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1. I ntroduction

The cdl centre industry is a growth indugtry in Queendand (as in Audrdia as a whole), with
continued growth rates estimated between 20-25%. A mgority of the employees in the cal

centre industry are women. Most employees are casuas.

The industry has the potential to provide employment opportunities and economic benefits to
Queendand, particularly for regiond communities.

Although the Audrdian cdl centre industry has been characterised as being subject to little
regulation of minimum sandards and conditions of employment, al cal centres operating in
Queendand are subject to a wide range of conditions of employment under indudtrid

legidation and awards.

The Queendand Industrial Relations Act 1999 and associated legidation establishes a
regulatory framework providing sgnificant minimum gandards of employment for full-time
and part-time employees, as well as a range of conditions for longer term casud employees.
Employees in the cdl centre industry are dso subject to state common rule awards which
provide for a range of employment conditions. Employees may aso receive enhanced

conditions under certified agreements.

Employees employed in Queendand public sector in-house cal centres are dso subject to
public sector conditions of employment which as a genera rule are of a higher standard than
the private sector. These conditions are sat out in indudrid and public sector legidation,
public sector awards and certified agreements.

There is anecdotal evidence that the industry however, is subject to low levels of compliance
with both industrial and workplace hedlth and safety standards.

Compliance isues in the cdl centre industry in Queendand was highlighted in a recent
inquiry conducted by the Queendand Indudrid Redations Commisson into pay inequity
between men and women workers. The Inquiry released a report of recommendations in
March 2001. The Inquiry highlighted the exigence of a lack of education about minimum
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employment standards (both industrid and workplace hedth and safety) within this indudry.
The report dso emphasses the precarious nature of employment, particulaly of casud
employees employed in call centres.

1.1 KeyPriorities

The Queendand Government believes that a key competitive advantage of Audrdian cal
centres should be the kill of ther saff and professondiam of ther operations (not low pay
and poor conditions). Key priority areas for the promotion of best practices within
Queendand government cdl centres include:

Increased training and developmert;

Commitment to support staff to provide quality customer service;

A reduction in the current rate of staff turnover;

Increesed knowledge of agppropriate minimum wages and conditions regulation in the
industry; and

Increased paticipation of dtaff in key decisons regarding improvements to the provison

of customer service and workplace environment and workplace health and safety issues.

The advantages to employees of emphasising these priorities will be:

Increased job satisfaction;
Adequate training and career development; and

Work in an industry with ameaningful career path.

The advantages to government agencies and signatories providing cal centre services include:

Reputation as providers of reliable and quality service;
Accessto a pool of well-trained and professond employees,
Retention of experienced employees due to reduced staff turnover; and

A long-term sustainable business.
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1.2 Objectives

The Objectives of the Code are to:

encourage best practice and improve the performance of dl parties in the indudry in
Queendand;

promote a cooperative gpproach by dl parties in their dedings with one another to achieve
the Key Priorities,

outline expectations of performance for industrid relations,

outline expectations for workplace health and safety and environmental management;

encourage high standards within the cal centre industry by seeking from those involved in
the industry a commitment to comply with al laws regulations, codes of practice and
contracts relating to the indudtry;

encourage innovation and the use of technology that enhance customer service and the
working environmernt;

encourage professond development and indusgtry training;

encourage stable, long-term employment with afulfilling career sructure; and

promote a consultative environment in call centre workplaces.

1.3 Application

The Queendand Government Code of Prectice for Cal Centres gpplies to dl government

agencies including government owned corporations.

Nortgovernment industry participants are encouraged to become signatories to the Code:

Paties contracting with the Queendand Government to perform cal centre work will be
required to adhere to relevant provisons of the code for al such work carried out in
Queendand.

Industry participants are encouraged to comply with the principles and rdevant provisons
of the code as a benchmark for minimum acceptable standards in the industry.

The agpplication of the provisons of the Code is, a dl times, subject to the provisons of any
legidation and relevant contractud arrangements.
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Responsibilities

All parties to the Code are required to:

3.

comply with the Code and take action to address Code issues,

adopt and promote a cooperative gpproach and communicate honestly in al relaionships
and busnessdedingsin dl combinationsand a dl leves

promote and dtrive to achieve the Key Priorities and Objectives,

operate within the law and comply with dl reevant legidation, regulations and
Government policy regarding employment, workplace hedth and safety and training;

comply and promote compliance with the provisons of applicable awards and/or certified
agreements, dispute settlement procedures, dl orders, forma directions and decisons of
any court of competent jurisdiction, and dal other legidative obligations reating to
employment; and

establish internal mechanisms to ensure compliance and dedl with transgressons of the
Code; and

encourage the development of collective arrangements applicable to the workplace.

