~IHey camalso help optimise your PC or Laptop, curing
it of performance isdues. If igets need customisation, they can take care of that for

b “\ N
you@ e - ‘ ~.‘_x_,~

- I'

x\ﬁﬁhﬁ’d’ kn):? wf thlS internet thing? techZhome can help with general "net and
Vi

cmnpu ey'll explain how you can get the best out of your new broadband
co o s}iow you how to use your computer and other wireless gadgets. The
{iﬁ@%mﬁ: team has heaps of handy tips and tricks to teach you.

__-."k

'-||‘w

o

Gregory Smith
TECHNICAL ADVISOR - RESIDENCE TEAM

Auckland Central Area Office - Visa Services, Immigration New Zealand
Ministry of Business, Innovation and Employment

Email: greg.smith(@mbie.govt.nz | Ph:+ 64 9 9282330 | Fax: +64 9914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback - Did we do what we said we would do? Please email any feedback you may
have to - aucklandbranchfeedback@mbie.govt.nz
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Date/Time Created: 25/May/2017 11:23 am.

Officer: Smith, Gregory

Branch: Auckland Central

Type: Client Notes

Client Id: 38933171

Client Name: IiNet New Zealand Akl Limited, Laura Helmhout

iiNet site report - 13/04/2017 from 10:00am to 11:15am Update

Greg Smith: Technical Advisor B ‘.q;;\':j}__"-:i}} f.—}?iﬁ\
Michelle Yang: Immigration Officer .;:._' XY 0
ANY N

Nick Braddock: Senior HR Advisor at iiNet e >\& = X ll". }"
Garry Jones: Contact Centre Manager / Lead on P;laduc{, Ehffe}entlat SE{Q:G} =7
iiNet \\‘ £ -

e . ..\.. .r”f"'}' \'

.*;f\x ("‘\k \x.’
The following information was gained durﬂ)%)ily: sfc_e v;igi || n,:} -

~ANN
All customers based in A gg\” lx”*‘%j 'f‘-"‘j
Approximately 300 sta(ﬂ; Ba“ar':ﬂ }a‘f-‘:ﬁckland{} BENN
oy -\_-F_..-} """T:"-j-:l-. :II.\'/I

Tec Support oty ) >\§ e 2\ e
70 Sale&?ermﬁﬁjmq:lﬁdmg T&m‘ﬁ%\}}

/-;2 \\,:}\ P \ '\\
areas of spcazal{s@t;qn ‘fall under Tec Support:

<\> o I'| .b”ﬁ\ <3

atilts A L ( N\
r"'.':::h_:.\__‘"-.:_",_.l '£"|

" E’ s R
«-““\\\{’ ’ ﬁb
A

Majority of customers call in to iiNet, departments do not primarily call customers unless
previously contacted.

They all use iiPedia (a Knowledge base system, written by staff) an online cﬁcyclopaedia
daily, primarily used when troubleshooting during common calls

Faults team provide support to clients when they call up utilising the iiPedia
encyclopaedia, dealing with common calls/troubleshooting any device
The Provistoning organise services with 3rd parties, like lines in the ground, etc.

Fibre Team arranges for connection of fibre instillation, copper and Hybrid fiber-coaxial
(HFC), dealing with companies like Chorus Australia (NBN company) and arranging for
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technicians if they need to attend a client's house.
(In Australia it will be compulsory to use fibre in 18 months, The National Broadband
Network (NBNT) is rolling out fibre-optic, fixed wireless and satellite infrastructure to
replace the existing broadband infrastructure with a faster and more reliable broadband
service)

ensuring efficient use of applications and equipment

Staff must make sure device dives are up to date, they need to make sure they are
achieving what the speed should be for geographical area. They also undertake line speed
tests and make sure of optimum modem placement. A

L ._’_,-f‘

Staff can undertake remote access usmg software called ‘log me in }hlé‘ i,s\-;agi wét :5
software (3rd party software} and is free to download from the intérdet, \sms’rﬂ’mers eeﬂ o)
provide consent before iiNet staff use this option. They mgy@lh:s‘qptwn W] en V‘l\ N\—
checking internet connections, checking modem drivers & 91;" isting with jritetnet baged
questions like if a website is active or even uploadmg@\jﬁ :catloia} l\ou shoot
emails for clients. (uploading a job appllcau?ns\aqﬁ\ch ckmg ﬁgfwa\ ite isactive are
not iiNet job requierments) A NN 'g ‘*"‘\ \ =

N \ R '_j :

\‘II *\.-"

e

L%

-

B

A 1
'/ P T

implementing computer network@— P
Staff deals with clients hnma jlét%dl;acs syncinfghsfsfem;, eic providing the client advice
and direction. [- . ]\ ._,:;,a - e
- J‘ A '. ) I _,'

adapting ex{sfﬁig phﬁgmms to mee‘& u\sﬁrs requirements
Can p ide! actiqcron settmgﬁ t{q* ﬁaﬁ' don't write code or modify existing programs.

@gm efits within set parameters of the product range. They don't install or
Lrg:m Abs progrEns\!ﬁwwmdows 108, linux etc.

mstalqug\ancfihmvlhfloadmg appropriate software
ed above staff can undertake remote access using software called "log me in' this
‘Qct software (3rd party software) and is free to download from the internet,
, %S \“{: sto ers need to provide consent before iiNet staff use this option.

I L
'L

repalrlng and replacing peripheral equipment such as terminals, printers and modems
Staff don't do the physical repairing and replacing penpheral equipment, they talk to
clients about their needs and tell them how to make the repairs. They provide VoIP,
modems and star track

responding to inquiries about software and hardware problems:

Staff prov1de support for internet connections in relation to the products they provide.
They “can' provide guidance, on off the shelf operating systems like windows, iOS, linux
ete.

Staff are not trained on mobile devices, phones, pads etc.

As advised above staff can undertake remote access using software called “log me in' this
is not iiNet software (3rd party software) and is free to download from the internet,
customers need to provide consent before iiNet staff use this option.
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determining software and hardware requirements to provide solutions to problems
Staffs needs to look at the correct product to provide the client, what modem is the best
fit, utilising VoIP, understanding client's home network requirements and issues for a
recommended best fit. They also monitor alarms

The Australian market is more complex than the NZ market in terms of Fibre connection.
They provide VoIP, modems and star track, In Australia you can't provide fibre to the
home, fibre needs to run to node locations before connection to houses. Some locations in
the outback have no cable and need satellite connections this is the new startrack option

that iiNet sell. \:’:‘ \

=1 \ N\ ,f' L
There is also an iiNet Business team who deal with business DSL. dfgiﬁi hmnber,lmﬁ 35
and fibre products, they can provide a static IP address as WE;H’%S‘ frol ebliootmg ,Lb \ J
Products they offer are the same but at a higher speaﬁ%nﬂ‘\:ﬂnr&;xpenswe

customers are more time critical network connections't T /}mre comp :
= _H'{\ \ J ) Kl
Tl'almng \_'\ T =~y LA

There is no mandatory requirement like Quﬂilﬁc‘atlons and Wng\cxpeﬁence to undertake
the roles within iiNet. Good Cugstomer sérvice and te#;hmﬂﬂ)fihterest with a good
aptitude are preferred. CaIl mn@e tx]nl:nence éﬂ:éd A

It takes 2 weeks t bq rm *mfo bﬂi ﬂ;—am_; %mmg into specialist teams takes about 6
months with &,E 331\ week reviéﬁak N

.,-r"',('\\ \::f} "\\\ ~
f" " Y \
Ci:;miner Semcg\}ksyresentatlves

\S'ah:}:ﬁ*Iast reaf b ngjr Jones to sell internet connection, modems, mobile sim cards,

Fetch T‘E.{ Qfother,intemet products and services.
._\_ T

'x‘"’ )

A
\iﬁ‘ng lists of prospective client businesses using trade directories and other sources

_,:1 : ,Staff dealing with residential customers needs to look for leads, internally utilising back
~ end information, they don't cold call they respond to customer enquiries. A small business

may call them but they do not deal with the wider business community.

acquiring and updating knowledge of employer's and competitors' goods and services, and
market conditions

iiNet try and match products and services agent the competition. This is done at an
organisational level (iiNet marketing) in Australia and not by individual staff members
however CSR are often first to hear about the competition and feed it back to marketing.
The retention team deal with clients who want to leave providing they mix and match
deals including their discontinued product and new products, the CSR provided mix and
match deals also but on current product ranges. Nether put the packages together this is
done by marketing.

visiting regular and prospective chent businesses to establish and act on selling
opportunities

N/A clients in Australia
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promoting employers’ ICT goods and services to existing and prospective clients

Dealt with by the retention team, clients shop around; they answer the call from existing
clients the ID is done through the phone. New clients go to the general CSR as a first
point of call if the client does not specifically request an option. iiNet operate a "follow
the sun" model with offices in NZ, OZ and SA so the contact centre is always open.

quoting and negotiating prices and credit terms, and completing contracts and recording

orders

Contact centre team may do 2 tasks however negotiating prices and credit te:p;;l and

completing confracts (sulte of products and broadband spectrum) are put tqg\ r by the : {f;ii

iiNet marketing team in Australia - ,,; j\ : 'f\,f JTJ ({-\,; x\"
\ \\ \ L\\:l

-

,-f":--'.l
AL %

Y

arranging delivery of goods, installation of equ1pment and’)h@ rovision
This is an automated service (70 % of back officg emu;z: autorr’dﬁg ‘&"r&qmre date
entry only, PTS and Rumba billing) as long as tﬁﬁ

informatien into the system, time, an imm‘a: \aiid}c etc ;hw gm&:& Ip g prov151on1ng

team who then make the bookmgs w1t e ﬁ}&&é!:latetlﬁl{ﬂiyamﬂ?ix
reporting to sales manag_eq{gﬂh : se,l‘es mad»{'alyﬂhlfmhrﬁ{etablhty of ICT goods and
services 2\ o

Staff use the onlize:: sfsjzmi'f’rack ;l’,a«ﬂ :&al l;hm trackmg system keeping record of all
sales and dati;%ﬁy itisa standﬂ]uqv: groduet After every sale the staff must input data in
order tcmaph.::ﬁ /uformatlﬂn thb! Q‘aa then be utilised by managers.

o\ >
gfn\ltE\wrﬁ‘g up with e.h‘mtsfm ensure satisfaction with ICT goods and services purchased,
aqanﬁmg H\ﬁ&@ﬂﬂﬁ and resolving any problems arising
Staff de, oilo?.l]\t;]i calls primarily in retention, about 20% of calls in iiNet are outbound

- AN
AN 1 e
aimg sales reports, and maintaining and submitting records of business expenses

'.f N\ \ urfed
s ] /1Track keeps records of team statistics on an national basis

__.""

Information gained from online research on their website and the website of Tech?2
The iiNet Group is a Retail Service Provider (RSP) of nbnT services.

Technical Teams

Information Services

Ever wondered how the shopping cart works or who the clever ones are that built
Toolbox? The answer: our programmers. Hopefully you're someone who's interested in
working with some of the best and brightest peeps in the ISP space. Whether it's working
on our code frontline, solving software riddles and launching rockets (well applications,
nearly as cool) our team speak fluent NET PHP and Perl. Do you?

Network Services

Curious about how a dial tone works or how email is sent? The folk in our Network
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Services department know all about it and work hard to make sure your VolP is crystal
clear, our systems are secure and email is always available. Whether you're looking to
stake your claim as voice engineer, eat pieces of Linux for breakfast (cue systems
engineer) or are on your way to becoming our next CCIE (Cisco Certified Internetwork
Expert), our Network Services folk are our backbone.
Customer Service Teams
Customer Service
Love customer service and love the internet? You'd be great for our support team. These
are the peeps who help our customers out when they need a hand. You don't need to speak
geek either. We use good, old fashioned, down-to-earth language when we chat to our
residential and business customers. (This appears to be primarily what NZ Wc;mtaff do?) «

Sales ” \_ NS o
Got the gift of the gab and the integrity to match? You'd be ideal fqg cm; sa}rz:s team. Thﬁe
guys and gals follow up sales leads and help prospective ¢ rs w k-out whlch af t:-ur
products best suit them. Don't worry - our sales staff do }ﬁ o cold hqg :h:v
we're free of those awkward 'why are you calling rpe‘ (Thls,appéaxg IQ be”

NS

ggrn‘:f:ely what NZ iiNet staff do?) A \\,\\\;,\ ) _J iy {% ]

Next up is our service area - when the g g\e@ fuugh it'y tbm\\t%m who get thing's

going. No problem is too b1g or oving House! tqr?mﬁrkmg with our wholesale

providers to make sure the k{a 921' custom&-;'s\ 6@5‘\\:} a}lé in tip-top condition - it's all
e

part of a normal day for N i O
% a' J | )
Specialty t/{ff—‘- .\l *'l} ~\5:___.- x\'x <2 1‘

Reps ¢ Siﬁa\thelr experience and start working on all the latest

in: amajigs an\ii }:b‘!e shoot in lands where no CSR has gone previously.
htely foeused hgsuﬁﬁomng our customers, these guys and gals know their

Wiat's-ifs fron :mg.\ﬁﬁgﬁfs and if they can't make it work, no one can.

at il qﬂ r}'}l‘

Eﬂﬂkzng for fast and great value broadband without having pay for phone line rental?
rl ‘\Lﬁok 'no further! All of our Naked DSL plans come with Netphone included, offering
AL g}ﬁat value call rates. Thanks to our Liimitless plans offering unlimited broadband data,
" you'll never have to worry about downloads again.

We're proud to be a national leader in customer service with a commitment to delivering
great value, fast broadband internet with options to suit every family's needs. With our
new iiNet NBNT plans offering unlimited downloads at an affordable price, there's no
time like today to switch providers.

We're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our new iiNet
ADSL2+ broadband plans offering unlimited downloads at an affordable price, there's no
time like today to switch providers.

We're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our Off-net
ADSL2+ broadband plans offering speeds as fast as your line will go at an affordable
price, there's no time like today to switch providers.

With awesome download speeds and great value anytime quota plans, there's no better
time to sign up for VDSL?2, available exclusively on our own network in the ACT.
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With ultrafast download speeds, unlimited data and all your local and standard national

calls included, there's no better time to grab an iiNet Cable plan available exclusively in
Geelong, Mildura, and Ballarat.

With mega download speeds of up to 100 Mbps and great value anytime quota plans from
$59.90 per month, there is no better time to sign up for Fibre to the Home. It doesn't stop

there. Our Fibre plans are available with no lock-in contract and include your local and
standard national calls.

Available exclusively in South Australia and delivered by iiNet's own Adam Internet,

WiMAX provides great value high speed broadband in areas where fixed lme Jaroadband

is not available. A s
Phone line services A \, * s '3’ ,,: < “\
Don't pay for line rental with another provider - bring your phonﬂq‘;&ﬁet a}n enjuar ﬂ'ﬂe
benefits! Our Home Phone plan offers simple, hassle-ﬁee/sefﬁE mblpgreat call rat&} N
optional call packs for even better value, and sweet rewa:ﬁf:;E dling w@;ga:n umt
Broadband plan (they're so good together). et ﬁ S O\
Netphone allows you to make cheap phone palk\&m}ugﬂ your' ang)gbﬁnectlon
instead of your phone line (phone lines m s Ting Tt}atﬁai(\e‘*{c wen’ﬁetter, all your
local and standard national calls are 1nc1udéﬁ}ﬁﬂh Ne’gphomh; \\,

With Fibre Phone, you can maktxphape calls ove:f\ u‘{ connectlon and take
advantage of awesome sawng% \h\ndf tures T’Eqrt e to buy a fancy new handset -
just plug the one you hmhnw info the dedjvated: phtsne socket an your NBNT box. If
that sounds a bit {op-technical, yomcatj ké-t a/clear look at the NBNT equipment here. The
NBNT eqmpménﬁ, éﬁaaiomes w:hq &nsoph{mal battery backup to keep your Fibre Phone
going fatup'to fb'hours if ﬂ-:em\s a ijer outage. Handy!

SMaﬁr;ly\plﬁﬁs So you love yms.r mobile and your number, but you're no longer satisfied
Wﬂﬂ}"eﬁi’ plan. Nl},% ftﬂr,.you can keep the calls and texts flowing without having to

"—'\.

= .‘

V/

c‘ﬁmge yo orriumber.
S \M
Tviwity Fetch TV Set Top Box
arc)for sale

’.f’ wl\The 1iNet TG-789 2.4 GHz 802.11n and 5 GHz 802.11ac wireless VDSL2/ADSL2+
‘} ) / integrated modem that allows you to surf the Internet and share files with multiple devices
within your network.
1iNet Wireless Bridge
Siemens GigasetT A220 handset

iiNet PowerLine Adapter

Home Installations
Need installation help? Call tech2home

Since 1998, when we commenced as a provider of installation and service technicians on
the Optus cable network, tech? has been deploying workforces for the majority of
telecommunications organisations across Australia.

tech2 is proud of our group of service offerings. It is our commitment to delivering
leading edge, professional technology services and solutions to customers that has
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Customer Interaction Hazlett, Penny
resulted in world-class customer satisfaction (Net Promoter Scores).
In September 2014 iiNet Limited ("iiNet") (ASX: IIN) announced that it had acquired a
60% interest in The Tech2 Group (tech2) to partner with founder, Glen Powys.
iiNet noted that "The investment in Tech2 Group represents a unique opportunity to
partner with a business with a strong focus on market-leading customer service for nbn
installations, in-home audio/visual installations and desktop support.”
In August 2015, iiNet was 100% acquired by TPG Telecom Limited with tech2
continuing to operate as a stand alone entity.
Whatever the 1iNet product or hardware, our trusted partner, tech2home, is here to help
get you up and running in no time. They can visit you at home and set it all up for you or
guide you through the tricky bits over the phone. The team at techZhome lm’\‘@l thmgs D
tech so much that they can connect your entire home, not just your mode;g. \ \1" (x
What's the point of having shiny gadgets if you're not getting the mpst Bufaﬁlhem? Yu{lr | D
techZhome tech can help set up your new iiNet broadband servige nwﬁenf home nthﬂIR /
and Fetch. They can also help connect and configure yom;ﬁhoma bf 3 mtemef%;ad}' i
peripherals such as smartphones, tablets, smart TV,s, Jg,t:,\qmsoles,ﬁ PG&E;}‘!{%S and
more! . R ) J. o L f

,fun\x P\ N

techZhome can help set up a secure ww’“icﬁ ﬁﬂt}-‘rork n}nt}g u>id ensure your
wireless-enabled gadgets can cunﬁct to thgf:ﬁtern ';% eaﬂ' atso provide

recommendations on mtemef ;y networ(l?tihgko@lmfsatlon and speed.

