
2020 Retail Shareholder meeting – Frequently Asked Questions 

We thank our shareholders for the questions you submitted ahead of our 2020 Retail Shareholder meeting held on 15 September 2020 as well as the 

questions put forward during the meeting. The below addresses the frequently asked questions. 

 

5G 
 
For further details on 5G we have 
developed a 5G fact sheet. You 
can access that document here. 

How is the 5G rollout progressing and how does this compare with your competitors? 
- Telstra is a global leader in the rollout of 5G. We know how important connectivity is and this has only been 

reinforced by the current restrictions we are all experiencing at the moment. 
- Our 5G network has been running for more than a year now and the rollout is progressing ahead of target 

with coverage to approximately 1/3 of the Australian population as at 30 June 2020. More than 10 million 
people live, work or pass through our 5G footprint every day. 

- By the end of FY21 our target is to reach 75% of the Australian population. 
- There are more than 210,000 5G devices connected to 5G on our mobile network. 
- Over the next year we expect to see a whole new range of handsets come into the market with second 

generation technology which will start to bring the price of those devices down and make them more 
accessible to more people. 

 

When are we going to see a return on investment in the 5G network? 
- Our investment and leadership in 5G is underpinning premium experiences for our customers, giving them 

access to the latest technology and supports our return to Average Revenue Per User (ARPU) growth in the 
second half of FY21. 

- Demand for data on our mobile network is growing dramatically and 5G is a much more efficient technology. 
By investing in 5G it means that we are able to deliver on this demand for data but at the same time keep 
our capital expenditure and operating costs relatively flat. 

- Without 5G investment we would need to spend significantly more on the 4G network in order to meet that 
growth in data. 

 

Should we be concerned about the health and safety impacts of 5G? 
- We rely on the expert advice of Australian and international health authorities including the World Health 

Organisation (WHO), International Commission for Non-Ionizing Radiation Protection (ICNIRP) and the 

https://1u0b5867gsn1ez16a1p2vcj1-wpengine.netdna-ssl.com/wp-content/uploads/2019/12/5G-Fact-Sheet-Final-140720.pdf


Australian Radiation Protection and Nuclear Safety Agency (ARPANSA) for overall assessments relating to 
health and safety, as well as our own testing. 

- In June 2019 ARPANSA published an update on their web site to address the misinformation about 5G and in 
November 2019 ARPANSA provided the following update to the Federal Government Inquiry on 5G on the 
question of 5G safety: 
Current research indicates that there is no established evidence for health effects from radio waves used in 
mobile telecommunications. This includes the upcoming roll-out of the 5G network. ARPANSA’s assessment is 
that 5G is safe. 

- Telstra has conducted extensive electromagnetic emissions (EME) testing and analysis on the 5G network. 
The test results show EME levels are similar to the existing mobile technologies and well below the EME 
safety limits. 

- Independent health authorities here and overseas require carriers meet their safety standard so that you can 
use this technology safely. Over 50 years of scientific research exists into the possible health effects of the 
radio frequency signals used for mobile and wireless services including the frequencies used for 5G. 

- In January 2020 Australia’s Chief Medical Officer issued a statement to reassure all Australians that 5G is 
safe. 

- For more information, go to https://exchange.telstra.com.au/5g-electromagnetic-energy-eme-and-your-
health-here-are-the-facts/ 

 

Can Telstra compete with the nbn with fixed wireless? 
- The concept of fixed wireless is where you provide an internet service which you would ordinarily have in 

your home using a fixed service but using mobile technology to do it. 
- We are rolling out a targeted fixed wireless service for some customers this year. We use the term targeted 

as fixed wireless is not necessarily a solution for every customer. 
- It’s an option for those customers in a 5G coverage area whose current internet experience might not be the 

best. 
- There is no prohibition on us providing this service. The nbn will remain the best and most effective way to 

deliver broadband to most Australian homes. 
 

Dividend 
 

Can the current dividend level be sustained given the COVID-19 impacts and reduced earnings? When should we 
expect the dividend to grow or is another cut coming? 

- We understand the dividend is very important to our shareholders. 

https://exchange.telstra.com.au/5g-electromagnetic-energy-eme-and-your-health-here-are-the-facts/
https://exchange.telstra.com.au/5g-electromagnetic-energy-eme-and-your-health-here-are-the-facts/


- During this COVID period we have seen some companies defer or cut their dividends, citing the need to 
preserve capital to help withstand unprecedented trading conditions. 

- We don’t provide guidance on the dividend but what we can point shareholders to is our Capital 
Management Framework. The Board sets the dividend based on this framework which has objectives 
including maximising returns for shareholder and maintaining financial strength and flexibility. 

- In declaring the FY20 final dividend the Board considered a number of factors including the COVID-19 
impacts. 

- The Board also took into account our cash flow. It is always important when considering the dividend, but in 
FY20 our cash flow was stronger than our accounting earnings due to our capital expenditure being lower 
than our depreciation and amortisation. We expect this factor to be relevant for FY21. 