Continuous I mprovement and Best Practice

The Government is committed to the continued expanson and long-term vigbility of the cdl
centre industry in Queendand. The competitive advantage of the indudtry in this state will not
be achieved through poor wages and conditions for workers but rather through continuous

improvement and best practice that embraces superior:

business relationships and practices,
organisationa systems and standards; and

cooperative workforce management policies and practices.

Commitment to continuous improvement and best practice will be tested and measured using
agreed criteriathat reflect these qudities.
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3.1 Targets

Employees should have the opportunity to participate fully in the setting of achievable targets.

Targets should be linked to the qudity of customer service rather than soldy relying on the
number of calls and the time alocated to each call.

Changes to targets will be preceded by conaultation and agreement with employees and their
union representatives.

3.2 Performance assessment

Performance assessment criteria will be developed in consultation with employees and will be
genuinely based on the development of employee skills.

Performance assessment criteria need to be flexible enough to cater for customer service

requirements balanced with efficiency or consstency requirements.

The performance review process is to embody fair procedures and review options.

3.3 Call Monitoring

Cdl monitoring can be used as a coaching and development tool on the following bases:

The development of the process and outcomes of cdl monitoring will involve a
cooperative and collaborative gpproach between employees and call centre management.
Employees shdl be given reasonable naotice if their cdls are being monitored and over
what period of time.

Cdl monitoring will include a feedback process.

Subject to legidative requirements, cal centres will consult with employees and ther

union representatives before introducing cal recording.
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3.4 Communication

All team members will be given the opportunity to meet as ateam on aregular basis.

Employees will be given adequate time to familiarise themsdves with policy updates.

Employees will have access to a notice board, e-mal or other communication facility to be
established in each workplace, to facilitate communication between employees and/or ther
union representatives regarding metters arising at work.

3.5 Consultation

A guiding principle for communication is the acknowledgment that employees experience
and ideas add vaue to the quality of service the call centre can ddliver.

While resarving the right to make find judgement, management will consult with employees
prior to the implementation of changesin company policy and product development.

3.6  Work organisation

Employees will be provided with enough flexibility in their routine so that they can follow up
customer sarvice issues adequately. Employees will be able to negotiate appropriate flexibility
guiddines with management which follow the principles of qudity customer service and
employee job satisfaction, appropriately balanced with efficiency issues.

3.7 Customer serviceresourcesfor employees

Employees will be provided with adequate technological and informationa resources in order

to resolve a customer's concern as efficiently and effectively as possible.
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4.  Workforce Management

Workforce management will ensure workplace hedth and safety, indudrid relations, training
and <kill devedopment are integrated with the organisationd procedures, practices and
performance standards of the organisation. Effective workforce management a dl leves of
the call centre industry is akey contributor to achieving the Key Priorities and Objectives.

Workforce management requires agencies and signatories to:

creste and maintain a safe working environment;
integrate training and <kill devdopment into project management; and  support
cooperative, consultetive and productive indudrid relations, including compliance with

awards and/or agreements and legidation.

These objectives centre on industry participants adopting a broad-based agenda to improve
productivity through:

effective communication;

teamwork;

high standards in workplace hedth and safety;

training and skill development;

effective workplace practices,

promotion of access, equity and equa employment opportunity; and

continuous improvement and best practice,

4.1 Training and Skills Development

Industry wide flexible, accessble and innovative gpproaches to skills development will engble
the cdl centre industry to react podtively to the changing demands of the workplace, and
provide opportunities for the workforce to obtain nationally recognised qudifications.

By integrating traning and skill development into management processes and workplace
management, enterprises and agencies can podtively react to changing knowledge and kil
requirements.
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Compliance with policies and commitments such as those contained in Pat 3 of the Sate
Government Departments Certified Agreement 2000 and reevant agreements gpplying to
government owned corporations is a mgor dep in the training process. Agencies and
ggnatories are expected to implement a systematic and rigorous gpproach to traning and
kills development.

Training and skills development for call centre employees will be based on:

compliance with the Government's rdevant traning, skills devdopment and equd
employment opportunity policies;

training for the next generation of employees,

commitment to skilling workers to support technologica changes, and

commitment to training, which leads to nationaly recognised qudifications.

4.2 Workplace Health and Safety

The Queendand Government attaches a very high priority to the improvement of workplace
hedth and safety for participants in the cal centre indudry. It is imperative that workplace
hedlth and safety management isintegrd to the culture of the industry.

Agencies and dgnatories are required to implement comprehensve management systems,
ensuring a safe working environment, in compliance with exising workplace hedth and
safety legidation asit gpplies to the unique circumstances of the call centre indudtry.

4.2.1 Workplace Health and Safety Management Systems

Agencies and dgnatories are required to ensure that qudity workplace hedth and safety
management systems are implemented and maintaned to ensure a high dandard of

performance.

Implementation of a managed and systematic gpproach to hedth and safety will lead to
definition of roles duties and responghilities for agencies, employers, management a dl
levels and employees.