P, \ N
Home network mwbeﬂavmg"’%mp,u grklow'? techZhome can help troubleshoot
and fix any ed Vi proble S so help optimise your PC or Laptop, curing
it of per&rmai'ieﬂ lmes If W need customisation, they can take care of that for
yol}-t{m \ *- A
,.f ~ '\ .f AN / o) ¥ ,-'

cnfnpu ey'll explain how you can get the best out of your new broadband
s ow you how to use your computer and other wireless gadgets. The
= thhqhnm&‘team has heaps of handy tips and tricks to teach you.

ﬁnﬁﬁ know“ (j}?h m" thlS internet thing? tech2home can help with general "net and

-'I\.-

Gregory Smith
TECHNICAL ADVISOR - RESIDENCE TEAM

Auckland Central Area Office - Visa Services, Immigration New Zealand
Ministry of Business, Innovation and Employment

Email: greg.smith@mbie.govt.nz | Ph : + 64 9 9282330 | Fax: +64 9 914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback - Did we do what we said we would do? Please email any feedback you may
have to - aucklandbranchfeedback@mbie.govt.nz

20/12/2017 - 7 of 8
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Date/Time Created: 01/Jun/2017 04:21 p.m.
Officer: Stansfield, Matthew

Branch: iBranch

Type: Application Notes

Appin #: 15948910

Application Type: Information request

Application created

20/12/2017 1ofl



Customer Interaction Hazlett, Penny

Date/Time Created: 01/Jun/2017 04:26 p.m.
Officer: Stansfield, Matthew

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

#0IA-S
&,
Tender date:1-Jun-17Due date:30-Jun-17 Prat \w;: N\
D A A v el "
N AN
Information requested: ) \ = N

Michelle Yang (Immigration Officer - Residence T . \
Office) and her supervisor from Immigration New thl dt cte: Annbunced
site visit to iiNet New Zealand AKL Limited Qﬁa(tqd at] 7'City M dand on 13
April 2017. During this site visit, they s ﬁ}a'élf as weLI \as Qgﬂjf' Jones - Contact
Centre Manager. We request under thexm\?lnfommo y}‘m 1982 transcriptions of the
notes taken by Immigration New Zgaland Wrtz regard ‘th@fe:bpﬂnses that were

provided by us during the mﬁeﬁ‘qg‘ﬁs]these qo!;ts"‘atlb\b utilised as responses on our
Employees' residency ﬁpﬁbaﬁm&*ﬂow&mﬂ \yé W;SB to review the accuracy of the notes
that were taken b hwmggﬁﬂﬂn New Zhhfand }ﬁmng this visit, due to having some serious
concerns abptrl,t ]131.2 is s /at:ﬁh af &e:ng our responses to their questions.

P = o NN
e \'¢ h?\ o o T

ffpplmi}en 15948910

7~ \Rélated IR:Urgent file?
L j&&l '8
N

= Auckland Central| Afea

20/12/2017 1ofl



Customer Interaction Hazlett, Penny

Date/Time Created: 09/Jun/2017 08:44 a.m.
Officer: Estaci, Maria

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

Final letter printed - OIA 7, Letter Withholding Information - 9/06/2017 8:44:21 a.m.

< 7
«%\3@ G \

>

20/12/201 1of1



Customer Interaction Hazlett, Penny

Date/Time Created: 09/Jun/2017 12:14 p.m.
Officer: Estaci, Maria

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

information request sent via email

From: Maria Estacio (\\;\ \ 2 H,:_—;\‘::‘{‘\\
Sent: Friday, 9 June 2017 12:14 p.m. &\ * (R
To: 'nick.b@staff.iinet.net.au’ AL \ Mt
Subject: OIA Official Information Act Request 159489 - ID RELEASE
EXTERNAL) AN O ) \\.}

N0 O)

09 June 2017 \-Q}./ S G\ N
" R V@@
Application Number: 1591\8%?6 W\ ) (0{5\\& g

T ::’,',\, e
Nick Braddock - &rmwlsorfi:\ ‘
iiNet New 2 Limit \d\:{;{\\v{/ N
C/o nickh@staft t.net.aq w-\-\;};}\-.b
’ :'-__IA . LY

A
Y

AN\

0 Bradd Q‘ .
t?/“ \r --"
5 (j@ al Information Act request dated 01 June 2017.

N\
=5 (I& g@tt ed in this email a copy of the site visit report, which is covered by your

Q)=

b3

4 ?Copy of Site Visit Report to iiNet New Zealand AKL Limited made by Immigration
Officer Michelle Yang and Technical Advisor Greg Smith, conducted on 13 April 2017

Information relating to internal assessment has been withheld pursuant to Section 6 (a) & -
(b) of the Official Information Act 1982 (disclosure would be likely to prejudice the
maintenance of the law, including the prevention, investigation, detection of offences and
the right to a fair trial).

You have the right to contest the decision to withhold information by seeking an
investigation and review of that decision by the Ombudsman, whose address for contact

purposes is:

The Ombudsman
PO Box 10152

20/12/2017 1of2
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WELLINGTON 6143

You are entitled to request correction of any information you believe is inaccurate or
misleading.

If you wish to discuss any aspect of your request or this response, or if you require any

further assistance, you are encouraged to contact Maria Estacio, Privacy Officer, and
Email: Maria.Estacio@mbie.govt.nz

Yours sincerely @@ @
Maria Estacio Q@

Privacy Officer

Immigration New Zealand

@
o

20/12/2017 2o0f2
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Date/Time Created: 09/Jun/2017 12:15 p.m.
Officer: Estaci, Maria

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

NOTE: THE CORRECT LETTER SENT TO THE REQUESTOR IS - OIA 7, Letter
Withholding Information - PRINTED ON 9/06/2017 N (/i

AR S
OV
=2 _CA»
E i;::;-; ) o % \.,-I'-’ .
% A\
. o kﬁ ,{f‘-::%ﬁ\\}
@\y Jing
%”/ = Ebf\;;?
P
NS
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Customer Interaction Hazlett, Penny

Date/Time Created: 09/Jun/2017 12:15 p.m.
Officer: Estaci, Maria

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

info request has been completed and closed off 2
A
NOTE: i did not receive yellow page IR from Matt S _ o) \ vx/*‘, @«
NPT el
=

a@@
NG
R P

20/12/2017 1ofl



Customer Interaction Hazleit, Penny

Date/Time Created: 22/Jun/2017 02:09 p.m.
Officer: Estaci, Maria

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

EMAIL COPIES WITH NICK
From: Maria Estacio AN -
Sent: Thursday, 22 June 2017 2:09 p.m. AX \f’: L~ (€
To: 'Nick Braddock' o AL T |
Subject: RE: Regarding OIA Official Information Act Re%’t;asi gﬁgﬂ8910 [EIN:\:\\ s e
CONFIDENCE:RELEASE EXTERNAL) i Q A I_.:_S.;)\“;\-.H;/a

f\ N ans Y )

B - \ xl'\.\_ll.l" =
P L H : i

Hi Nick, g S ‘-\._‘\._:3 N 1‘“"'5'?\\"-\‘3’

'| .- |

I would like to confirm that I ha»%irﬁ;e;vsd Your em ti H}’I/“w:ll be passed on to

Technical Advisor Greg Sr@tﬁ’ 1grat|{r@[f ichelle Yang.

l L

Frad P, "c,--h.
ff':::-?’\ II'| b*ﬁ::_.. <N ‘Q\} {S
. -.‘-r'.__.r I_:! -_.\\‘\. %
Kmf,l}}cg?{déli’?’t %\\\».\_‘_
- \ ¥ 4
MR Eatio  ~ \\~

g
Avickland Génﬁsai \Afea Office
3 "{m ‘Group, Ministry of Business, Innovation and Employment
E— F atia, Estacio@mbie.govt.nz
,f(- L%!el 4, 280 Queen Street, Auckland CBD
_ PO’ Box 76895, Manukau City, Auckland 2241
Web www.mbie.govt.nz

From: Nick Braddock [mailto:nick.b@staff.iinet.net.au]

Sent: Thursday, 22 June 2017 11:57 am.

To: Maria Estacio

Subject: Regarding OIA Official Information Act Request 15948910

Dear Maria,
‘Thank you for providing the notes that contain details of what was recorded on the

unannounced site visit by Technical Advisor Greg Smith and Immigration Officer
Michelle Yang on 13 April 2017.
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Customer Interaction Hazlett, Penny

We consider that the information recorded is substantially inaccurate. We ask that this
inaccurate record not be applied to any pending or current.residency applications, as the
wrong basis for decisions may be being applied, and that the assessments being made are
tainted as a result.

Furthermore those residence applications currently under processing should be halted or
alternatively the recorded information should not be applied until this matter is resolved.
iiNet is currently formulating a response with corrections that are required to the records
that are held and being used by Immigration New Zealand. .

< P
. . {’\\\x F i I \
I would appreciate a formal response to our concerns. AN N o
'-1'. (\"'\\-B '\_-l:" r".\ I 1.\ .I-"I )
— 'y % g
KoL T o BN
Thanks and best regards, < /:“ ¢ ALy L(\
I' r"' .n.l".' = oy
Y V_. p Fa w4 Y >

Nick Braddock { ) ‘\ o ( ()) v
Senior HR Advisor QT A \« =
Level 5, 7 City Road, Auckland Centrhl fu ltiand lﬂl 135

ph: (09) 909 7916 ext: 9716 M@“&z 5&207 o \E\" wf”
email: nick.b@staff.i 11% nirj,ay\ \/ _ \ :

20/12/2017 2 of 2



Customer Interaction Hazlett, Penny

Date/Time Created: 22/Jun/2017 02:09 p.m.
Officer: Estaci, Maria

Branch: iBranch

Type: Application Notes

Appln #: 15948910

Application Type: Information request

EMAIL COPIE SWITH TA MATT S

~
- -_’__n\.
L
From: Maria Estacio \\? = N\ \
Sent: Thursday, 22 June 2017 2:07 p.m. /‘,'\ il _) Y\
To: Matt Stansfield ,,.} =7
Subject: RE: Regarding OIA Official Information Act Re@ﬁe&;\b 15948910
CONFIDENCE] 3 ‘/Q\‘\r \9 b 0\)
. -"r'"“»\\\\\ i / /
Ok, will do. AR AN
{x\'\ ) 3' \V o\ I '\/\,3
Thanks. 1 1_._,-*‘_'-\ I"x,_'_'_':.-’ II__,ﬂ__ "."lx"l ol
AN\ ‘5l O\ W
F /:} ‘ u)__'},\ w }-J E
Kind Regards;”, | DS \f\i\»;
Maria : r:’j »g,".s' < ‘~: ‘:\ )
Privaey Off
\.@1@1@{ entralrﬁ:ﬂ;\glﬂ'iﬁe
‘gﬁm tlo iStry of Business, Innovation and Employment
-mall o@mbie govt.nz

Ley B ueen Street, Auckland CBD
/Féilaax 76895, Manukau City, Auckland 2241
“i@b Www.mbie.govt.nz

©®©

From: Matt Stansfield

Sent: Thursday, 22 June 2017 2:06 p.m.

To: Maria Estacio

Subject: RE: Regarding OIA Official Information Act Request 15948910 [IN-
CONFIDENCE]

Hi Maria,
No need to raise any separate request at this stage.

Can you just acknowledge to Nick that we have received his request, and that his email
will be passed on to Greg/Michelle (I'll forward it to them).
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Customer Interaction Hazlett, Penny

Kind Regards,
Matt Stansfield
TECHNICAL ADVISOR - PRIVACY TEAM

Auckland Central Area Office - Visa Services, Immigration New Zealand
Ministry of Business, Innovation & Employment

Feedback - Did we do what we said we would do? Please email any feedback you may

have to - aucklandbranchfeedback@mbie.govt.nz A
‘i '.:"_-
Opening Hours for Public \1;'\" ; \ i 2 I;’;_ﬁ
8:30am - 4:00pm | Monday, Tuesday, Thursday and Friday ok A, '-._\ Wi A\
10:00am - 4:00 pm | Wednesday > A€ Q *\’ 2 Lo ,_:‘-\\ %“—*'
N WL NS q 1--.:"‘*:\ '.\

From: Maria Estacio ‘x‘ ok ¥ K‘“\H ~
Sent: Thursday, 22 June 2017 12:33 p.m. ¢ (\ :\\‘ \ - e H._O,J B
To: Matt Stansfield NS K\ V=
Subject: FW: Regarding OIA Official “[n{o&aﬂon ActRegﬁe;t }3’948910 [IN-

CONFIDENCE] LR
P '
o \ f,-- Q-‘ - 1\'-\'-.51 2
Hi Maﬁ, F = .\\ \ inﬂ:}\“

7o L _,q. )\, “’2 { 0 WD
Just want tqr t\j‘ récelved an email from Nick. I think this is about the
Slte ’Nﬂ Re 1iNet v&f’sﬁ AKL Limited made by Immigration Officer
Y:a:ﬁ'g/and T&chmdal“ visor Greg Smith, conducted on 13 April 2017. Do we

ichetle,
pake temake a qleﬁfbmg} response to their concerns?
— | T f\,-"v’
- \ §

Kf‘w"’

v f"éf'il“*{*‘-\\ > -
Eﬁd Regards, :

NS

Ot/ Maria Estacio

Privacy Officer

Auckland Central Area Office

Immigration Group, Ministry of Business, Innovation and Employment
E-mail: Maria Estacio@mbie.govt.nz

Level 14, 280 Queen Street, Auckland CBD

PO Box 76895, Manukau City, Auckland 2241

Web: www.mbie.govt.nz

From: Nick Braddock [mailto:nick.b@staff.iinet.net.au)

Sent: Thursday, 22 June 2017 11:57 am.

To: Maria Estacio

Subject: Regarding OlA Official Information Act Request 15948910

20/12/2017 20f3



Customer Interaction Hazlett, Penny

Dear Maria,

Thank you for providing the notes that contain details of what was recorded on the
unannounced site visit by Technical Advisor Greg Smith and Immigration Officer
Michelle Yang on 13 April 2017.

We consider that the information recorded is substantially inaccurate. We ask that this
inaccurate record not be applied to any pending or current residency applications, as the
wrong basis for decisions may be being applied, and that the assessments bemg made are
tainted as a result. A 1:,,}

AN

Furthermore those residence applications currently under processi @] &‘halt d t{/

alternatively the recorded information should not be apphed this matter i is res E o

iiNet is currently formulating a response with correctio at afq‘gequlred Lta t ﬂ;lh re Q
e

that are held and being used by Immigration New \ E,_/_A > } o
)\
T W
I would appreciate a formal response to ourm@&ﬂ% A~ ? \ \K*’
(.;\ % 'j ':l R A E .x N b
L N H‘;\\ \ [
Thanks and best regards, e {“ Q ) )\\\ A% .
:_'.'-._"'. e ‘-\/
Nick Braddock r*- .;.—. 2 ;I’ O \\
Senior HR =
Level 5 ;:f Aucklam:‘roCm Auckland 1010

ext; 9716 \Mob: 021 356207

%\ .ﬁigﬂta‘u
ﬁ/@:’% %

O
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Customer Interaction Hazlett, Penny

Date/Time Created: 29/Jun/2017 03:18 p.m.

Officer: Smith, Gregory

Branch: Auckland Central

Type: Client Notes

Client Id: 38933171

Client Name: IiNet New Zealand Akl Limited, Laura Helmhout

Dear Nick

-~
-"'.'-

Thanks for your email and taking the time to clarify the tasks and duties r%ﬁﬂy your- «
staff at iiNet. If you can provide me a word document of the PDF Iy Ibe ?tb!é to say 1f|e B
document directly into your business client number in our syv\r.e}q In @e mear}nmé Tgwﬂr* :
disseminate this document across all the Auckland lmm;ﬂrﬁg Qffices today. 2\ if =+

obliged to consider any and all information pl'OVN{ﬁ;j]?‘hSa o anglipltcah b:mg

decided. (mkxg \ v’l AN ‘aJ
N~ AN\ =
Once again thanks for your email and faing !,ﬁehtlme tm:lh.l‘rﬁ* t?@tasks and duties
required by your staff at 11Ne} Vo (‘ N \ \ }LJ
Regards : l._j-'j:‘ \ 4 ry (‘) f\\L
b _,. p) \ | 1/
.-ﬂ i < -‘:_;
/"
Gregory. Smn.h() AN :‘Q N
Tﬁgmmcm}mwsok R&smm CE TEAM
‘L o
ﬂg’fi L&a’;&@:@%ce Visa Services, Immigration New Zealand

st%{ifBi $ Innovation and Employment

\:'l. \
x'\_,-r"

‘Eﬁ'aﬁgggréé .smith@mbie.govt.nz | Ph : + 64 9 9282330 | Fax: +64 9 914 4118
r Pﬂ Box 76895, Manukau City, Auckland 2241 '
I"a II'M_-'L
Feedback - Did we do what we said we would do? Please email any feedback you may
have to - aucklandbranchfeedback@mbie.govt.nz

From: Nick Braddock [mailto:nick.b@staff.iinet.net.au]

Sent: Thursday, 29 June 2017 2:10 p.m.

To: Greg Smith

Subject: FW: Request correction to site visit notes - re OIA 15948910 [IN-
CONFIDENCE:RELEASE EXTERNAL]

Hello Greg, happy Thursday to you.