- In the longer term and once the migration to the nbn is complete, to maintain a 16 cent dividend, underlying 
EBITDA needs to be in the range of $7.5 billion to $8.5 billion. Telstra’s management is absolutely focused on 
getting earnings to that level. 

 

Telstra’s dividend payout ratio was quite high in FY20. If it continues to be high over the next couple of years, are 
there enough franking credits for those dividends to remain fully franked? 

- One of the principles of the Capital Management Framework is to pay a fully franked ordinary dividend of 
70-90% of underlying earnings1, while still being subject to Board discretion. 

- In FY20 the ordinary dividend payout ratio was above this range at 99%. 
- In the short term we have franking credits available to pay a fully franked dividend.  
- In the longer term we would need our earnings per share (EPS) to be greater than dividends per share in 

order to continue to pay a fully franked dividend. 
 

Share price What are the expectations for the share price going forward? What are you doing to increase the share price? 
- We recognise that along with the dividend, the share price is an important element for our shareholders. 
- Our share price, like the share price of any listed company, is subject to a range of factors and some of these, 

like the broader market movements and global trends, are beyond our control. 

 
1 Underling earnings is defined as: NPAT from continuing operations excluding net one-off nbn receipts (as defined in footnote 2) and guidance adjustments. Guidance 
adjustments includes one-off restructuring costs, impairments in and to investments or property, plant and equipment and intangible assets, proceeds on sale of business, 
mergers & acquisitions and purchase of spectrum.  
2 “Net one-off nbn receipts” is defined as net nbn one off Definitive Agreement receipts (consisting of Per Subscriber Address Amount, Infrastructure Ownership and 
Retraining) less nbn net cost to connect less tax. 



- That has especially been the case this year as we experience the COVID-19 pandemic. 
- We can’t influence or control the share price, but the best way in which we can ensure that the share price 

performs to its optimal level is to deliver against our T22 strategy which we believe will drive long term 
shareholder value. 

- Increasingly, shareholders are looking for businesses to take stronger leadership in relation to what 
constitutes responsible business, and there’s a strong link between long term shareholder value and 
companies which are successful, and those that also take their responsibilities to their customers, their 
people and the societies in which they work seriously. 

 

Business performance How is the T22 strategy progressing? 
- We are very well positioned as we pass the midway point of our T22 strategy. The key principles behind our 

T22 strategy are more important than ever before – to radically simplify and digitise the business, remove 
customer pain points, remove legacy systems and processes. These have all been crucial in allowing us to 
successfully respond during the COVID-19 restrictions. 

- It has also highlighted that connectivity has never been more important. We have witnessed a huge 
acceleration in the adoption of digital ways of working, and this is crucial to a fast economic recovery. 
Continuing to deliver on T22 therefore is fundamental to the transformation of Telstra, and also the success 
of our customers and shareholders. 

- We have delivered or are on track to deliver three quarters of our T22 scorecard metrics. 
 

What is Telstra's market share in fixed and mobile? What is Telstra doing to attract new customers? 
- Our overall market share for fixed and mobile is around 50% revenue share. 
- Our key focus is on how we differentiate experiences for our customers, both existing and new. 
- Looking at the mobile business, network leadership plays a key role – providing that premium network 

experience for our customers is at the core of differentiating us in market. 
- In the fixed market we are focused on the in-home experience for broadband services. We have the Telstra 

Smart modem that gives an excellent Wi-Fi experience plus the backup onto our 4G network should the fixed 
line go down. 

- Additionally we have taken a number of big steps over the last 18 months to address some of the biggest 
pain points that customers have been experiencing. This includes no lock-in contracts and no excess data 
charges. 

- We have a number of add-on services including live streaming of live sport on mobiles, Wi-Fi solutions for 
the home, gaming packages, and entertainment with Telstra TV. 



- We have also introduced Telstra Plus, a rewards program to recognise and reward the loyalty of our 
customers. 

 

What are the key challenges to achieving FY21 guidance? 
- FY21 is another significant year in terms of in-year headwinds from nbn; we have factored into guidance 

approximately $700 million of net negative recurring EBITDA impact on our business from nbn. 
- We are in uncertain times with the COVID-19 pandemic; we have estimated a $400 million impact from 

COVID-19 on underlying EBITDA which is included in guidance. 
- How things will play out in the macroeconomic environment is still unknown. We continue to support our 

customers the best we can through this period, ensuring we provide small to big businesses with the best 
possible solutions, support and data connectivity, which will be vital to help them benefit as the digital 
economy accelerates. 

- We operate in a dynamic and competitive environment, but we have a clear strategy and we’re executing on 
that to ensure our products, networks and services are industry leading. 

- We’re pleased to be able to issue guidance for FY21 where many companies haven’t been able to in these 
uncertain times. We have a strong position in market and a strong business based on annuity revenue. We 
know there are risks but we have factored them into our guidance. 

 

What has Telstra done to support Australia and the community during the COVID-19 pandemic? 
- We have been very conscious that it is important for people to stay connected during this period of time, so 

we provided extra data allowances for customers, particular vulnerable customers, to make sure they’ve got 
what they need to stay connected. 