Factors that should be consdered in the workplace hedth and safety management system
include:
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regular rest breaks from telephones and/or keyboards;
goppropriate ergonomic design of furniture and headsets,
noise reduction;

appropriate call volume targets,

manud tasks,

headset use;

sressful working conditions, and

appropriate work organisation.

4.2.2 Workers Compensation Insurance

Queendand WorkCover legidation provides benefits for workers who are injured in ther
employment and protection for employers. Signatories ae to ensure dl applicable
requirements of this legidation are met, including the payment of any premiums or charges
levied in respect of al workers and the provision of rehabilitation for injured workers.

No party shdl require or compd any paty, ether directly or indirectly, to pay workers
compensation benefits above the dautory obligation to do so under the Workplace Health
and Safety Act 1995 and/or registered agreements.

4.3 Industrial Relations

Key contributors to qudity and vaue for money outcomes in the cal centre indudry are an
improved workplace and management culture, better employer and employee rdationships,

and improved indudtrid relations planning and managemen.

Agencies and signatories shall adopt a drategic gpproach in managing industria relations and
integrate indudtria relaions into adl norma aspects of activity. In implementing a drategic
gpproach to indudtrid rdations it is expected agencies and Sgnatories will:

integrate industria  relations with the norma procedures, practices and performance
standards of the enterprise; and

devdop and implement a sound indudrid rdaions management plan that ensures
industria relations issues and risks are identified, assessed and maneged; and
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foster a conaultative culture in the workplace,

4.3.1 Awardsand Legal Obligations Relating to Employment
All parties must comply with the provisions of applicable:

awards and indudrid relaions arangements that have been cetified, regisered or
otherwise gpproved under the relevant industria relations legidation; and
legidative requirements.

All paties should note the comprehensve minimum conditions of employment applying to
cdl centre employees, including:

remuneration;

hours of work and overtime;

public holidays;

breaks;

leave entitlements;,

parental leave;

Superannuation;

termination and redundancy provisions, and
other entitlements.

Part-time employees accrue most entitlements on a pro rata bads. Casua employees may dso
accrue cetan rights (induding parentd leave, long sarvice leave and other rights and
protections).

Arrangements or practices desgned to avoid awards, registered agreements and/or legidative
obligations are not permitted, including inappropriately tresting a genuine employee as an
independent contractor and inappropriate application of taxation arrangements.
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4.3.2 Security of employment

Permanent rather than casud employment is encouraged as a means of increasing the sability
and long-term viability of a workforce while providing individua employees with increased
job satisfaction and enhanced opportunities for training and career development.

Labour hire or agency employees or outsourcing should not be used as a means to evade
legidative or award conditions or to undercut or reduce the conditions of an exiging

workforce.

The Government is committed to maximum employment security for tenured public sector
employees by developing and maintaining a responsve, impartid and efficent public service
as the prefered provider of exiging sarvices to Government and the community. The
Government is dso committed to providing dability to the public sector by limiting

organisationd restructuring and contracting-out of services.

The Queendand Government is committed to maximisng permanent employment where
possble. Casuad or temporary forms of employment should only be utilised where permanent
employment is not advisable or appropriate.

These commitments are effected through the Government’s Employment Security Policy and
the Policy on the Contracting-Out of Government Services and relevant agreements, awards

and legidative provisons.

4.3.3 Anti-discrimination

The Queendand Government and sgnatories to this Code respect and vaue the diversity of
the workforce by helping to prevent and diminate discrimination on the bass of race, colour,
X, sexud prefaence, age, physcd or mentd disaoility, maitd dSaus family
respongibilities, pregnancy, religion, political opinion, nationa extraction or socid origin.

Paties chould note the provisons of rdevant legidation (including the Queendand
Anti-Discrimination Act 1999, Industrial Relations Act 1999 and Commonwedth legidation)

and relevant Government policies and standards on thisissue.
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4.3.4 Workforce Dispute Settlement

All parties are required to make every effort to resolve grievances or disputes at the enterprise
level in accordance with the procedure outlined in the rdlevant award or registered agreement.
If a dispute cannot be resolved at a particular levd, it should be referred to higher levels
within an accepteble timeframe. If the matter remains unresolved, the dispute should be
referred to the Industrial Relations Commission for settlement.

All paties to a dispute are requred to comply with indudtrid tribunal decisons, subject to
any legd agoped rights whils adhering to the following dispute settlement procedures
(subject to the dispute settlement procedures in relevant awards and agreements):

a far and non-disriminatory process should be undertaken to resolve the dispute co-

operativey and efficently;

employees have the right to access union representation;

no indugtria action isto take place; and

the saus quo that exised before the dispute must preval; and work is to continue

normdly, without prgudice to any of the parties.