Are you able to please advise the process of correcting the site visit notes, and also what
will happen to pending/current applications which are being processed using the notes in

20/12/2017 1of3
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dispute?
Best Regards,

Nick Braddock

Senior HR Advisor

Level 5, 7 City Road, Auckland Central, Auckland 1010
ph: (09) 909 7916 ext: 9716 Mob: 021 356207

email: nick.b@staff.iinet.net.an

D
From: Maria Estacio [mailto:Maria.Estacio@mbie.govt.nz] ALED P
Sent: Thursday, June 29, 2017 7:46 AM ARENZ N
To: Nick Braddock L2 '\ Ry~ p'\( R
Ce: Matt Stansfield; Michelle Yang; Greg Smith O N ot
Subject: RE: Request correction to site visit notes - re GL&;‘S{}IE 10 [IN< \l\ ﬁ\ Ly
CONFIDENCE:RELEASE EXTERNAL] \ \ \
91 O»
Hi Nick, ﬂ f:;\:‘-‘: 1 AS %
W)W

I confirm that I have received ycur. ema}l 1’61 notﬂl}r&%&uj what to advise you on the
process from here but I he stnp }.ldé our Tacﬁﬁt &Iﬁﬁ\}isor Matt, Immigration Officer
Michelle Yang and Teg Vlsor ‘it ‘this email to inform them about

your email, I thm{:.the‘y ﬁtﬁrlse &lﬂe process.
A \\ "'f % WQ \
X T %

r

AN

- i },,»\,\v < 45
15’4111& f,‘gards \"' \\
Mﬁﬁﬁ EStﬂ-Gi bﬁ >
an%\{ﬂﬁic x}'t |
1 Area Office
X ﬁnmrﬁrahon Group, Ministry of Business, Innovation and Employment
./'{ﬂ ‘l "\ Esmail: Maria. Estacio@mbie.govt.nz
\ "/ Level 14, 280 Queen Street, Auckland CBD
PO Box 76895, Manukau City, Auckland 2241
Web: www.mbie.govt.nz

From: Nick Braddock [mailto:nick.b@staff.iinet.net.au]

Sent: Wednesday, 28 June 2017 3:11 p.m.

To: Maria Estacio

Subject: Request correction to site visit notes - re OIA 15948910

Good afternoon Maria,

Please find attached a document containing requests for correction of the site visit notes
that were taken during a site visit to our premises on 13 April 2017 by Immigration

2071272017 2 of 3




Customer Interaction Hazlett, Penny
Officer Michelle Yang and Technical Advisor Greg Smith. I have also posted a copy to
your postal address.

Could you please formally acknowledge receipt of this request and advise on the process
from here.

Have a great day.

Thanks and best regards,

Nick Braddock \ 'ﬁf"
Senior HR Advisor \) \ <
Level 5, 7 City Road, Auckland Central, Auckland 1010 ‘* v

ph: (09) 909 7916 ext: 9716 Mob: 021 356207

_)
email: nick.b@staff.iinet.net.au @
@O

www.govt.nz - your guide to gmdmg &\ua:ﬁg N@Cgiﬁl govemment services
_,.f' ot

Any opinions express majheisage anly those of the Ministry of
Business, Innovat[ﬁ,ﬁ: \pfo es’?sage and any files transmitted with it are
conﬁdentlal f the Q} iim!nded recipient. If you are not the intended
recipien (:QI' n Tespansi elivery to the intended recipient, be advised that
you essa‘g error and that any use is strictly prohibited. Please
tﬁh sende e message and any atfachment from your computer.
"'T : : \ \ll.a-‘
#.53%\":{/} -
('i—-';\a "--.f-
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Date/Time Created: 30/Jun/2017 02:50 p.m.

Officer: Smith, Gregory

Branch: Auckland Central

Type: Client Notes

Client Id: 38933171

Client Name: IiNet New Zealand Akl Limited, Laura Helmhout .

Dear Nick P

("
Not a problem I think we have a registered copy of Adobe Acrobat o1 lmb c&\é&;ﬁTCs I-

will be able to use to copy the PDF, it will just take me some tim eNf up-T would | \\ \.':-"-

suggest that you do provide your correction note mformatlon*gé_ all your emp].oye 3
Immigration Lawyers/Advisors so they are informed of.\uﬂéiufor\ménon that“mg}} Hl_:f L

them. 6\ {,{;‘* P ‘{“ .
£ | N f'
{_’d"\-.}x \\ ___/z ___z"-:: -._O__z“l
Many Thanks R A —
A LTS NS
\ 3 | N Y"‘"-. | b '\-\.:\"‘-‘"J
B e | b '\\ I| (_.-"u-'
ACTCNY T \ g--.ﬁ. 1\‘-3,5.;
Gregory Smith ) YRR

TECHNICAL ADVISGI;R Rﬁﬁﬂaﬁwcb ::kaﬁ
Auckland Cg:jf .ﬁrﬁa E]ﬂice Wsﬁ S;mr‘lccs Immigration New Zealand
Mlm vngjsd Innovﬁ“tmfrahd Eﬁployment -

g&g’sml mh;bgavt ni | Ph : + 64 99282330 | Fax: +64 9 914 4118
76&9 {uka City, Auckland 2241
‘\ \L
dﬁ&k wDid we do what we said we would do? Please email any feedback you may
ha,s tﬁ' aﬁcklandbranchfeedback@mble govt.nz

From: Nick Braddock [mailto:nick b@staff.iinet.net.au]

Sent: Thursday, 29 June 2017 4:36 p.m.

To: Greg Smith

Subject: FW: Request correction to site visit notes - re OIA 15948910 [IN-
CONFIDENCE:RELEASE EXTERNAL]

Good afternoon Greg, hope all is going well.

Unfortunately I have not saved the word version because word can be modified after
being sent to a receiver. I could use a PDF to word program if you insist on having a MS
Word version, however. Just let me know.

Please note that I will be providing the requested correction of notes information for any
of my employee's Immigration Lawyers, should they request it from me, so that they are

20/12/2017 1of3
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» Customer Interaction Hazlett, Penny
aware of the specific points that we have made.

Best Regards,

Nick Braddock

Senior HR Advisor

Level 5, 7 City Road, Auckland Central, Auckland 1010
ph: (09) 909 7916 ext: 9716 Mob: 021 356207

email: nick.b@staff.iinet.net.aun

From: Greg Smith [mailto:Greg.Smith@mbie. govt.ms} H <

: N\
Sent: Thursday, June 29, 2017 3:18 PM AN S ke ,..af;:. @ w
To: Nick Braddock %ot N
Subject: RE: Request correction to s1té\v1§1 B&s rq;()!& 159-‘5\3‘}10 [IN-
CONFIDENCE:RELEASE E}{ %I‘} ; R J a\ \LF
D N.k _‘.(vr"__r ‘\ ‘-LJ- .-
ear Nic F sty s O S \\ ‘\_
‘ _,._\_Il >3 1\’/ ,-‘ .-* {0
Thanks for y i h’ N&Td t ﬁ> me 10 clarify the tasks and duties required by your

staff al{'l\:et\ 1!.1’ can priﬁ-i\ b‘:r{i\: a-word document of the PDF I will be able to save the

}0 !WH digectly 1n§o\(you.r ness client number in our system. In the meantime I will
e thls mentacross all the Auckland Imm1grat10n Offices today. INZ is

‘\n‘ﬁhibd to,elans‘hder’ any'and all information provided to us prior to an application being

demd,%\f ]\ S

m".\ \'\ ./

*’; Ciﬁéﬂ gga[%] thanks for your email and taking the time to clarify the tasks and duties

(O H ﬁequlred by your staff at iiNet

\*_

Regards
Gregory Smith
TECHNICAL ADVISOR - RESIDENCE TEAM

Auckland Central Area Office - Visa Services, Immigration New Zealand
Ministry of Business, Innovation and Employment

Email: greg.smith@mbie.govt.nz | Ph : + 64 9 9282330 | Fax: +64 9 914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback - Did we do what we said we would do? Please email any feedback you may
have to - aucklandbranchfeedback@mbie.govt.nz
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Customer Interaction

Hazlett, Penny

Date/Time Created: 05/Jul/2017 01:11 p.m.
Officer: Guo, Betty

Branch: Northern Region Documentation Branch
Type: Application Notes

Appln #: 15948910

Application Type: Information request

RECEIVED: 04/07/2017
FORWARDED TO: Maria E - iBranch
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Customer Interaction ' Hazlett, Penny

Date/Time Created: 27/Jul/2017 04:00 p.m.

Officer: Smith, Gregory

Branch: Auckland Central

Type: Client Notes

Client Id: 38933171

Client Name: IiNet New Zealand Akl Limited, Laura Helmhout

28 June 2017

R 2
Maria Estacio ,f-}f‘-.::':\i\{ . r-'-(“;""x\\
Privacy Officer AN S ( C 'J,:] >
Auckland Central Area Office GL ¢ \ NN
Immigration Group, Ministry of Business, Innovation ployment  _~\\ |
Level 14, 280 Queen Street, Auckland CBD AN AV f--;_;j-j_j;;---‘i N Y

W

PO Box 76895, Mamukau City, Auckland 2241 \\) )\ ﬂ% 3

¢ X\ (o
AN A\
\, \\ D% i,—ﬂ\ b_‘,_h‘;.\"

<N = AN

iiNet New Zealand hereby mﬁ@ﬁtq__g gi:orrectigrgj{@{lﬁbéité—#:sit notes that were taken

Dear Maria,

<

during an unannounced ¥isit {o oy premises dn 13 April 2017, by Immigration officer
Michelle Yang and-ffg\k@@_ﬂi*-sﬁbewi;ﬁ{;{Gré};\iﬁiﬁith. We have a number of unresolved
issues regardin@ the'notes taken diring the Visit/interview which contain a number of
inaccuragies, which appear to.ba having a detrimental effect on our employees who are
app}yiﬁﬁ/ O rési ency. Additionally we wish to add to the notes further information that
i's \_:ﬁiﬁ . nmdead—g\h@ld the notes continue to be used to assess applications from our
SNGe Ve

On, e %&ﬁ_gi? notes that were provided to us under Official Information Act request
*I;Sﬂ#k v the first inaccuracy found is with regards to the actual times that were recorded
/7~ brithesite visit. The notes state that the meeting took place from 10.00am to 11.15am.
'( 'Ths is substantially incorrect. The site visit commenced shortly after 9.30am and

" continued up until lunchtime (around 12.3 Opm) - it was closer to three hours' in total, not

one hour and 15 minutes as indicated on the notes.

No record was ever provided to iiNet New Zealand Limited until we requested the site
visit notes under the OIA request. We were not presented with any of the findings of the
site visit and at no time signed any declaration about the site visit notes being true and
correct. Overall, in our opinion the notes taken contain selective snippets of the
conversation that took place and miss out important information provided to the
Immigration New Zealand officers. As a result we strongly believe that the notes held
should be completely disregarded when assessing applications, and that assessments
should continue as they were, previous to the site visit.

Corrections/additions/clarifications requested to site visit report

1.Currently stated:
20/12/2017 10f9




~ Customer Interaction Hazlett, Penny

Tec Support

70 Sales Persons including manager

3 main areas of specialization fall under Tee Support:
Faults ;
Provisioning

Fibre

1.Correction requested:

Firstly, please note that sales are not part of our Technical Support department.-e.g ICT

Sales Representatives is not part of the Techinical support department. W&(;qﬁgst that the &
notes are changed to: VRN o

Our main group of Customer Service Representative's (CSR's) fatl+ w;\ﬂnn the \T/ec céﬂ s
Support Department - i.e in our Technical Support Contactfgyt;[e T};ﬂse em oyeé}gzaﬂ'; i
also required to respond to billing enquires, which makétqp hppmkjmatelyl Qb\of"l tﬁelr

—

calls. Additionally there are 3 specialist areas (se@c amﬁ ”O‘“ S -

Faults Y i

Provisioning . x} N AN A \ \_ "

Fibre N\ ‘~J a\_; A N
SO

2.Currently stated: i f”o LN

Majority of customers @i,j{l'*fe ‘m‘tﬁféﬁ not primarily call customers unless

previously conta ﬂl:L ‘use HP ia (3 Knowledge base system, written by staff) an

online ency t%% ﬂée when troubleshooting during common calls.

\rg‘questedrm the M?tjve notes as discussed in the site visit
c; n;P h&j&ﬁ ot an q);‘h@ﬂsw.vg list of troubleshooting steps, because we cannot foresee all

4'{3 ‘aeii ba@aﬁi' customers, nor do we know what products (devices/equipment
efe. ) ) Qux i: E]\CIBJUSC in their residence. We also do not know the customers technical
ex ’fevcl is and need to tailor the suppoit provided dependent upon this. As

2 xf":x slainedin the meeting, our staff need a good level of technical knowledge, usually
i xg ined through study and they cannot rely on iiPedia for all the answers. Ultimately it is
- /' /the technical ability of our Technical Support CSR's that solve our customer's technical

~ issues that they are experiencing - not iiPedia.

3.Currently stated:
Faults team provide support to clients when they call up utilising the iiPedia
encyclopaedia, dealing with Common calls/troubleshooting any device.

3.Addition requested to the above notes:

iiPedia does not contain an exhaustive list of all faults troubleshooting steps. We are
unable to forsee every reason why a fault may occur in the network. It is the technical
ability of our Technical Support CS R's that solve our customer's technical issues that they
are experiencing - not iiPedia.

4 .Currently stated:
The Provisioning organise services with 3rd parties, like lines in the ground, etc.
Fibre Team arranges for connection of fibre instillation, copper and Hybrid fiber-coaxial
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Customer Interaction Hazlett, Penny
(HFC), dealing with companies like Chorus Australia (NBN company) and arranging for
technicians if they need to attend a client's house.

4.Further explanation -Correction requested

The fibre installation company in Australia is called the "NBN Co" - Chorus was given as
an example because it is the equivalent of NBN in New Zealand. Note that no NZ iiNet
employees are fibre optic technicians or fibre optic cable joiners - we provide technical
helpdesk support to our customers via our Contact Centre.

5. Currently stated
{In Australia it will be compulsory to use fibre in 18 months, The National B‘madband o
Network (NBN™) is rolling out fibre-optic, fixed witeless and satellite. t;u'e to __Cn '\

b

replace the existing broadband infrastructure with a faster and mare, mirq\h!“ brbadband' e AN D

service). = “,_‘:3 Rt i TG ._\f__if
r /; ,-—*l"“ k S R~ ‘:\\\ o
% "f'_ LY = ]
5.Further explanation: A W — \““\“ 23

It will be compulsory to use 18 months after ﬁbl@h&s ijeem/ nstalled. {p(th% g‘séugraphlcal
location that the premises resides in (e.g Ccpp:-ﬁmﬂ\be’ take uf of service 18 months
after fibre is available in an area). The fi f‘b\e It H\gut 1s not eh?émed*io e completed until
2020 so customers will contlnugtg uqe mpﬁzr unt;l ﬁh{u Hllﬁld“m their street.
6.Please see correctlonifaclﬂztm'ﬁ&{eqmre;i m:réqf f—:}r‘;t
ensuring efficient pse lications.and & equi ment
Staff must make suﬂﬂ\dﬁvlce dives (:tjﬁng s word to "Drivers") are up to date, they
need to ;aaké\ surk.\hicy are aqhmﬂhg .what the speed should be for geographical area,
They- m)dg.::take lme speﬁd te;ts and make sure of optimum modem placement.
P t@ﬂ\cqﬁ}ndertake ;ghm}_e actess using software called 'log me in' this is not iiNet
soﬁwﬁfé (3rd ~.sr.:-‘1‘&}{«'«3\1’03) and is free to download from the internet (companies are
hkﬁce fees for commercial use), customers need to provide consent
bef ﬁ use this option. They may use this option when checking internet
eeti{ms checking modem drivers or assisting with internet based questions like if a
uqﬁsrﬁ is active or even uploading a job application or troubleshoot emails for clients.
&, {u;ﬂoadlng a job apphcatlons and checking if a website is active are not iiNet job
‘requierments) Log me in gives control of the Customers computer to our Technical
Support CSR's

7.Please see corrections/additions required in red font

implementing computer networks

Staff deals with clients home networks, syncing systems, etc providing the client advice
and direction. Staff can both advise how to, or actually perform the setup of the network
for the customer (using log me in), which can range from simple (e.g connect an iPAD to
the wireless network), to the complex - Multi-Devices, Smart TV's, Netflix, and all
manner of devices (see the Internet of Things IOT).

8.Please sce corrections/additions required in red font

adapting existing programs to meet users' requirements

Can provide advice on settings etc, staff don't write code or modify existing programs.
Staff guide clients within set parameters of the product range. They don't install or
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Customer Interaction Hazlett, Penny
reinstall dos programs like windows, 108, linux etc. Remove the word DOS - it is not
relevant. Staff may adapt email setup settings and advise on Internet browser use and set

up.

9 Please see corrections/additions requited in red font

installing and downloading appropriate software

As advised above staff can undertake remote access using software called ‘log me in' this
is not iiNet software (3rd party software) and is free to download from the internet,
customers need to provide consent before iiNet staff use this option. May be required.
Staff may assist/perform with installation of licensed or freely available softw,are Again

commercial users can not just download log me in - must pay license fees.. D
A\ ‘n N .x;:.?"'_‘:'ﬂx\.
10.Please see corrections/additions requlred in red font ZENE (L WV

repairing and replacing penpheral equipment such as termmﬁ grmte“l;s Z&nd :{uodemg N—
Staff don't do the physical repairing and replacing perlgﬁe;a}\e%mpment f,lw:{‘taﬁc i]::u"
clients about their needs and tell them how to make’fhe\te - They, PEQV. vide-VolIP,
modems and star track. iiNet does not tell cust o g\hﬁ#*to m@ﬁ airs. taff will
troubleshoot equlpment and if requn'ed ai zb ﬁ:ﬂ' repI ﬁmer(t egmpment Star track is
the courier service for sending our eqmﬁm Eomc iiNe s use a satellite
service called Skymuster for ti'{cir%nlem&.eﬁnnecnnn, Wl bEﬁ#e support.
A NN ) I_...., 3 |
11 Please see add1t10:rre&gueﬁ) n‘rred fe thiswi ‘t:‘ianfy the scope of support provided)
r hr software’ ya}ﬂﬁfare problems:
tfor Tnte et%xmﬁchﬂs in relation to the products they provide.
They oan Prﬂ"{iﬂ}signdanoq. *u‘ff ‘the shelf operating systems like windows, i0S, linux
etﬁ., Fa e
< 5; arg_‘né trained. or}mablle dev1ces phones, pads etc.
\AS ﬂ? wé,' %‘Eﬁn undertake remote access using software called 'log me in' this
15 not jilYet spﬂyake (3rd party software) and is free to download from the internet,
cus e}smﬂﬂ to prov1de consent before iiNet staff use this option.
< 'R@w/nmﬁg to mqumes about software and hardware problems with relation to internet
\\-;E;nntfctmty is the major function of a Technical Support CSR's position. Below is a list
_) ) of our service scope:
" Technical Support
Handling of technical support queries over the phone and via e-mail.
Display an understanding of the delivery method and provisioning steps for the following
services to function; ADSL, ADSL2+, ULL, Fibre, VDSL2, Home Phone, VoIP, NBN
Wireless, NBN Satellite, Mobile Voice and Cable broadband.
Assess, the hardware requirements for the above services, organize the delivery of the
following hardware for customers; Cable routers, ADSL/ ADSL2+/VDSL/Fibre modems
and routers, wireless network bridges, telephone handsets and power line adapters.
Assist customers with the installation and setup of hardware, including local networking,
wireless networking and VoIP as required.
Use our 4 layer OSI model in conjunction with supplied diagnestic tools to identify faults
with internet services. Display a clear understanding regarding the use of these diagnostic
tools: LogMeln rescue (remote support), NBN Portal (Fibre provisioning

|
‘u
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Customer Interaction Hazlett, Penny

and diagnostics), DSLAM tools (ULL and ADSL2+ port and line diagnostics), Linux on
line ordering (Checking raw cable data and provisioning codes for Phone, ADSL2+ and
ADSL), ULL Dump (ULL line data and provisioning), Radius logs (tracking
authentication attempts), Traffic usage (Tracking data usage) and VoIP tools (VoIP
provisioning and diagnostics).