- We have been helping large and small enterprise customers shift their operations so that they can support 
their people working from home. We have also supported small businesses where they’ve had to put their 
businesses into hibernation so that they can reduce some of their outgoings. 

- Other actions included, but were not limited to: 
o Bringing forward $500m of capital expenditure planned in the second half of FY21 into the 2020 

calendar year, providing the economy with much needed investment 
o Extending our sponsorships expiring in 2020 for another 12 months 
o Our teams working tirelessly to ensure our subsea cable network continued to keep Australia 

connected during what were 50% spikes in data volumes 
o We put job reductions on hold to provide certainty and security 



o Helping connect 20,000 disadvantaged students and teachers by providing internet access to 
educational content 

- We obviously also need to make sure Telstra remains strong and financially viable as well, so we’ve been 
very thoughtful about that, but we’ll continue to make targeted support. 

- This support was shown during COVID-19, but during the bushfires we also took important steps to help 
ensure those communities impacted stayed connected as well as paying for the mobile phone bills of 
firefighters and other first responders. 

- We play a very critical role in our society and we will continue to act as a responsible business – ultimately, 
we will never be successful for our shareholders if our customers and the communities in which we operate 
do not enjoy success too. 

 

COVID-19 severely impacted your offshore call centres, which resulted in customer delays. What strategy is Telstra 
adopting to overcome this poor service experienced by many customers? 

- There are some roles easier to move to work from home than others. Call centre work is harder at home 
because there’s a lot of technology and infrastructure in place in a call centre which is hard to replicate in 
homes. It’s particularly difficult to do that in overseas locations where access to technology and home 
internet is not the same as we have in Australia. 

- Over time we’ve moved more of the call centre work to Australia. We’ve found more of our customers are 
wanting to engage with us digitally. We saw the rate of digital interactions increase from just over 50% at the 
end of FY19 to more than 70% by the end of FY20. 

- When we started our T22 program, we were receiving about 36 million calls a year to our call centres. We 
aim to get that down to about 12 million by the end of FY22. We will do this by improving our customer 
service, simplifying our products and digitising our business. 

- Customers are adopting digital technology faster than they might have otherwise done. As this trend 
continues, we believe investing in Australia and through the continued digitisation of the business, we will be 
able to respond to all inbound calls from our consumer and small business customers in Australia by the end 
of our T22 program. We are already answering 60% of calls in Australia. 

 

Other How is it that some other competitors are making larger margins on reselling nbn? What is Telstra doing to improve 
margins and profitability reselling nbn? 

- We are focused on the things within our control. Firstly, on the cost side, we’re focused on our cost to serve 
and cost to connect customers, with work underway to reduce these costs which we are confident in 
achieving. 



- Secondly, we are also focused on the services that customers are paying for and how we make sure we’re 
delivering to them, including high value add-ons like Wi-Fi solutions, gaming packages, and higher speed 
plans for those customers who have greater bandwidth demands. 

- We also continue to advocate for wholesale price reductions from NBN Co, as do many others in industry. 
However, we are absolutely focused on the elements in our control and have strong programs in place to 
improve our nbn margins. 

 

What are your plans for Telstra InfraCo? 
- One of the key features of our T22 program was the establishment of Telstra InfraCo which took all of our 

infrastructure assets and put them in a separate, independently run business unit. We did that for three 
reasons: 

o To give a greater degree of transparency to those assets 
o To help us run them more efficiently 
o To create optionality 

- We are well advanced in relation to these initiatives. We have set up the organisational structure and 
operating model, and a Heads of Agreement between Telstra InfraCo and Telstra is in place for commercial, 
service level, and the operating arrangements. 

 

What do you see are the key opportunities and threats for Telstra? 
- Connectivity and telecommunications are the backbone of everything that we do digitally and online. Even 

before the full implications of COVID-19 were really understood, we were already on a path to a further 
acceleration in technology innovation and connectivity, with things like the Internet of Things (IoT) and the 
ongoing digitisation of everything around us. COVID-19 has reinforced and accelerated that trend. 

- Opportunities 
o The ongoing role of connectivity has been heightened, which means we must continue to take 

leadership and invest in the right technologies for the future, which is why it’s been so important 
that we made the decision to be a leader in 5G. We’re in a strong position competitively as we see 
our customers increasingly adopt 5G. 

o The investments we’ve made in digitising our business will also provide opportunities to improve 
efficiency and greater productivity. 

o Telstra Health – a business that provides services in telemedicine, national cancer registries, 
electronic prescriptioning. It is helping to digitise the health service which has accelerated materially 
during this period of time and we think is only going to grow again in the future. 



o Finishing the job on our T22 strategy – and in doing so, deliver great outcomes for our customers 
and ultimately deliver financial returns to our shareholders. 

- Threats 
o COVID-19 is having a material impact on the economy, locally and globally. When the economy is 

under pressure, everybody feels that, including Telstra. Recovering from the impact of COVID-19 
quickly is important. 

o There are always competitive threats but that’s why we’re continuing to invest in our network and 
the broader business. 

- Despite these threats we have a strong strategy in place and are committed to finishing our job on T22, 
thereby delivering for our stakeholders. 
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