Provide technical support to a range of software, applications and hardware, refer to the
support scope below.

SupportedLimited support
OSWindows 10

WindowsB 1:’“*{"}:-;“::'

Windows 7 NN C N\
Windows Vista ,{/{ﬁf}(" -:Eﬂ}}-’” R .:rf{?"_'}r,}\
Windows XP oy \\\f_ e T,L“ix\_
Windows 2000 D T, 2
Mac 05 X 10.4.11 and above Android ATNCAY T AN

i0S {iPhone/iPod/iPad)Windows CE  _ (\\D) )V ()W

Other Mobile OS including \\ixi\:\ R ,\%Hf

-Blackbcrry :,‘ \"l,lx\‘-‘” = - rub.\*-ﬁ_j*\:_'-,

-Palm Linux gert o, NNES ~IN\ 7 ~

EmailOutlook 20) AN

Outlook Express AN AV {\O{ul :

Windows Mail  ~ = )" 5[ ())V

Mac Mall .x'",:j" | b_:_‘::. = ‘_\‘.-\Q_\H..I_:,'.--.__ ey

Thundegbird\ "7 ,L) Al

Virugesand. vifus staining software Email accounts from other providers Sending

e, WebmailFireveally_,
(DA

VR _\.’}\. |I - w
a\ﬂEC'hI?Q § % r;";.\l’f-l‘J
Email thles -/

backing up email or contacts
“-ngi iltering applications

, il server software (e.g. mDaemon, Exchange)
BrowsersEnsuring the customer can view webpages

Ensuring they can access secure pages (webmail, Toolbox, banking, etc)
Web Accelerator configurationFirewalls

Download managers

Netflix

Configuration of Linux gateway/firewall machines

Non-supplied accelerator programs

Non-HTML software {flash, shockwave etc) Application issues
HardwareModems that iiNet have now or in the past soldApple TV
ChromeCast

Airport Express/Extreme/Time Capsule Fax Machines

Printers

Scanners

Dial UpMaking and maintaining a connection

Troubleshooting issues
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Ensure modem software is installed Entering connection settings Entering DNS Settings
Troubleshooting connection issues Reinstalling communications if needed

Creating desktop shortcuts to dialler if neededModems not certified for AU/NZ Modems
under 28kbps

OS dialling software

Reinstalling connections

Network connections

DSL ModemsEnsuring DSL connects and works Ensuring speed is correct

Providing troubleshooting

Ensure at least one telephony device works at the same time as DSL Ens fi:g,/modem
software is installed Ensuring the customer’s IP routes correctly on ou uﬁtwb.r

.a-"\_ \\_-"

Wireless setup and securityModems not provided or recommendgd yus P | ¢
Networking of modems f—\;‘ NS ' ’;,, N
Issues with particular telephony devices Firmware upgrﬁdf& ‘Gf a:u;;F modcqi Iutémq "
networks I LANs N\ / W\
WirelessWireless Connection ta One PC or ,M.@c\“ N j 0 \5 ’

Belkin Generation 1 and 2 and BoB ere{ésg'ththE sold/b'g ﬂﬁ\f\ﬂgear DG834GV
and DLink G604T Routers sold by n‘¢¢h \ D A\ b\ D

iiNet Wireless Extenders 77— N ' A

WPA/WPA2 SecurityM {Ji.'l s not h&s ough iiNet

non-iitNet Mobile Ph: w 's G@&?ﬂ%es {Wii's, PS3's etc) Wireless
extenders/gatewag’s /f\ em'

Domains Hboxe :§$ oolbox

Sendi and‘{ﬁ ing email hﬁmgﬁmnmn email addresses
1 ain web spateWeb page configuration and coding

' nfiﬂri erver m web, email etc)
PHomeM i hQ ng calls
od g ults- e applicable Ensuring add-on packages working correctly

lware issues where iiNet has supplied the hardware (eg 808).
pﬁon€ handset issues where the customer has phone with us, and has a handset rental
ﬁarge on their monthly invoices.All other telephony hardware issues
'VoIPMaking and receiving calls
Lodgmg faults where applicable Ensuring add-on packages work correctly
Configuration settings for modems Troubleshooting supplied ATAs Telephony hardware
issues where iiNet has supplied the hardware (eg 808).All other telephony hardware
issues
Non-supplied ATA hardware
Non-supplied software
FTP Accessnsuring the login details are working
Ensuring public access to siteConstruction of pages Uploading of pages
Site issues
Debugging/problem solving
CG I/PERL/HTML

. iPassDia/up connectivity Troubleshooting connechwtyBroadband connections Ethernet

connections
Wifi connections
SMSSending SMS/MMSSending SMS to premium services
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12 Please see corrections/additions required in red font
determining software and hardware requirements to provide solutions to problems
Staffs needs to look at the correct product to provide the client, what modem is the best
fit, utilising Vol P, understanding client's home network requirements and issues for a
recommended best fit. They also monitor alarms. Then need to ensure that monitored
alarms are taking into account when doing troubleshooting and determining hardware and
software solutions. iiNet do not monitor alarms. Monitored alarms need to be taken into
account with a customer's set up as they can influence the products and services the
customer can use.
The Australian market is more complex than the NZ market in terms of Flb:e@;unnectlon P
They provide VoIP, modems and star track (Sky Muster Satellite), /ﬁn{&‘al\a’ ygu can ;H{f \ "*\
provide fibre to the home, fibre needs to run to node locations befefeconsettion to 5 KTy
houses. Some locations in the outback have no cable and neg;d’ satellhéxcénnecuong tgu q} i
the new startrack Satellite option that iiNet sell. Star t'r:g‘ Tm:ler ser’m‘c fnqt l' r'“"'
relevant. Not correct. Fibre to the Home is only ong-48:
Technology Mix" used by NBN, which also mc I;mar 0 th;@aﬁé I;;*}D Satellite
and Fixed Wireless. R 3\ \ —
There is also an iiNet Business team Who df: kwuﬂ b é;sI)SQﬁ\gtal subscriber lines
and fibre products, they can pro @;staﬁ;’ ad res aswaim troubleshootlng

A

Products they offer are the sgme ahi gh ;éd,twn more expensive. Business
customers are more nm%’cm\e@”l & ork@ come more complex.

13.Please se;gan&phg@?ﬂédl }on% red font

Tra1mng~ oV A A\

atory;equﬁ*eltm)ﬂ Tike quahﬁcauons and work experience to undertake
.- ﬁk; \qu;ﬂhm i} et. Gcoq Ciistomer service and a technical interest with a good
‘ﬁpﬂnﬁé are psé‘ﬁe e, 'L.-aﬂ centre experience is preferred.
ﬁfﬂkes e trained into billing team, training into specialist teams takes about 6
wl";g 'and 12 week reviews.
¢ ﬂct‘f:*.rhat was discussed was as follows:
Nf sgﬂres the position description with iiNet sites worldwide - the qualifications stated
,bn’ the Position Description are Australian qualifications. The recruitment process for
" Technical Support CSR in NZ is as follows. We screen applicants for at least diploma
level ICT qualification. This is because candidates need to understand ICT theory and
internet complexity. However if someone can demonstrate a strong IT aptitude without
qualification, we will consider them
(could be via a hobby or volunteering -e.g the person who has a bank of servers at home).
Also we screen for Customer Service experience as they need to be able to confidently
talk to a wide range of people.
Training is as follows: 2 weeks in the classroom for billing and product training and an
additional 2 weeks for technical support (troubleshooting). This additional 2 weeks is
usually done after the CSR has spent 1 month on the phones doing only billing calls.
Please note that before we allow Technical Support CSR's on the phones answering
technical queries, we required them to pass a technical support ups kill assessment. A
candidate without ICT knowledge is very unlikely to be able to pass the assessment. To
be:considered for a specialist team a candidate would need 6 months iiNet experience
minimum. We run a probationary period of 12 weeks with reviews at the 4, 8 and 12 week
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periods.

14 Please see corrections/additions required in red font

ICT Customer Service Representatives - {ICT SALES REPRESENTATIVE)

Set up last year by Garry Jones to sell internet connection, modems, mobile sim cards,
Fetch TV and other internet products and services. Incorrect - Garry setup the iiNet site
in 2006.

15.Please see corrections/additions/Clarifications required in red font
acquiring and updating knowledge of employer's and competitors' goods and .‘:-EI'VICCS and
market conditions AR - e,
iiNet try and match products and services agent the competition. 11Ne*<dg.ns {kﬁtfﬂv’ to S\
match competition products and services - iiNet aims to providedhe'p duttsand__ f: A\
services to match the cystomer's needs. This is done at an mg@auagal Ieve],,(uNﬁ'b S g
marketing) in Australia and not by individual staff mcm{ﬁ}Sw Ever CSR: qu ftdgﬁ:st
to hear about the competition and feed it back to m?i; h\mﬁzﬁ‘ﬁrrect rjihg m,products
and services are determined by the Australian.b Ed k'éim g{m éntion team
deal with clients who want to leave prov1dlﬂg‘ﬂ1w and mat éalrﬁﬁcludmg their
discontinued product and new producé \thi 3‘_‘511 proy.tﬁ m%and match deals also but
on current product ranges. ? Retgaﬂ'!}n fedn tries \%;e&p iiNet customers from churning
to another provider, finds oUt’ ha;,lhey are Iﬂﬁkm far| anid puts together a package based
on this. Nether put thp: Ea%k\a Eogeﬂn:z"ﬂlrsu&“dqne by marketing. The ICT Sales team
need to keep u th omp@!jio n{fmjng by researching competitors goods and
via enqulrlcus wiah\/ mpetltor ;uk{‘qmq’s —
- \\\“
1& ‘“eorrectiqns/adﬁmcns requlred in red font
C @é;nmg}ﬁ“ emplwu:% IQIjE.OOdS and services to existing and prospective clients

geal‘t wi h)i'\ eiemlbn team, clients shop around; they answer the call from existing

1ent$lg lone through the phone. New clients go to the general CSR as a first

ﬂah;ﬁ'ls the client does not specificaily request an option. iiNet operate a "follow
ﬂ;ﬁ; sﬂ.n" ‘model with offices in NZ, OZ and SA so the contact centre is always open.
f‘ 'ﬁ,:us‘fs the primary.-purpose of the ICT sales team: to promote services to existing and
L P

prospective customers. The NZ contact center is open 8am to 8pm Monday to Sunday.

New clients go to a dedicated new sales team but the ICT sales team also answer these

calls during busy periods.

17.Please see corrections/additions required in red font

Contact centre team may do 2 tasks however negotiating prices and credit terms, and
completing contracts (suite of products and broadband spectrum) are put together by the
iiNet marketing team in Australia. Terms and conditions of products/services developed
by Australia. NZ CSR can negotiate free offerings, reduced or no contract terms. They
advise terms and conditions, go through the customer relationship agreement and
customer relationship guarantee and finalise/complete the contract.

18.Please see corrections/additions required in red font

Following up with clients to ensure satisfaction with ICT goods and services purchased,
arranging modifications and resolving any problems arising

Staff do follow up calls primarily in retention, about 20% of calls in iiNet are outbound.
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Staff follow up sales but not just in retention and solicit customer satisfaction via surveys
along with resolving any issues or modifications required (often with Technical Support
team assistance)

19.Further comment added

Information gained from online research on their website and the website of Tech2

We believe that the information listed below this heading shows how complex iiNet 's

products and services are which demonstrate that working in our contact centre's is not a

simple job that can be done by anyone off the street.

20.Salary Levels -Note -this was not recorded during the site visit, ff“ '/'1

a.A number of our Employee's residency PPl's/ residency declines are. | stﬁl;hlg t.ﬁaﬁaur staﬁl, \\
are currently being paid considerably below the market rate, and that § ou ara \hsmg twol f \2
sources for the salary information - NZ Careers Website anc{/’p@ ca]g}j We b¢11em’f:*1§ml
these sources are not official, and that information abo fs&? é‘m@els can unly Ea T

-\.\_.A

obtained from Statistics New Zealand (whlch 1s ohl mﬁie 20 ammus'] Market
rate salary levels range from the lowest rate rate ﬂmr Emprloyees are
paid within the range. Additionally, elgh j Lour a fZ‘?O employees

employees who hold a valid working visa - refore !,heing paid at the market

rate. So the basis for declm@g‘a}qp{ Quons due'fﬂ E%BIS’ lis'being made using
inappropriate data. -

are New Zealand citizens and/or remdents fhey arzj{ald‘ﬁ,h thgssame basis as our
&

st d LY ". | L }'
Againasa rcspl-‘t "1): &fe visit nﬂf‘es mg 5ubstant1ally inaccurate we believe that the
notes held sh‘an!ﬁ ‘gﬁ&complctei)\:lismgmded when assessing applications, and that

assw sbbﬁfd cqntmue as.they were, previous to the site visit.
'\
V@ﬂ#ﬂmcgmf& '. \>
n\v'ﬁ

\_,.'
'; 'fﬂ-

\chk addock
}Sm‘ HR Advisor
~ tiNet New Zealand Aki Limited
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Penn! Hazlett

From: Greg Smith
Sent: Friday, 12 May 2017 3:22 p.m.
To: *Immigration - Visa Services - ACAO - Residence Team South; *Immigration - Visa

Services - ACAC - Residence Team North; *Immigration - Visa Services - ACAO -
Residence Team Central

Cc Linda Yuan; Alla Mankelow; Gabrielle Henshaw; Lauren Burton; Julie Hill
Subject: FW: Iinet ICT customer support officer and ICT support technicians nec [IN-

CONFIDENCE]
Hi Teams ‘OUT OF SCOPE™
Please find attached the iiNet PPI, this is more complex than the, rand will requwe a edltmg by |

__,-‘

10s will still need to send our employer questioners and identify what part of iiNet their C stt‘.@ ppor 5{6@ >
support technicians nec work in. They will then need to add any examples of tasks t n.fere‘r.l vithed to ther‘n e
PPL. | have included information about a company that was gained via the ii s will n est‘a r§?f|f their
clients are working for iiNet as a techZhome technician or not before usm

nform):mou\ a,cHEhome
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AN AN N

tf | have missed anything glaringly obvious please let me k\nn . \
NN
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technician’s that is included in the PPI.

Feedback | f’h TEI!Jo ib%at we said we would do? Please email any feedback you may have to -

au 2 fesdbackE@mbie.govt.nz
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iinet site report.docx {49.1KRB)
i1iNet PPI as at 10 05 2017.docx {47 .8KB)
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Application number: XX XOGXXXXX
Client number: XXXXXXXXXXX

XK XX 2017
HXHAXKEXKAX
PE 9806088889 806600850484
AXKKAKK
ARIKAREK KKKX
XK MK HKKAK
Dear XXXXKKKXKKXKK »*\<E:'f} /’{j
L A
Application for a resident visa for: (/)‘*:“/ﬁc\\,? =~ \\
. — i \ \\} 1”?\_'\__ IH-\,__F]- zl =
Applicant: D;g‘(gﬁgfﬁ;: A\ > }J
XXXXXXXX XXXXXXXXKK a’%w@’x XX 1&33{-}5} |
Pt P Wy
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R AN
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Thank you for your application fm",a{ |d‘ent vusa T'Sleﬂd figrant. We received your
application on XXX XXXX 204%.".\ ) AN

“\ i e 4
~, '__\ -'I’ '\_.__') ol
Our assessment o{‘»vdu?a piltatlnm{ (YD

We have compl }: éﬁsment ‘fpur\apﬁrllcatlon and have identified the following
Istsd

issues which rﬁay'tta g a negatm‘e]‘ ict on the outcome of your application made
under tje ﬂkl" rant Cafeghr\r C):

r ‘"\ X\

-\fﬁi bg’*rs that \cuﬁr‘,Ent employment does not substantially match the ANZSCO
I'Iptll:l-Fl- T Costomer Support Officer (313112).
m I:| ur employment creates unacceptable risks to the integrity of New

\ aimﬁ'ngratlon or employment laws.
a =
/[f Eag find attached the following relevant immigration instructions:
-#/ SM7.10.1 Assessment of whether employment is skilled
= SM7.20(c / d, you need to check when your application was lodged) Requirements
for employers

ANZSCO description for ICT Customer Support Officer (313112)

You have claimed that your current employment with iiNet New Zealand AKLD Limited
substantially matches the ANZSCO description for ICT Customer Support Officer
(313112). This occupation appears on Part A of the List of Skilled Occupations. As per
SM7.10.1(a) employment will be assessed as skilled if the occupation is included in Part
A of the List of Skilled Occupations held at Appendix 6 and the principal applicant can
demonstrate that their employment substantially matches the description for that
occupation (including core tasks) as set out in the ANZSCO.

The ANZSCO description for an ICT Customer Support Officer (including core tasks) is as
follows:



“Provides support, education and guidance in the deployment and maintenance of
cormnputer infrastructure and the diagnosis and resolution of technical problems
and issues. May work in a call centre.”

m determining software and hardware requirements toc provide solutions to
problems

responding to inquiries about software and hardware problems

adapting existing programs to meet users' requirements

installing and downloading appropriate software

ensuring efficient use of applications and equipment

implementing computer networks

designing and maintaining websites

repairing and replacing peripheral equipment such as terminals, printers
and modems

;;,;-1

may work in a call centre AL D
Pt -,» =
R \ 3
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Immigration New Zealand conducted an unannounced site E’—l%lf‘to utd t I§cated a E]t[‘,/'l

Road, Auckland on 13 April 2017. We spoke to Nick Braddack?, Sg,mor HRH or|
Garry Jones: Contact Centre Manager / Lead on Produck a@ﬂ{,the ove IF

structure for iiNet Auckland. f'x =
/ f%
The following information was gained d{ ngggh\g“s:te visit. r’ x >

]
/_,-'
_\

_.-‘

iiNet is Australia's 2nd Iargest D H“ﬁtarne\fs@m b‘gfn a\l/ | customers are based in
Australia. There are approx ?\ﬁb staff m\ill*; S Auckland Office. Inthe

Technical Support area th

In addition to billing the @2}\ ﬁ"ian
Support, they?;; é}ﬁgj,ts vnsnor{mQ

The Fa ?eam @lde sup crd}ents when they cail up, dealing with common
ca /s,r ting a@; devﬁs.e; he Provisioning team organise services with 3rd

1‘159- ines rrmnd etc and the Fibre Teamn arranges for connection of fibre
mh rid fiber-coaxial (HFC}, dealing with companies like Chorus
aha { W%ﬁhﬁny) and arranging for technicians if they need to attend a client’s
hous et Blsiness team provide the same services providing business DSL digital

s _ﬂa‘sj and fibre products, they can provide a static IP address as well as
,» —tray oting services.

alés Persons including the manager.
qs ﬂspeaallsatlon that fall under Technical
/iiNet also has a Business team,

ﬁltk Braddock advised that in Australia it will be compulsory to use fibre within the next
18 months, the National Broadband Network (NBN™) is rolling out fibre-optic, fixed
wireless and satellite infrastructure to replace the existing broadband infrastructure with
a faster and more reliable broadband service.

Staff use a Knowledge base system called ‘iiPedia’ which is an online encyclopaedia.
There is no a mandatory requirement for staff to hold an IT qualification or have
relevant IT work experience in order to be employed by iiNet. Nick Braddock advised
iiNet prefer staff that has an aptitude for good customer service and/or an IT technical
interest and past call centre work experience is preferred. Nick Braddock advised it takes
2 weeks to be trained into billing team, training into specialist teams takes about 6
months with 4, 8 and 12 week reviews. It was also noted that iiNet advised that if a
person had a greater aptitude they could progress to a specialised team at an explicated
rate.

INZ has also looked at iiNets website (www.iinet.net.au) for further information about
the business, we note the following:



iiNet lists Technical Teams which includes roles like programmers, voice engineers,
systems engineer and CCIE. These roles appear to require technical and specialists skills.
We note that Nick Braddock & Garry Jones made no mention that these roles are
undertaken in the iiNet Auckland office. Given your claim your role requires a high level
of technical skills, it would be logical that your role should fall under the iiNet Technical
Teams description however It appears your role may actually fall under their customer
service teams description which states you “don't need to speak geek” and “use old
fashioned, down-to-earth language when chatting to their residential and business
customers”. This appears to support our concerns that your role may not require
technical and specialists skills at the level required by ANZSCO.

[You need to establish if your PA is working for iiNet as a techZhome tech or not
before using the below]

a}
Furthermore we note that the iiNet website states they have ith a bufte{;}
called tech2zhome. The tech2home technicians are respon g Uﬁﬂ?’“e

clients new iiNet broadband service, modem, home netwaf ch T \ij
help connect and configure iiNet client’s internet-r als s %% phones,
tablets, smart TVs, gaming consoles, PCs, lamﬁ@ t"#'“, ..;ho _EE a secure
wireless network in iiNet client’s homes ant;hL - Ed}gadgets can

connect to the internet. They can also [:r[‘!;\S ' me dj mternat security,
Ome q\ ibleshoot and fix any
H{ t'.:ﬂ

network range optimisation and spesd. Te
connectivity problems OptImISWSQ!K‘P Lap x Ll-lﬁ rformance issues as well as
providing general ‘net and r \c advice. _a

s
It is also noted that1|t &ia:nﬂ%)arjr”’& %re@ hd that iifNet charge for the services, In-
Home support a}%\l r_,af‘tﬂ phorw; ! aﬁ at$99. This fee payment may be indicative of
a skilled te(shn 51%5 ice bELQ‘(,{ n{mn ki that your role does not appear to require or
prowdeff/* \
'\ \.--’/

G‘“\ ‘rg;descrl tig r:;plﬁh‘éirasks the tech2home technicians undertake, as listed on the
itNat siter 1t @l@fﬁat they are undertaking many of the tasks you claim your role
require%é\ umidertake. This publically available information on the iiNet website
S

a% dict your claimed roles technical requirements.

\{ﬁ}%ﬂ on the information currently held on file about your role, obtained from
verification checks with your employer, online and assessment of your job description, it
appears that your role may not substantially match the description for a ICT Customer
Support Officer as set out in the ANZSCO. We therefore have concerns you may not be
substantially undertaking the following tasks when compared to the skill level required
under the ANZSCO.

%

1) determining software and hardware requirements to provide solutions to
problems

iiNet advised staff need to look at the correct product to provide the client, what modem
is the best fit, utilising VoIP, understanding client’s home network requirements and
issues for a recommended best fit. They also monitor alarms. iiNet advised the
Australian market is more complex than the NZ market in terms of Fibre connection.
They provide VoIP, modems and star track, In Australia you can’t provide fibre to the
home, fibre needs to run to node locations before connection to houses, Some locations
in the outback have no cable and need satellite connections this is the new startrack
option that iiNet sell, therefore staff need to determine client’s requirements with each
and every call, Staff use a Knowledge base system called ‘iiPedia’ which is an online
encyclopaedia when troubleshooting.



Your employer advised in the employer questionnaire...................

We are not satisfied that you perform this task to the extent envisioned by the ANZSCO,
It appears that the solution you provide is already predetermined by following selected
troubleshooting steps instead of determining the software and hardware requirements
independently to find a solution.

It would appear that techZhome technicians may undertake these tasks at a cost to the
iiNet clients.

We also note that your role does not require you to hold any specialised IT qualifications
and/or work experience. Therefore your involvement in this task does not ire any
specialist/technical expertise as required by ANZSCO. \

. {\
NASNGAN
2} responding to inquiries about software and hardwa ob eh:s o \Lf'ﬁ »
liNet advised staff provude support for internet connections n@gtl to the rodu‘;t \w
they provide. They ‘can’ provide guidance, on off the s a;_rat,mg system ke.

can undertake remote access using software ca software

windows, 105, linux etc. staff are not trained on \ , ph tc Staff
o
(3rd party software) download from the miﬁqé‘l: mersgl de consent

before iiNet staff use this option.

M o DS
Your employer advised in theg@\fzgfﬂyﬁr q‘treﬂmnn ;s\ﬂl‘n\‘ \,!/

Whilst we are satisfied that’yo If \rrfnr }& %}d basic level, holistically INZ has a
concern that you m B‘}L _q,n ith the specnallst/technlcal expertise as
required by A ,It\jsrﬁoted tﬁ Net say you can remote access clients

computers.usi

are ca{ mp in’ in order to respond to inquiries about
softwaryarfﬁ_h are probl iﬂ}tﬁ’ noted that the ‘log me in’ software is not an
exph & of liNet kit 'which'indicates remote access is not a required skill/task in

nfdét,\fgr uto o n ?\gsa‘ké'?OM role.

It would Ré\a rrtha (::hzrwome technicians may undertake these tasks at a cost to the
||N<-.jt \)\ /

cations and/or work experience. Therefore your involvement in this task does not

AR
\’ff’,-’\w
I8 ;dlse-noted that your job does not require you to hold any specialised IT
{4 § sl
quire any specialist/technical expertise as required by ANZSCO.

3) adapting existing programs to meet users' requirements
iiNet advised staff can provide advice on settings, etc. Staff don't write code or modify
existing programs. Staff guide clients within set parameters of the iiNet product range.
They don’t install or reinstall dos programs like windows, i0S, linux etc

Your employer advised in the employer guestionnaire..........n

We are not satisfied that you perform this task. It appears from the task description that
your role is to ensure that existing programs are running without problems and that you
are maintaining existing software. It appears that you do not make changes to or adapt

the software to meet the user’'s requirements as intended by the ANZSCO.

It would appear that tech2home technicians may undertake these tasks at a cost to the
Net cl



Once again your job does not require you to hold any specialised 1T qualifications and/or
work experience. Therefore your involvement in this task does not require any
specialist/technical expertise as required by ANZSCO.

4) installing and downloading appropriate software
liNet indicated that you assist with the download of browsers, email, firmware upgrades,
device driver updates, and OS updates and can utilise remote access using software
called ‘log me In’ which is not iiNet software it's a 3rd party software) which is download
from the internet, customers need to provide consent before iiNet staff use this option.

Your employer advised in the employer questionnaire..................

INZ is not satisfied you substantially undertake this task. It is noted that whitst iiNet say

you can remote access clients computers using software called ‘log me i ﬂder to ,,f??"
respond to inquiries about software and hardware problems, it is n Iog . N\
in’ software is not an explicit piece of iiNet kit which indicates relﬁ e\ﬁs‘ s n t a )
required skill/task in order for you to undertake your role Eea prwarrt}{ﬁlmcb”
iiNet clients how to install and download software. 2N <\ AN Ve

\_“ L
It would appear that tech2home technicians mal,(uinqéttﬁkﬁ/amsbx@ f,‘;cnst to the
iiNet clients. oWt
AR A x\\‘u
It is also noted that your job does not reﬁu;?e} §éu to hdh:l \ph:,' sﬁ:etlallsed IT
qualifications and/or work experi &), Therefore m ment in this task does not
require any speaallst/techn;eaflf pi_;;‘t}se as re-cp] \b NZSCO.
_ j o \ “ ,Jx -~

5) ensuring effici entuse of ap czitl ﬁ\thnd equipment
iiNet advised staff mst miake sur ice. f.‘!ﬁ.res are up to date, they need to make sure
they are achlévmg/what‘the speed bu;d be for geographical area. They also undertake
line spe @tﬁ;&r{dﬂhake sum ?I' npt}mum modem placement.

N A

Y‘(}t{D piﬁer adwsg.'sl}l;l“l.h’e empluyer guestionnaire....
R

j,_
Thls’appe <] Quﬁlar and related to the second task of ‘responding to inquiries
abou fa d hardware problems’ therefore we are not satisfied that you perform
this’ Ek:fb: the aforementioned reasons.
- .t'\_ i L-}
\ ﬁ; implementing computer networks
et advised that staff assist clients to set up their own Wi-Fi networks for their devices.

Your employer advised in the employer questionnaire..................
From iiNets description, it appears that you help customers connect to existing LAN
networks rather than implement the computer networks yourself. Therefore, we are not

satisfied that you perform this task to the extent as envisioned by the ANZSCO.

It would appear that tech2home technicians may undertake these tasks at a cost to the
iiklet clients.

Once again it is also noted that your job does not require you to hold any specialised IT

qualifications and/or work experience. Therefore your involvement in this task does not
require any specialist/technical expertise as required by ANZSCO.

7) designing and maintaining websites



iiNet advised that you do not undertake this task as part of your role. We acknowledge
that this particular task is not relevant to that of an ICT Customer Support Officer.

8) repairing and replacing peripheral equipment such as terminals, printers
and modems
Staff don't do the physical repairing and replacing peripheral equipment, they talk to
clients about their needs and instruct them how to make the repairs. They provide
advice on products such as modems and star track etc.

We have considered your employer’'s comments however we are not satisfied that you
perform this task. This is because it appears that you are not physically present and
involved in the repairing or replacing of the peripheral equipment at a customer’s
premises as you work in a fixed location at the call centre.

It would appear that tech2zhome technicians may undertake these t; to t%
iiNet clients. V’H

It is also noted that your job does not require you to ho cia |sed
qualifications and/or work experience. Therefore yo tin |
require any specialist/technical expertise as req i Co, 0
9) may work in a call centre %
We are satisfied that you perform this t
[Please only use the below i T cked the PAs job description

matches]

hnlcai Skills section of your position description

in or understanding of:
fr structure

\ publeshooting internet problems and faults
@ 3 Basic management accounting principles and practices
~/ - Computer networks and various software

- Standard PC and associated packages

- On-line client accounting system
- Phone system”

Based on your job description, the scope of your position appears to be restricted to
knowledge of in-house iiNet products and services, and basic operations. We note that
your job description includes resolving customers’ issues on their first contact with you.
Therefore, it appears that the problems you handle may be basic given that you are
expected to sclve the issue in a short time frame.

[Please only use the below information if you have checked the PAs remuneration is
below the industry standards]

According to the NZ careers website, IT helpdesk/support technicians usually earn
%£43,000 - %60,000 per year, Payscale states the average pay for a Support Technician,
Information Technology (IT) is NZ$42,949 per year. We note that your arnnual salary is
$XXX. Given that this is lower than the salary market rate, it appears that the salary



offered to you is not commensurate with that of an ICT Customer Support Officer.
Immigration instruction SM7.20(c) states that current employment or an offer of
employment does not qualify for points if it is not compliant with all relevant immigration
and employment laws in force in New Zealand or if INZ considers that the employment
of the applicant creates unacceptable risks to the integrity of New Zealand's immigration
or employment laws, policies or instructions.

To determine whether an offer of employment creates an unacceptable risk to the
integrity of New Zealand's immigration and employment laws, policies or instructions, an
Immigration Officer may consider whether the remuneration offered for the position is
comparable to the market rate for New Zealand workers in that occupation.

Your current remuneration is considerably below the market rate for New Zealand
workers in your occupation and therefore it is considered that your employ t creates

unacceptable risks to the integrity of New Zealand's immigration or emp laws, ’

policies or instructions. We are not satisfied that your employment J t etion x‘:}. \\

SM7.20(c) at this stage. _,,\ \J
NP

We acknowledge that you perform some of the ANZSC man ICT bmd "

Support Officer. However, it appears that the ANZS dop - ’ré those

that do not require highly technical or specrahst tﬂ\rﬁ{n\}“mbic%fia{ (itia ";a“skllled

role from an unskilled role. A NN

S \ Tt A
Although you may work in a call centre{ﬂe riot cu énf\‘at ed that you use your
own technical skills to provide s and catmﬁ\t g fs regarding technical
problems and computer mfras‘@.l&ba\,g You have i et |scope to utilise technical
knowledge. The fact tha \r equjreme o u to hold experience, whether it
be through a qualifi f;atmn OF, sbork ex gﬁEé} \Fé.ads our concerns above. Regardless of

whether you h f_work expi +gran IT qualification, it is not a requirement
by iiNet in or ﬂﬁ‘to un;ie.f é\ ur role. Although it may be beneficial, it is not
essenti h h ou may Suppert customers in the sense that you talk to them listen
and es on:thelr béh , the majority of what you do appears to be relatively
and y harae |ssues through prescribed, internal documents [iiPedia].

restricted by the product range you provide being Internet
ces rklng environment being a call centre based in New Zealand
servi i\) customers

,rF ?‘\( Immigration New Zealand is currently not satisfied you meet Immigration
k ions SM7.10 & SM7.10.1.a and you may not qualify for your claimed skilled
\ mployment points.

As your role appears to involve finding suitable options for customers and the sales
aspect of your role, it appears that your role may be a more substantial match for one of
the two below ANZSCO roles, with a limited specialty in ICT:

541111 Call Or Contact Centre Information Clerks: provide information to
customers about goods and services.

* answering customer inquiries for information about goods and services
resolving customer complaints and problems with goods and services provided
recording information about inquiries and complaints
referring complex inquiries to supervisors
arranging the despatch of information kits and brochures

541112 Call Or Contact Centre Operator
Answers customer telephone, Internet and email inquiries about goods and services, and
promotes the goods and services,



* answering incoming calls, emails and messages, and assisting customers with
their specific inquiries
identifying requirements and recording information into computer systems
coaching staff and assisting call centre operators to resolve problems and
customer inquiries (relevant to 541111 Call or Contact Centre Team Leader)

o developing rosters and managing staff numbers to meet work flows (relevant to
541111 Call or Contact Centre Team Leader)

¢ listening to calis conducted by call centre operators and providing performance
feedback (relevant to 541111 Call or Contact Centre Team Leader)

* monitoring and timing calls (relevant to 541111 Call or Contact Centre Team
Leader)

s creating further interest in goods and services by offering customers more
information about goods and inviting customers to use services on offer

» updating databases to reflect changes to the status of customers and-grospective
% ,-‘,

customers ¢ \:‘
¢ arranging the despatch of goods, information kits and brochyr&al;e c:usl;oﬁ".ers >
and interested parties s ( |

¢ undertaking clerical duties, such as faxing, and flillnigu papenuork and \lg:slné 5

with other departments assoc1ated with completi ;a gu omer L'qtt e

s issuing invoices and receiving electronic paymerﬁﬁ g_:;ﬂods and gem]uek J
provided e r("‘ i G N

‘u

! \
il i \\ .-/ _-' }\ '\‘ _.-
However, as neither of these roles is mchi H}p\n t};é st qF‘Sﬂled Qﬁcupanons on
Appendix 6, we have not awarded pomtk jﬂrﬁed Emj?lo?ﬁjnenrat this stage, in
accordance with SM7.10. \\ 1
\\\'\‘ III M\}L"

-
We have awarded the fo 8@1\;@5]{:{5 so !?ar.“i o(lf;\i i

Age: xx points H,‘; =
Quallflcatlon. *% pﬁtn

e @\%

Wlt;::czqh ppkn\fg}%‘r sk1!| ent, your application will not meet any application
Q\ rit as r |mmlgrat|on instructions at SM4.5 for your application to

be' ap’bfhved Iﬂu n may be declined in accordance with the instructions at
SMﬁs ‘u

|5‘§ﬂ Hétalled above may affect the outcome of your application, we are bringing
th m ﬂxilour attention out of fairness to you.

A j\j&é have not made a decision on your application at this stage. This letter gives you the
opportunity to make any comments and submit any additional evidence or information in
relation to these issues.

You may provide further information by XX/XX/XX.
Any comments or further information must be sent to this office by XX /XX /XX.






09 June 2017

NEWZEALAND

Application Number: 15948910 IMMIGRATION
Nick Braddock - Senior HR Advisor
iiNet New Zealand AKL Limited
C/o nick.b@staff.iinet.net.au
Dear Nick Braddock
I refer to your Official Information Act request dated 01 June 2017,5' ,,,;

{_ % —.'\.-"‘- LY

I have attached in this email a copy of the site visit report @ -:15 mﬁ’ered Ify{ ,.ﬁ
your request. b
i’_: i, I'\ I' L.:" \“;,

& Copy of Site Visit Report to iiNet New Zeaiahﬂ MLtmited macLe l;y

Immigration Officer Michelle Yang and® f{MjWAdvmf Greg Smiith,

conducted on 13 April 2017 {“-i‘f;“.~'j = ﬁ(;;, f; \ \; =
Information relating to internal ,assegf{meﬁt has i‘.‘-@é @t—\ﬁheld pursuant to
Section 6 (a) & (b) of th ficial In_formdf\;n”ﬁgbjlgsz (disclosure would
be likely to prejudice ’be Eqbance the | N including the prevention,

investigation, dete;tm\n’—qff,aﬁ’ences@pd”bhif@g to a fair trial).

\ i A TN
You have thE’rIgbt tﬁtﬁntg@t@y hgclswn to withhold information by seeking an
investi Q/A{VIew of tharﬁe’cusnon by the Ombudsman, whose address for
cogtatbﬁlﬁil‘pﬁes is: O\ \ N\

COA \ o

\$Th d\sﬁraﬁ

E@r ox
= ,a\wa&mGTON 6143
\T e

_‘.-

Fp .;re"’ﬁentltied to request correction of any information you believe is inaccurate
melsleadlng

If you wish to discuss any aspect of your request or this response, or if you
require any further assistance, you are encouraged to contact Maria Estacio,

Privacy Officer, and Email: Maria.Estacio@mbie.govt.nz

Yours sincerely

Maria Estacio

Privacy Officer

Immigration New Zealand

4 MINISTRY OF BUSINESS,

3 5 ‘r INNOVATION & EMPLOYMENT
BNEH  HIKINA WHAKATUTUK

New Zealand Government



iiNet site report - 13/04/2017 from 10:00am to 11:15am

Greg Smith: Technical Advisor
Michelle Yang: Immigration Officer

Nick Braddock: Senior HR Advisor at iiNet
Garry Jones: Contact Centre Manager / Lead on Product, Differentiate on Service. - iiNet

The following information was gained during the site visit.

All customers based in Australia
Approximately 300 staff based in Auckland Office

D )
Tec Support AN\ P
. N PR T Y
70 Sales Persons including manager AN, B\ e NN
ol A : (€ 2 N
e S |
3 main areas of specialisation fall under Tec Support: 2y \\ p | T “*:ﬂ\—’i
AON W % \@j.\—
» Faults T\ VY N U
T - . ) .\ e

s Provisioning A\ g '
AN AN
ib A \\/\}UM X\ %
+ Fibre \\5 > DWW

.-\/J
Majority of customers call u?a hN’étj departm/nis“qmnp? nfnarlly call customers unless
previously contacted. AN

Y \"/‘
They all use iiPedi ge b %@} Wntten by staff) an online encyclopaedia
daily, pnmar{y& Hen fro%bleﬁ\m\ g-dtiring common calls

Faul e supporfx aenfs when they cail up utilising the iiPedia

en I’a/deal n w:th co ffion calls/troubleshooting any device
© 1\/

NN

T\é P ganlse services with 3" parties, like lines in the ground, etc.

arranges for connection of fibre instillation, copper and Hybrid fiber-coaxial
\)ﬁealmg with companies like Chorus Australia (NBN company) and arranging for
@ nicians if they need to attend a client’s house.
{In Australia it will be compulsory to use fibre in 18 months, The National Broadband
Network (NEN™) is rolling out fibre-optic, fixed wireless and satellite infrastructure to
replace the existing broadband infrastructure with a faster and more reliable broadband
service)

ensuring efficient use of applications and equipment

Staff must make sure device dives are up to date, they need to make sure they are
achieving what the speed should be for geographical area. They also undertake line
speed tests and make sure of optimum modem placement.

Staff can undertake remote access using software called ‘log me in’ this is not liNet
software (3" party software) and is free to download from the internet, customers need
to provide consent before iiNet staff use this option. They may use this option when
checking internet connections, checking modem drivers or assisting with internet based
questions like if a website is active or even uploading a job application or troubleshoot
emails for clients. (uploading a job applications, and checking if a website is active are
not iiNet job requierments)



implementing computer networks
Staff deals with clients home networks, syncing systems, etc providing the client advice
and direction.

adapting existing programs to meet users’ requirements

Can provide advice on settings etc, staff don't write code or modify existing programs.
Staff guide clients within set parameters of the product range. They don‘t install or
reinstall dos programs like windows, i08S, linux etc.

installing and downloading appropriate software

As advised above staff can undertake remote access using software called ‘log me in’
this is not iiNet software (3rd party software) and is free to download from the internet,
customers need to provide consent before liNet staff use this option. S

Lo :’\ ,:"‘ﬂ
repairing and replacing peripheral equipment such as termm{gl)s}\prfnt\‘ar;«and -~ :«
modems .

Staff don't do the physical repairing and replacing perlphera/egqlp t‘~ they talkﬁaqw \-_-f’,
clients about their needs and tell them how to make the ;gpafvs “The prov:ds{‘*u"oIF, P

modems and star track % - ;‘x M
— -\-\ _r_-'

responding to inquiries about software ind:{:rqigﬁi“ prpbl'e‘m@ 3 \’ -

Staff prowde support for internet connectigh tjﬁon to the. pro L ey provide,
They ‘can’ provide guidance, on off the{%he‘if Ql;'l}ra ng,s{ ﬂhﬁ\ﬂ@ﬁmdows, 108, linux
etc, T

Staff are not trained on mobjle q‘@éﬁ pﬁone;,-pfad\s et\m\U

As advised above staff caniu ﬁgrféke re tEXct'ésé using software called ‘log me in’
this is not iiNet so 31 are)) dnﬂ' is free to download from the internet,
customers ngeg/‘;)oll\ xfd&f corﬁef{t‘t\ &-filet staff use this option.

! \\__,
detg nir\lg are an '\h re requirements to provide solutions to

o \

Sta s to Io \t E’éﬁ-rrect product to provide the client, what modem is the best
ht}.,ﬂEHISIn MalP, !"f andmg client’s home network requirements and issues for a
retomn}q\!ic(e st.fit. They also monitor alarms
,.I?xé‘\.ﬁ &h}han market is more complex than the NZ market in terms of Fibre connection.

»‘Tt‘l.’e%\g vide VoIP, modems and star track, In Australia you cant provide fibre to the
gme, fibre needs to run to node locations before connection to houses. Some locations

(1
\ ) n the outback have no cable and need satellite connections this is the new startrack

option that iiNet sell.

There is also an iiNet Business team who deal with business DSL digital subscriber lines
and fibre products, they can provide a static IP address as well as troubleshooting.
Products they offer are the same but at a higher specification more expensive. Business
customers are more time critical network connections become more complex.

Training

There is no mandatory requirement like qualifications and work experience to undertake
the roles within iiNet. Good Customer service and a technical interest with a good
aptitude are preferred. Call centre experience is preferred.

It takes 2 weeks to be trained into billing team, training into specialist teams takes
about 6 months with 4, 8 and 12 week reviews.

ICT Customer Service Representatives



Set up last year by Garry Jones to seil internet connection, modems, mobile sim cards,
Fetch TV and other internet products and services.

compiling lists of prospective client businesses using trade directories and
other sources

Staff dealing with residential customers needs to look for leads, internally utilising back
end information, they don't cold call they respond to customer enquiries. A small
business may call them but they do not deal with the wider business community.

acquiring and updating knowledge of employer's and competitors' goods and serwces

and market conditions #
;:

iiNet try and match products and services agent the competition. T/b‘rS;E\dP E\ei in e -

organisational level (iiNet marketing) in Australia and not by mdn:".Edu st‘aff‘rhembe::%’.
however CSR are often first to hear about the competition a.nﬂ -tqed i ar e;
The retention team deal with clients who want to leave prov J‘%‘Eg\ ey mix.an malzlch”\"'
deals including their discontinued product and new P e CSR pro: ﬁﬁad 'mix ‘and
match deals also but on current product ranges Netﬁ_ér Fthe p Fcaﬁeﬁﬁ‘taﬁtﬁer this is
done by marketing. T \,ff

"l

e '_.a rk \ x\

visiting regular and prospectlve clu&n‘t B}!Fihessen ‘tq bht}@)iih and act on selling
opportunities 0 i ., _._,
N/A clients in Australia

FI"I' I"\_ Yl " W I| et

\*} ',-';,f' . R ~ ] } \' \
promoting emploverk‘j_;ﬂ'l',‘ gabds and *servfcys to existing and prospective
clients

Dealt with br\ﬂ'ferétenffﬁn tealr!'hr u!ié{rﬁg shop around; they answer the call from existing
cllent/tl'rgA 1D isdotie through thie- p‘i‘!ur're New clients go to the general CSR as a first
pom{: V,ga{il&é client does’ nak _specifically request an option. iiNet operate a “follow
( el WIEh o ﬁes n NZ OZ and SA so the contact centre is always open.

quht ng aﬁ i\‘-‘e\g&ﬁé“tfng prices and credit terms, and completing contracts and
recou;d-/!ﬁ

Cgtatt ght:r am may do 2 tasks however negotiating prices and credit terms, and

; E‘tmgrcontracts (suite of products and broadband spectrum) are put together by

\t‘he\nm‘t marketing team in Australia

1,

arranging delivery of goods, installation of equipment and the provision of
services

This is an automated service (70 % of back office systems are automated and require
date entry only, PTS and Rumba billing) as long as the sales team inputs the correct
information into the system, time, and name, address etc. this goes to the provisioning
team who then make the bookings with the associated companies.

reporting to sales management on sales made and the marketability of ICT
goods and services

Staff use the online system iTrack it's a real time tracking system keeping record of all
sales and date entry it is a standalone product. After every sale the staff must input data
in order to capture information that can then be utilised by managers.

- -"‘.‘

ot



Following up with clients to ensure satisfaction with ICT goods and services
purchased, arranging modifications and resolving any problems arising
Staff do follow up calls primarily in retention, about 20% of calls in iiNet are outbound

preparing sales reports, and maintaining and submitting records of business

expenses incurred
iTrack keeps records of team statistics on an national basis

Information gained from online research on their website and the website of
Tech2

The iiNet Group is a Retail Service Provider (RSP) of nbn™ services.

Technical Teams AN
) _ ok N\
Information Services D ‘\"v;.a o
L { ___. A

x 22Ny ~J
Ever wondered how the shopping cart works or wh@@ﬁle{:r ones, a@w i
Toolbox? The answer: our programmers. Hapeft.&b( re sor_rjéﬁﬁ& whns interested in
working with some of the best and brlgb héps in the { P“s \a\ge *‘;'Uhether it's
working on our code frontline, §E¢Sﬂ}7q snl”l‘.i'ifare rlcidteélw Iaﬁ?rchlng rockets (well
applications, nearly as cooL}’pﬁ: l;aay‘g; speak ﬁt@ph\ﬂxﬁT } 'PHP and Perl. Do you?

z - R
Network Servnces 5, fEf \‘*\-ﬁ"”f L’ \\;‘\;‘J N
| 'i\ *“__ ! \qf\k A,
CLII'IOUS a—Qou‘tkr@.'a- dlal tope: \Qphow email is sent? The follc in our Network
r@\d\épjﬁrﬁent ow a \:but it and work hard to make sure your VoIP is crystal
L Ciur’sﬁtemﬁﬂakexsequre 5nd email is always available. Whether you're looking to
tq our cla qi\aﬁtﬁﬁ‘l;\a’engmeer eat pieces of Linux for breakfast (cue systems
eﬂglnfﬂaﬂ pF area@;»'vour way to becoming our next CCIE (Cisco Certified Internetwork
E;péFﬂn ﬂ&f work Services folk are our backbone.,
’ 1\_’, '\\
d x‘ toh'ler Service Teams
| A

\_,-'f

Customer Service

Love customer service and love the internet? You'd be great for our support team. These
are the peeps who help our customers out when they need a hand. You don’t need to

speak geek either. We use good, old fashioned, down-to-earth language when we chat to
our residential and business customers. SIziolelsNRENIETTo N o}

Sales

Got the gift of the gab and the integrity to match? You'd be ideal for our sales team.
These guys and gals follow up sales leads and help prospective customers work out
which of our products best suit them. Don't worry - our sales staff do absolutely no cold



Section 6 (a) and {b)

calling so we're free of those awkward 'why are you calling me' moments!
Section 6 (a) and (b)

Service

Next up Is our service area - when the going gets tough, it’s this team who get thing's
going. No problem is too big or small...from moving house to working with our wholesale
providers to make sure the lines to our customer's houses are in tip-top condition - it's
all part of a normal day for our service crew,

et :

8 \-(;‘ #,-:

k! -y e X

S ecialt ’_____ff\u_/} '\ 'L-:::_,-" _,_-,-.\-_.- % \__
’ ‘/ FENTENS (1 v:x. N\

“:-’\ ONY

\,

gadgets and thingamajigs and trouble shoot in Iands'ﬂhéié'f!:rh\f&'rk‘ hag_ﬁga;ﬁ%;ﬁ&vidﬁsly.

. . P\ W\ P ul ;
Still absolutely focused on supporting our customers; thalsg g&ys a_n_t:ltf«g(e!h-;I F@qﬁwt eir

what's-its from their widgets and if they cap't'@égb\qt@rf(, no-afk Ean./
-':.-\\‘. x\.\"-‘_\___. o ‘__'i.-'\ e

. % \v, e
Customer Service Reps can supersize their experience anq,ﬁtﬁ W{)rléiﬁg on alkthe

L T

\ v
O, R .
What iiNet Sell ? B G ‘ift\' \ Ly
N ..x-;;_f.“- A
st 5\ !_I__r .‘- };‘.\& s

N

Yo
T '.III. !
|

Internet packages (-

Locking for faﬁgnq'.ﬁmitfah_}'e b,gq&&ﬁélh:ﬂ__t}fjt\wb'ut having pay for phone line rental?
Look no ﬁurthgﬂlﬁll'l,qr our Naked BSL plans come with Netphone included, offering
great,vall:%calt\h[‘éfélé. Thanlis;tgfbtﬂr.-ﬂizmitless plans offering unlimited broadband data,
_;ay‘il{h’ﬁg%ﬁﬁa{/e ta whr Y about downloads again.

LI\ %

LN R W
\ T
o Wl T,
L

% ", _,.f' "
':'\';‘e{':e‘:;:ro 'ﬁ{b:hk ﬁﬁffénal leader in customer service with a commitment to delivering
greapgﬁi/,ﬁt%(“fa@\bfdadband internet with options to suit every family's needs. With our
\{:@E&lﬁlﬂ&t!}lﬁﬂm plans offering unlimited downloads at an affordable price, there's no
:\t;:{gg Ifke today to switch providers.
~ve're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our new iiNet
ADSL2+ broadband plans offering unlimited downloads at an affordable price, there’s

no time like today to switch providers.

We're proud to be a national leader in customer service with a commitment to delivering
great value, fast internet with options to suit every family's needs. With our Off-net
ADSL2+ broadband plans offering speeds as fast as your line will go at an affordable
price, there’s no time like today to switch providers.

With awesome download speeds and great value anytime quota plans, there’s no better
time to sign up for VDSL2, available exclusively on our own network in the ACT.



With ultrafast download speeds, unlimited data and all your local and standard national
calls included, there's no better time to grab an liNet Cable plan available exclusively in
Geelong, Mildura, and Ballarat.

With mega download speeds of up to 100 Mbps and great value anytime guota plans
from $59.90 per month, there is no better time to sign up for Fibre to the Home. It
doesn’t stop there. Our Fibre plans are available with no lock-in contract and include
your local and standard national calls.

Available exclusively in South Australia and delivered by iiNet's own Adam Internet,
WiIMAX provides great value high speed broadband in areas where fixed lme;broadband

is not available. » 'i] W {f - .
__.r-*"}'\\":-f-._ "'-.T'-.-r”'f .-' ”

a5 N M | 1-’:',
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Phone line services AN, N x\\\'

AOA DY o (B>
Don't pay for line rental with another provider - bri @mﬁhnhﬁo ILNet(aP@:\anjoif the
benefits! Our Home Phone plan offers 5|mple, haﬁq frﬁ:k se’wlce mtﬁ qt «call rates,
optional call packs for even better value, qmi sa*?(éet rewards fQ( ﬁu:@_mgdmth an iiNet
Broadband plan (they're so good togethar) \\‘ \‘ = "b \)U %

.L 1 \,_ /r

Netphone allows you to ct'\ieLap;'phone ;a’ft's Fh@il;h Jour broadband connection,
instead of your phone :}*\p}«ngdmes me\t}aﬁ) To make it even better, all your
local and standar gﬁ-; S ar@iﬁ d\edﬂhﬁﬁ Netphone.

With Flh\re P\:ope;tyou ca h@te\b calls over your NBN™ connection and take
adva & ﬂf'ﬁ%son‘ga\savmg a}nd features. There's no need to buy a fancy new
Mst plug:‘thé hne;,.you have now into the dedicated phone socket on your
hox H. éﬁam‘!ﬁ a bit too technical, you can get a clear look at the NBN™
equnpment ﬁé,er NBN™ equipment also comes with an optional battery backup to
é&ﬁﬁi /o \f\ﬁ'se Phone going for up to 11 hours if there's a power outage. Handy!
. ¥
— N

r’/ ﬁy only plans So you love your mobile and your number, but you're no longer
Jﬁatlsfed with your plan. Never fear; you can keep the calls and texts flowing without
having to change your handset or number,

TV
Fetch TV with Fetch TV Set Top Box
Hardware for sale

The iiNet TG-789 2.4 GHz 802.11n and 5 GHz 802.11ac wireless VDSL2/ADSL2+
integrated modem that allows you to surf the Internet and share files with multiple
devices within your network.

iiNet Wireless Bridge



Siemens Gigaset™ A220 handset

iiNet PowerlLine Adapter

Home Installations

Need installation help? Call tech2home

Since 1998, when we commenced as a provider of installation and service techglqans on

the Optus cable network, tech2 has been deploying workforces for the m,agt{r‘tw “of ,,»?
telecommunications organisations across Australia. \ . N r-"___,-‘ & "\\\
,f.f s b
[ A
tech2 is proud of our group of service offerings. It is our co e;’rt to ‘r;liellverm-;ﬂI i\ ,r /
o5y

leading edge, professional technology services and solu {DHS\ torrers thaf\has. (,r -
resulted in world-class customer satisfaction (Net Prg_m gesi]' \ ﬁ U

1%y
In September 2014 iiNet Limited (“iiNet”) (ASX\ )K»agﬁounc,e,d-fhahlhhdﬁ acquired a
60% interest in The Tech2 Group (tech2) l:a\%‘i‘me# Wwith f&uﬁ’a‘en é!én ‘Powys.
Pt I' L\> P
liNet noted that “The investmen T‘echz_ﬁﬁgup r,epre:f.an{g a Uunique opportunity to
partner with a business wi focus on prarket:i dfng customer service for nbn

installations, in-home apdrg;;\‘rg%l nﬁtall/hm@ )askkop support.”

In August 2015, m\? 0% c&ﬂ’reﬁw PG Telecom Limited with tech2 continuing

to operate as’ alane erihty
- \\ \\‘r/

Mpr ct or\b&arﬁware our trusted partner, tech2home, is here to help

i and u tlme They can visit you at home and set it all up for you or
g’qﬁe y tﬁtcky bits over the phone. The team at techZhome love all things
tech %&ﬁey can connect your entire home, not just your modem.

g
/ he pomt of having shiny gadgets if you're not getting the most out of them?
h2home tech can help set up your new iiNet broadband service, modem, home
l*. \_ 1 e;work and Fetch. They can also help connect and configure your choice of 3 mternet—
“ready peripherals such as smartphones, tablets, smart TVs, gaming consoles, PCs,
laptops and more!

techZhome can help set up a secure wireless network in your home and ensure your
wireless-enabled gadgets can connect to the internet. They can also provide
recommendations on internet security, network range optimisation and speed.,

Home network misbehaving? Computer running slow? tech2home can help troubleshoot

and fix any connectivity problems. They can also help optimise your PC or Laptop, curing
it of performance issues. If your gadgets need customisation, they can take care of that

for you too.

Want to know more about this internet thing? tech2home can help with general ‘net and
computer advice. They’ll explain how you can get the best out of your new broadband
connection and show you how to use your computer and other wireless gadgets. The
techZhome team has heaps of handy tips and tricks to teach you.



Gregory Smith
TECHNICAL ADVISOR - RESIDENCE TEAM

Auckland Central Area Office — Visa Services, Immigration New Zealand
Ministry of Business, Innovation and Empioyment

Email: greg.smith@mbie.govt.nz | Ph : + 64 9 9282330 | Fax: +64 9 914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback - Did we do what we said we would do? Please email any feedbac }wu may
have to - aucklandbranchfeedback@mbie.govt.nz A\ 2
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Pennz Hazlett ‘

From: Greg Smith
Sent: Friday, 23 June 2017 9:41 am.
To: Paul Arram; Chloe Song; Sonia D'Mello; Rebecca Wilke; Wayne Nahi; Jasmine Kim;

Garry Richards; Lori Remedio; Amanda Wang; Chris Adamson; Jameel Dean; Noel
Forde; Steven Westwood; Julie Hill; Briar Pelling

Cc - Catherine Parton; Mark Walley; *Immigration - Visa Services - ACAO - Residence
Team South; *Immigration - Visa Services - ACAO - Residence Team North;
*Immigration - Visa Services - ACAQO - Residence Team Central

Subject: RE: Iinet Site Report and PPI for ICT Customer Support Officer [IN-CONFIDENCE]

Hi Everyone .;"\i-:;n'ﬁ f,,:
W T
FYI, iiNet has come back (to privacy) to advise that the report (attached, |nc|udtn&atrﬁ&ous 'hg,ﬁd wntter‘l o?g; I
contains inaccurate information. iiNet indicates that they are preparing a suhﬂantlva r‘e\sﬁﬁhse to the no:'t: that
were raised in the site visit. So this is good news hopefully the iiNet res clarﬁ’?the ﬂail’tn dayrtasﬁs of the
call centre staff and how they meet the skill level that is required unde xh’gﬁh?.ﬁ 0 of,wh'hl"i the*.n ad‘ﬁ*lsed anliT
qualification or relevant work experience is not a requlrement t't} u!i:lér}iah.&fﬁe roi& Jnd its :h:ruated tasks.
AN ks H N e *’fﬂ x_J
Please let your |0s who are processing iiNet applications I1 WE!‘E‘fhat nNEi;;are Rrep:a‘hng a substantive response to
the concerns that were raised in the site visit. J,!hmk mbs!::'PP s were 6 E-e gh-amix of site visit notes as well as
employer questionnaire information so | gues,sit ) wn to thw dm:l]h al, n} they also want to wait for the iiNet
response (No timeframe given when_ ﬂuk \ﬁﬂ!ﬁf& vided).. T{Eu‘ E\Lﬂﬁrﬂately it is up to iiNet to provide information
in response to any PPIs deadlmg,stl‘iei'l?we)h!hﬂe sent.ol rF 5 Sl
2 Hb - w* b/“‘ >~/
-~

I-- .—’

\ ___ \\ N
Thanks N \\2 \ :
5 &’if:*

Gregory Smtﬂ:l > \
TECHNICAL AGVISO g\ﬁsfeatosﬁcl ?‘EAM
b\

Auckland cmagwea ice — Visa Services, Immigration New Zealand
Minis ufﬁusfnes.v‘!nnovatuon and Employment

Ly | Y
EmaiIH:‘gggg;.smith@mb_ie.gov‘t.nz ] Ph:+ 6499282330 | Fax: +649914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback — Did we do what we said we would do? Please email any feedback you may have to —
aucklandbranchfeedback@mbie.govt.nz

iinet site report.docx (48.9KB)
14062017080540-0001.pdf (3.6MB)
(3.6MB)






- ® iiNet New Zealand Akl Limited
ACN 068 628 937

Auckland Office

Level 5

7 City Road

connect hetter Grafton 1010

P.Q Box 5827
Wellesley Street
Auckiand

28 June 2017 3 f\gffv”} */<

Maria Estacio P N

N,
Privacy Officer f’O o \ B\
Auckland Central Area Office < ‘\\> ‘:ﬁt:i{‘:‘\ l)/\
Immigration Group, Ministry of Business, Innovation and Emplot M\ ™ ~NY ‘\‘E>
Level 14, 280 Queen Street, Auckiand CBD '\J ) - % N
PO Box 76895, Manukau City, Auckland 2241 AN ., ~y A
AN RN
Dear Maria, W\ /) - “A“ '| b
/;:?\. R
2 ‘\J "“‘

jiNet New Zealand hereby req o th hat were taken during an unannounced
visit to our premises on i mmlg hff’ elle Yang and Technical supervisor Greg
Smith. We have a 111%5 d iss notes taken during the visit/interview which
contain a numbe oﬂytgu ci a having a detrimental effect on our employees who are
applying f tlonally to the notes further information that should be considered -
shoul {\used t 5 apphcatrons from our staff,
OIS W\

Qe,s provided to us under Official information Act request 15948910, the first

ards to the actual times that were recorded on the site visit. The notes state that the

0.00am to 11.15am. This is substantially incorrect. The site visit commenced shortly

tinued up until lunchtime {around 12.30pm) — it was closer to three hours’ in total, not one

: I:L miriutes as indicated on the notes.

o

'I/ 3 ru%ord was ever provided to iiNet New Zealand Limited until we requested the site visit notes under the OIA

~——riguest. We were not presented with any of the findings of the site visit and at no time signed any declaration
about the site visit notes being true and correct. Qverall, in our opinion the notes taken contain selective
snippets of the conversation that took place and miss out important information provided to the Immigration
New Zealand officers. As a result we strongly believe that the notes held should be completely disregarded
when assessing applications, and that assessments should continue as they were, previous to the site visit.

Corrections/additions/clarifications requested ta site visit report

1. Currently stated:

Tec Support

70 Sales Persons including manager

3 main areas of specialization fall under Tec Support:
* Faults

* Provisioning

* Fibre



iiNet New Zealand Akl Limited

a2 e
ACH 068 628 937
Auckland Office
Level §

7 City Road

cohnhect hetter Grafton 1030

P.O Box 5827
Wellesley Street
Auckiand

Firstly, please note that sales are not part of our Technical Support department —e. 8!
not part of the Technical support department. We request that the notes are
Our main group of Customer Service Representative’s (CSR's) fall within tbe'ﬁ\ﬁh |
in our Technical Support Contact Centre. These employees are also [ﬂqu: nd to bilk
which make up approximately 15% of their calls, Additionally thp{(ﬁre ?%Spe /ahtt areas qﬁ_ﬁ

< r"/:)
1. Correction requested: ?f\ \ 2 (}tj’\\\\
.\ -

Faults -, £
Provistoning . NN ‘\'\miu \}uf’/ ’,_\ﬁ \\\u
Fibre ¢ '\\ \ﬁ I b\ N e
s KA ‘;-V
0 e
2. Currently stated: \:;\mi
Majority of customers call in to ulb.lnt/d'ep'ﬂ'ttm do not pl‘rmgnﬂ.r tomers unless previously contacted.
They all use iiPedia (a Knowled \s wrltte?'iy-&thlq an mﬂ‘ne encyclopaedia daily, primarily used
when troubleshooting durfng-commipn calls.
.-"j.:'\’* r@ -\‘Pin- ‘7 s -. \ 4 '_F..-'
2. Addition r fo tHe above i “ﬁ&dﬂr{yssed in the site visit
itPediais ﬁ.‘l n\ﬁxhéu list of trouhj xﬁmg steps, because we cannot foresee all issues experienced by
our, mﬁa mﬁﬁs ‘r{ df.do we kn prh;&aﬂs (devices/equipment etc.} our customers use In their residence.
e@s rrpﬂnowthe :hmcal expertise skill level is and need to tailor the support provided
depefi upon : ﬁd" In the meeting, our staff need a good level of technical knowledge, usually

gain thro sfu ey cannot rely on iiPedia for 2ll the answers. Ultimately it is the technical ability of
g
's that solve our customer’s technical issues that they are experiencing — not iiPedia.

f 3\? stated
P eam provide support to clients when they call up utilising the iiPedia encyclopaedia, dealing with
\_{Zy mon calls/troubleshooting any device.
3. Addition requested to the above notes:
ilPedia does not contain an exhaustive list of all faults troubleshooting steps. We are unable to forsee every
reason why a fault may occur in the network. It is the technical ability of our Technical Support CSR’s that solve
our customer’s technical issues that they are experiencing — not iiPedia.
4, Curreptly stated:
The Provisioning organise services with 3rd parties, like lines in the ground, etc.
Fibre Team arranges for connection of fibre instillation, copper and Hybrid fiber-coaxial (HFC), dealing with
companies like Chorus Australia (NBN company) and arranging for technicians if they need to attend a client’s
house.

4. Further explanation -Correction requested:

The fibre installation company in Australia is called the “NBN Co” — Chorus was given as an example because it is
the equivalent of NBN in New Zealand. Note that no NZ iiNet employees are fibre optic technicians or fibre optic
cable joiners —we provide technical helpdesk support to our customers via our Contact Centre.



b iiNet New Zealand Akl Limited
ACN 068 628 937

Auckland Office

Level S

7 City Road

COﬂ ned bEﬁer Grafton 1010

P.O Box 5827
Wellesley Street
Auckland

N2 AN
5 d§/ é}%}% @
)
g;?g\c;;ng location that the premises

an area}. The fibre rollout is
ers will co r until fibre is laid in their street.

5. Currently stated:
(In Australia it will be compulsory to use fibre in 18 months, The National Brt

out fibre-optic, fixed wireless and satellite infrastructure to replace thee
faster and more reliable broadband service).

5. Further explanaticn:
It will be compulsory to use 18 months after fibre has'te

ensuring efficient icafions and e
Staff must make s i ives {c i to “Drivers”} are up to date, they need to make sure they are
Fshould be f cal area. They also undertake line speed tests and make sure of

6. Please see corrections/ad &

22 (%.?Hg software called ‘log me in’ this is not iiNet software (3rd party software)
hifiternet (companies are required to pay licence fees for commercial use},

implementing computer networks

Staff deals with clients home networks, syncing systems, etc providing the client advice and direction. Staff can both
advise how to, or actually perform the setup of the network for the customer {using log me in), which can range
from simple {e.g connect an IPAD to the wireless network), to the complex — Multi-Devices, Smart TV's, Netflix, and
all manner of devices (see the Internet of Things 10T).

8. Please see corrections/additions required in red font

adapting existing programs to meet users' requirements

Can provide advice on settings etc, staff don't write code or modify existing programs. Staff guide clients within set
parameters of the product range. They don't install or reinstall dos programs like windows, i0S, linux etc. Remove the
word DOS - it is not relevant. Staff may adapt email setup settings and advise on Internet browser use and set up.

9. Piease see corrections/additions required in red font

installing and downloading appropriate software
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As advised above staff can undertake remote access using software called ‘log me in’ thig.i i sofiwe are (3r y
software) and is free to download from the internet, customers need to provide cons j staff
option. May be required. Staff may assist/perform with installation of licensed ighlE software.
commercial users can not just download log me in — must pay license fee
10. Please see corrections/additions required in red font (:)
repairing and replacing peripheral equipment such ast 3 | ers ang
Staff don’t do the physical repairing and replacing p ey . nts about their needs and tell
thern how to make the repairs. They provid m nd sta not tell customers how to make
repairs, Staff will troubleshoot equipm |I epuired - ent equipment. Star track is the courier

service for sending our equipmen omers ue mce called Skymuster for their Internet
connection, which we suppart. { '
: it (

e scope of support provided)

‘tl are problems:
s in relation to the products they provide. They ‘can’ provide guidance, on
dows, i0S, linux etc.

uwnload from the internet, customers need to provide consent before liNet staff use this

(o} lnl:]IJII’IES about software and hardware problems with relation to internet connectivity is the major
of a Technical Support CSR's position, Below is a list of our service scope;

* Handling of technical support queries over the phone and via e-mail.

* Display an understanding of the delivery method and provisioning steps for the following services to function; ADSL,
ADSL2+, ULL, Fibre, VDSLZ, Home Phene, VolP, NBN Wireless, NBN Satellite, Mobile Veice and Cable broadband.

* Assess the hardware requirements for the above services, organize the delivery of the following hardware for
customers; Cable routers, ADSL/ADSL2+/VDSL/Fibre modems and routers, wireless network bridges, telephone
handsets and power line adapters.

*  Assist customers with the installation and setup of hardware, including local networking, wireless networking and
VolIP as required.

= Use our 4 layer OS5I model in conjunction with supplied diagnostic tools to identify faults with internet services.
Display a clear understanding regarding the use of these diagnostic tools: LogMeln rescue (remote support), NBN
Portal {Fibre provisioning and diagnostics), DSLAM tools (ULL and ADSL2+ port and line diagnostics), Linux online
ordering ({Checking raw cable data and provisioning codes for Phone, ADSL2+ and ADS L), ULL Bump (ULL fine data
and provisioning), Radius logs (tracking authentication attempts), Traffic usage {Tracking data usage} and VolP tools
{VoIP provisioning and diagnostics).

* Provide technical support to a range of software, applications and hardware, refer to the support scope below



iinet

connect better

os

Email

Hardware

Dial Up

=Suipported "

Windows 10

Windows 8

Windows 7

Windows Vista

Windows XP

Windows 2000

Mac 05 X 10.4.11 and above

Android
i0S {iPhone/iPod/i
Outlook

Outlook Ex,

S

Ensuring they can occess secure
pages {webmail, Toolbox, banking,
etc)

Web Accelerator configuration

Modems that iiNet have now or in
the past sold

Making and maintaining a
connection

Troubleshooting issues

Ensure modem software Is installed
Entering connection settings
Entering DNS Settings
Troubleshooting connection issues
Reinstalling communications if
needed

'/ Limited support

GO

iiNet New Zealand Akl Limited
ACN 0EB 628 937

Auckland Office

Level 5

7 City Road

Grafton 1010

P.0 Box 5827

Wellesley Street

Auckland

Windows CE
Other Mokl

es and virus scanning software
mail accounts from other providers
Sending attachments

Email rules

Backing up email or contacts

Email filtering applications

Muail server software (e.g. mDaemon,
Exchange)

Firewalls

Download manogers

Netflix

Configuration of Linux gateway/firewalf
machines

Non-supplied accelerator programs
Non-HTML software (flash, shockwove ete)
Application issues

Apple TV

ChromeCast

Airport Express/Extreme/Time Copsule
Fax Machines

Printers

Seanners

Modems not certified for AU/NZ
Modems under 28kbps

OS dialling software

Reinstalling connections

Network connections
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Creoting desktop shortcuts to dioller @
if needed
ostL Ensuring DSL connects and works Modems not p. or r ended by
Modems Ensuring speed is correct us
Providing troubleshooting Netwg

Ensure at least one telephony device {55
works at the same time as DSL

Ensuring modem software is installe ? ;
Ensuring the customer's IP route,

Wireless

Bn-iNet Mobile Phones and PDA's
Gaming Consoles (Wii's, P53's etc)
Wireless extenders/gateways connected to
an ADSL Modem

Web page configuration and coding
End-user server software {web, emall etc)

omain email addresses

Accessing domain web space
Making and receiving calls All other telephony herdware issues
Ledging faults where applicable
Ensuring add-on pockoges working
correctly

Telephony hardware issues where
iiNet has supplied the hardware (eg
BoB).

Telephone handset issues where the
customer has phone with us, and has
a handset rental charge on their

menthly invoices,

ValP Making ond receiving cafls All other telephony hardware issues
Lodging faults where applicable Non-supplied ATA hardware
Ensuring add-on packages work Non-supplied softwore
correctly

Configuration settings for modems
Troubleshooting supplied ATAs
Telephony hardware Issues where
liNet has suppiied the hardware (eg
BoB8}
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Ensuring public access to site Site issues

2
FTP Access Ensuring the login details are Construction of pages
working Uploading of pages «) ;

iPass Dialup connectivity
Troubleshooting connectivity

SMS Sending SMS/MMS @ ndrng \/ services
12. Please see corrections/additions r d font w

determining software and ha tions to prob!ems

e"products and services the customer can use.

than the NZ market in terms of Fibre connection. They provide VolP, modems
2], In Australia you can’t provide fibre to the home, fibre needs to run to node

to houses. Some locations in the outback have no cable and need satellite connectlons this

is also an iiNet Business team who deal with business DSL digital subscriber lines and fibre products, they can
vide a static IP address as well as troubleshooting. Products they offer are the same but at a higher specification
more expensive. Business customers are more time critical network connections become more complex,

13. Please see corrections/additions required in red font

Training

There is no mandatory requirement like qualifications and work experience to undertake the roles within iiNet. Good
Customer service and a technical interest with a2 good aptitude are preferred. Call centre experience is preferred.

It takes 2 weeks to be trained into billing team, training into specialist teams takes about 6 months with 4, 8 and 12
week reviews.

Incorrect, what was discussed was as follows:

NZ shares the position description with iiNet sites worldwide — the qualifications stated on the Position Description are
Australtan qualifications. The recruitment process for Technical Support CSR in NZ is as follows. We screen applicants for
at least diploma level ICT quatification. This is because candidates need to understand ICT theory and internet
complexity, However if someone can demonstrate a strong IT aptitude without qualification, we will consider them
(could be via a hobby or volunteering ~e.g the person who has a bank of servers at home). Also we screen for Customer
Service experience as they need to be able to confidently talk to a wide range of people.

Training is as follows: 2 weeks in the classroom for billing and product training and an additional 2 weeks for technical
support {troubleshooting). This additional 2 weeks is usually done after the CSR has spent 1 month on the phones doing
only billing calls. Please note that before we allow Technical Support CSR’s on the phenes answering technical queries,
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we required them to pass a technical support upskill assessment. A candidate without ICT-fio (g'séy unlik «
be able to pass the assessment. To be considered for a specialist team a candidate w ee‘d\ mriths i K/ )
experience minimum. We run a probationary period of 12 weeks with reviews _“%8 1X week peri d'E} ;
_I,-‘\

Set up last year by Garry Jones to sell internet connectiof, bile sj
products and services. Incorrect — Garry setup the i si

14. Please see corrections/additions required in red font @ \
\ 0

ICT Customer Service Representatives - (ICT SALES REPRES§H | g) %C:}
5 & Fetch TV'and other internet

6. ey \_\ 3

15. Please see corrections/additions/ %

oods and services, and market conditions

N ,'I \r}
iiNet try and matc upts it ices ag h&’&\inpeﬁtion. iiflet does not try to match competition preducts and
services ~ iiNg aims t3dravide the pr‘ntg\n.h Hices to match the customer’s needs. This is done at an
organisatio ii ratiaand not by individual staff members however CSR are often first to
:(hg\h o marketing. Correct - the actual products and services are determined by
The retention team deal with clients who want to leave providing they mix and

nued product and new products, the CSR provided mix and match deals also but on
tention team tries to keep iiNet customers from churning to another provider, finds out

e
acquiring and updating knowld@uﬁ“g
Y=

m ; ales team need to keep up to date with competitor offering by researching competitors goods and
i ({ﬂa ¢ with competitor customers.

Please see corrections/additions required in red font
promoting employers' ICY goods and services to existing and prospective clients
Dealt with by the retention team, clients shop around; they answer the call from existing clients the ID is done through
the phone. New clients go to the general CSR as a first point of call if the client does not specifically request an option.
iiNet operate a “follow the sun” medel with offices in NZ, OZ and SA so the contact centre is always open.
This is the primary purpose of the ICT sales team: to promote services to existing and prospective customers. The N2
contact center is open 8am to 8pm Monday to Sunday. New clients go to a dedicated new sales team but the ICT sales
team also answer these calls during busy periods.

17. Please see corrections/additions required in red font

Contact centre team may do 2 tasks however negotiating prices and credit terms, and completing contracts {suite of
products and broadband spectrum) are put together by the iiNet marketing team in Australia. Terms and conditions of
products/services developed by Australia. NZ CSR can negotiate free offerings, reduced or no contract terms. They
advise terms and conditions, go through the customer relationship agreement and customer refationship guarantee and
finalise/complete the contract,
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18. Please see corrections/additions required in red font Cu \/ ﬁ /
Folowing up with clients to ensure satisfaction with ICT goods and services purchaseqﬁngi{n ificat .
resolving any problems arising o =) \

Staff do follow up calls primarily in retention, about 20% of calls in iiNet awﬁuﬂ: aa‘ ta follo ¢ u_ siles T”‘;? just
in retention and solicit customer satisfaction via surveys along withr s ues or I quired (often
with Technical Support team assistance) g ) -) .

19. Further comment added

w‘ ~
Information gained from online research on their “a‘{l_ he web;a{e @Ml‘>

We believe that the information hsted th eadlng sho |Net s products and services are which
demonstrate that working in our not asi 3:] an be done by anyone off the street.
20, Salzry Levels - Note orde @} =5|t
a. A nurnber fo r e’s resi h&ﬁdency declines are stating that our staff are currently being paid
[ b & market rate, ou are using two sources for the salary information — NZ Careers
cale” these sources are not official, and that information about salary levels can

med fro Zealand (which is obtained from the 2013 census). Market rate salary levels

e highest rate, hence our employees are paid within the range. Additionally, eighty

ately 270 employees are New Zealand citizens and/or residents, and they are paid on the

ployees who hold a valid working visa — therefore they are being paid at the market rate. 5o
|n|ng applications due to salary is being made using inappropriate data.

s a result of the site visit notes being substantially inaccurate we believe that the notes held should be
pletely disregarded when assessing applications, and that assessments should continue as they were, previous to
e site visit.

Yours Smcerely,

a/ww

Nick Braddock
Snr HR Advisor
iiNet New Zealand Ak! Limited






Penny Hazlett

From: Greg Smith

Sent: Thursday, 29 June 2017 3:13 p m.

To: Nick Braddock

Subject: RE: Request correction to site visit notes - re OIA 15948910 [IN-

CONFIDENCE:RELEASE EXTERNAL]

Dear Nick

Thanks for your email and taking the time to clarify the tasks and duties required by your staff at iiNet. If you can
provide me a word document of the PDF | will be able to save the document directly into your business client
number in our system. In the meantime | will disseminate this document across all the Auc!flgnd [mmlgratlon
Offices today. INZ is obliged to consider any and all information provided to us prior to an\a}:ﬁnlscgjg}n belngge._ \ed.

.a-’\.

'\_,,-'

Once again thanks for your email and taking the tlme to clarify the tasks and drut sre uh'éd by yo aﬁ‘at-P et

b “i D N

.-"i.::" 'l_ 5 I__.--""\_.-'
Regards . PRLZN N '-"
o\ .
W
\"-.-"/ -."'-.-ﬂ\. %
Gregory Smith NN
TECHNICAL ADVISOR ~ RESIDENCE TEAM - '\ br_,\};'v"
v ;

o "
Auckland Central Area Office - Visa Servnces;jqjm\gr‘ufgn New Z @rgdl 3

Ministry of Business, [nnevation and Er\ﬂajr E'f!.?"} ,f’ q \,
H\\_F h'l\v §,-"!.|'|..'\.'|\‘)

Email; greg.smith@mbie. B a:,ﬁ-fg 92823313\ ["Eat\ 4 9914 4118 '
PO Box 76895, Manukau cm%/q} Jfnd 2241 AR N\
A \ \x\*\\}
Feedback - D-rd e&!a‘ I}_atwe sajd we\voufd do¥ Please email any feedback you may have to -
ucklandbf_q ”

Frong:\ ﬁ;addock {mailto:nick.b@staff.iinet.net.au]
Sen rsday, 29 June 2017 2:10 p.m.

To: Greg Smith

Subject: FW: Request correction to site visit notes - re OIA 15948910 [IN-CONFIDENCE:RELEASE EXTERNAL]

Hello Greg, happy Thursday to you.

Are you able to please advise the process of correcting the site visit notes, and also what will happen to
pending/current applications which are being processed using the notes in dispute?

Best Regards,

Nick Braddock

Senior HR Advisor

Level 5, 7 City Road, Auckland Central, Auckland 1010
ph: (09) 909 7916 ext: 9716 Mob: 021 356207

email: nick.b@staff.iinet.net.au



From: Maria Estacio [mailto:Maria.Estacio@mbie.govt.nz]

Sent: Thursday, June 29, 2017 7:46 AM-

To: Nick Braddock :

Cc: Matt Stansfield; Michelle Yang; Greg Smith _ ¥

Subject: RE: Request correction 1o site visit notes - re OIA 15948910 [IN-CONFIDENCE:RELEASE EXTERNAL)

Hi Nick,
I confirm that ! have received your email. I'm not sure about what to advise you on the process from here but | have
included our Technical Advisor Matt, Immigration Officer Michelle Yang and Technical Advisor Greg Smith in this
email to inform them about your email. | think they can advise you on the process.

: 4
Kind Regards, ; AL
. . v L k y \x" .\_.-v"-‘} —
Maria Estacio AN NN o Ny
. : N x} 2 ((

Privacy Officer ‘ : wy\ LY N AT
Auckland Central Area Office i " #.x{'la lh o l'l, T‘*_.fi"‘f
Immigration Group, Ministry of Business, Innovation and Employment 'C,"?iﬁ:-rf‘. “;;“ o ¢ _\bﬁ S

E-mail: Maria.Estacio@mbie.govt.nz RCat\ Cov N \\\'-{_“'-w-x

Level 14, 280 Queen Street, Auckland CBD N \}-9/' = - (_\_ Y R

PO Box 76895, Manukau City, Auckland 2241 z ’\\\;‘\\*,\ * N \ i

Web: www.mbie.govt.nz WYY A\ \ RS

— N e S sm % Y\ I__,-\_ -

From: Nick Braddock [

Sent: Wednesday, 28 Ju

To: Maria Estacio’—.\ \_~ RO

Subject: Request corraetion m»s{g@is_it notes - re OIA 15948910

SR N
' Good afterr\\\m‘}n MariaI,"ll'r T%LA
N\ ;
Please find cf acument containing requests for correction of the site visit notes that were taken during a

f&hises on 13 April 2017 by Immigration Officer Michelle Yang and Technical Advisor Greg Smith. |
d a copy to your postal address.

have{:j'@)ﬁp

T

Could you please formally acknowledge receipt of this request and advise on the process from here.
Have a great day:.
Thanks and best regards,

Nick Braddock

Senior HR Advisor

Level 5, 7 City Road, Auckland Central, Auckland 1010
ph: (09} 909 7916 ext: 9716 Mob: 021 356207

email: nick.b@staff.iinet.net.au



Pennx Hazlett :

From: Greg Smith

Sent: Thursday, 29 June 2017 4:50 p.m.

To: Nick Braddock

Subject: RE: Request correction to site visit notes - re OIA 15948910 [IN-

CONFIDENCE.RELEASE EXTERNAL]

Dear Nick

Not a problem | think we have a registered copy of Adobe Acrobat on one of our PCs | will be able to use to copy the
PDF, it will just take me some time to set it up. | would suggest that you do provide your correction note information
to all your employee’s Immigration Lawyers/Advisors so they are informed of all mformat:qr(tith may affect tl?m

Many Thanks

Gregory Smith = _,_x\"v*
TECHNICAL ADVISOR - RESIDENCE TEAM :xr-
O A} ““ 7o
Auckland Central Area Office — Visa Services, Immigration b{ewlgwa‘h
Ministry of Business, Innovation and Emp!oyment - :'5)

Email: greg.smith@mbje.govt.nz | Ph: + 543‘9;3 aqpf y Fax: +5¢3‘(9_71\4\1‘§
PO Box 76895, Manukau City, Aucklanfﬁdl\ -~ “{\ -

N g
Feedback — Did we do wha/w sac{wb@oﬂd do? ﬂeqwra&ah#y feedback you may have to —

a cklandbranchfeedbl ck tnz (\x
A2\\AS
~LN\
o "\; f_""____.--\ N s
'-.\"._:.J “n.\:- i : Illb\\k
-'\\ N
\._' S o -_:;:}\ '\‘. ||_ f,—‘\_>
|
From: Nick B@d@% |ck b@staff.iinet.net.au]
Sent: Thgpsgag wgy\s fie2017 4:36 p.m.

To: G
Suh{qdn)\F Request correction to site visit notes - re OIA 15948910 [IN-CONFIDENCE:RELEASE EXTERNAL]

Gooed afternoon Greg, hope all is going well.

Unfortunately | have not saved the word version because word can be modified after being sent to a receiver. |
could use a PDF to word program if you insist on having a MS Word version, however. Just let me know.

Please note that 1 will be providing the requested correction of notes information for any of my employee’s
Immigration Lawyers, should they request it from me, so that they are aware of the specific points that we have
made.

Best Regards,

Nick Braddock

Senior HR Advisor

Level 5, 7 City Road, Auckland Central, Auckland 1010
ph: {09) 909 7916 ext: 9716 Mob: 021 356207

email: pick.b@staff.iinet.net.au
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From: Greg Smlth mailto: . goutinz],
Sent: Thursday, ,yﬁuiQ i‘.tl( (318 PM 0 e
To: Nick Bradd? Tt-" 2 N\ oy
Subject: HR.RE'R\ eﬁ%torre;tld\n-m shﬂ‘}fglﬁlt notes - re OIA 15948910 [IN-CONFIDENCE:RELEASE EXTERNAL)
I( /-\-’f I“-\I I_f". r"

Dear Nick f ,,;\

Thank m&w eﬁ and taking the time to clarify the tasks and duties required by your staff at iiNet. If you can
pro d‘é \yord document of the PDF | will be able to save the document directly into your business client:
numh@r ur system. In the meantime | will disseminate this document across all the Auckland Immigration
Offlces todaV INZ is obliged to consider any and all information provided to us prior te an application being decided.

Once again thanks for your email and taking the time to clarify the tasks and duties required by your staff at iiNet

Regards

Gregory Smith-
TECHNICAL ADVISOR ~ RESIDENCE TEAM

Auckland Central Area Office — Visa Services, immigration New Zealand
Ministry of Business, Innovation and Employment

Email: greg.smith@mbie.govi.nz | Ph: + 64 9 9282330 | Fax: +64 9914 4118
PO Box 76895, Manykau City, Auckland 2241

Feedback - Did we do what we said we would do? Please email any feedback you may have to'=

a ucklandbranchfeedback@mble govt.nz i



Pennz Hazlett

From: Greg Smith
Sent: Thursday, 29 June 2017 4:14 p.m.
To: Paul Arram; Chloe Song; Sonia D'Mello; Rebecca Wilke; Wayne Nahi; Jasmine Kim;

Garry Richards; Lori Remedio; Amanda Wang; Chris Adamson, Jameel Dean; Noel
Forde; Steven Westwood; Julie Hill; Briar Pelling; Daniel Strong

Ce: Catherine Parton; Mark Walley; Gabrielle Henshaw; Lauren Burton; Julie Hill
Subject: RE: Iinet Site Report Response from iiNet 29/06/2017 [IN-CONFIDENCE]
Hi Everyone

Please find attached the official response to the iiNet site visit report dated 13/04/2017 fro uﬂet | have had jf
quick look at the response, the main concerns | see is that they are now stating that tlggre uaﬁflcatlo/r:._ AN
requirement. They have said that in NZ they screen for staff that have an ICT quaﬁﬂtiqﬁ I.}}Ey howewvet e f
contradict this by stating that they can also hire staff with a good aptitude. _ ,# Fl:ruked my hand W tggn:‘ 10
double check exactly what they said, my notes state they said that then;e*[s m:r ma?yatory Ievei‘w{f .qu f!ﬁéﬂlon but if
they don’t have a diploma level they may struggle. | am still satisfi ,ﬁd’ti@t a’uq flca v ciwrement” to
undertake the role. For the tasks they have provided more tecﬁ‘qix; I jﬁ/fﬁonf | arggqq sureﬁuﬁ\thls W|II really change
our concerns however it is up to the 10 to review. ¢ \:\ N A \ \

N\ \.\ ,-’ ,I*
Interestingly, with regards to Tech2 Home (wham we sysﬂ%h are u &ak i?g‘tﬁ'e real technical tasks) iiNet have
not really provided much comment oth;p!,'h i{f&ﬁs}ate that the :‘Jnfq(dl\n itign on their website shows how complex
iiNets products and services are which h'[a}tit,afé tha Qjﬂj‘contact centre is not a simple job that can
be done by anyone of the street. 1k§@AWear i fvg !;nc-wledged Tech 2 as having its own website/being
its own business, but theyha Fg&ﬂg d anv\mfe t\;ﬂnﬂf‘tﬁe service that Tech2 Home provides iiNet customers.

A ' ,«’ {’: "':Et o\

C” A ’-.F\\\-.H “\‘_,-j L
Please pasjs:th;}\dciz/t;}ngm on tg\fqur 10s wh;“ are processing iiNet applications. If you have any questions or [0s
have ques;@gp‘ieas’e feeg(re'b'ta‘ca“ﬁremall me

Thanks (- '@

—

o

\ Il'l |
Gregory Srith
TECHNICAL ADVISOR — RESIDENCE TEAM

Auckland Central Area Office — Visa Services, immigration New Zealand
Ministry of Business, Innovation and Employment

Email: greg.smith@mbie.govt.nz | Ph : + 64 99282330 | Fax: +64 9914 4118
PO Box 76895, Manukau City, Auckland 2241

Feedback — Did we do what we said we would do? Please email any feedback you may have to -

aucklandbranchfeedback@mbie.govt.nz

Requested corrections to iiNet New Zealand Akl Limited site visit notes
. .pdf (3.1MB)

(3.1MB)
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