4.3.5 Certified Agreements

Certified agreements provide consderable scope for employers and their employees to
improve working conditions and gain a competitive edge by ensuring vaue for money and
qudity outcomes. Parties are encouraged to make certified agreements appropriate to their
circumstances and fogtering collective arrangements.

4.3.6 Membership of Industrial Associations

Paticipation in indudrid redions by employees and employers and responsble
representation by indudtria  associations is encouraged. Parties should note freedom of
association and right of entry in the Industrial Relations Act 1999 and relevant legidation,
awards and agreements. Agreements (including the State Government Departments Certified
Agreement 2000) may aso contain provisons relaing to union del egates.
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Duly dected union delegates should be recognised as acting on behdf of union members in

the workplace.

5. Compliance

The Queendand Government is committed to the implementation of this Code.

Breaches of the Code and any related Implementation Guidelines by parties to the Code as

may be evidenced through non-compliance or unethica activity, may result in sanctions being
invoked.

Where the breach aso involves any law or datute, the matter will be referred to the reevant
enforcement agency. Monitoring compliance with gpecific Statutory requirements, however,

remains the responsbility of the Government agency that administers those requirements.

5.1 Breachesby Government Agencies and Agency Employees

Breaches by a Government agency will be reported to the responsible or portfolio Minister
who will congder appropriate changes to that agency’s policies practices and/or procedures D

ensure future compliance with the Code.

Where it is demondrated that individuas have acted in contravention of the agency’s policies,
practices and/or procedures and this Code, disciplinary action may be taken where

appropriate.

5.2 Breachesby Signatories

Parties contracting to the Queensland Government

Where signatories have a relevant contractua relationship with the Queendand Governmert,
the Government may impose sanctions for breaches of the Code which, depending on the

nature and severity of norn-compliance may involve:

aforma warning;
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referrd of a complaint to the relevant indudtria association for assessment againg its own
code of conduct, if applicable, and appropriate action;

reporting the breach to an appropriate statutory body;

partid excluson from tendering opportunities for a specified period up to three months,
that is, areduction in the number and/or nature of tendering opportunities; or

excluson from tendering for any work for a specified period for a specified period up to

three months.

Voluntary Signatories

Breaches of the code by voluntary signatories will be addressed through appropriate action,
which may indude

A formd warning;

referrd of a complaint to the reevant industrid association for assessment againg ts own
code of conduct, if applicable, and appropriate action;

reporting the breach to an appropriate statutory body; or

suspenson of dgnatory satus and any privileges that accrue from such datus for a
specified period up to three months.

Any dgnatory patly or fully excluded from tendering under this code, or whose sgnatory
datus has been suspended, must be informed of their excluson or suspenson and given an
opportunity to provide evidence of gaining compliance with this code after the expiry date of
the period of excluson or suspenson.

If the dgnatory presents satisfectory evidence of compliance, the excluson or sugpenson
should terminate. If satisfactory evidence of compliance is not produced, then the excluson or

sugpension shdl continue until such evidence is produced.
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5.3 Enforcement

Government Agencies as Clients

Government agencies will support the application of the Code. As a minimum, in order to
fadlitate industry accessihility, each agency will:

edtablish interna coordination procedures for managing Code matters;

establish mechanisms to ensure prompt response to concerns or complants;

egtablish consultative mechanisms with unions, and

establish and advertise a centra point of contact.

Department of I ndustrial Relations

Government agencies and other Sgnatories may seek assdance from the Department of
Indugtrid Reations in assessng whether there has been non-compliance with awards or
relevant industrial, workplace hedth and safety and workers' compensation legidation.

5.4 Roleof Industry

In addition to the Queendand Government seeking to ensure compliance with the standards of
behaviour defined in the Code, it is expected tha the rdevant industry parties will contribute
to achieving these sandards. The circumstances of any breach may be referred to the rdevant

asociation for action.

6. Definitions

Award

Legdly enforcesble determination made by the Commonwedth and/or Queendand Indudtrid
Rdations Commissons containing the minimum terms and conditionrs of employment to be

met by an employer.
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Best Practice

Continuous improvement of processes, products and services to ensure world-class standards

of performance.

Call Centre

For the purposes of applying the code, call centres are seen broadly as work aress using
telephone and computer technology to ddiver services to customers. It is noted that some cal
centres are now caled ‘tota customer service points or ‘contact centres to reflect the more

integrated use of dectronic communication such as e-mail and the internet.
Cdl centres would include many internd and extend government services such as
information services, booking and sdes services, computer help-desk services, customer

contact points and other areas tha might not initidly view themselves as ‘cdl centres. The
broadest view of the application of the term should be taken

Certified Agreement

An agreement between an employer and a group of employees on the terms and conditions of
employment and certified by the Queendand Industrid Relations Commission.

Code of Practice

A document that outlines and establishes principles and stlandards of behaviour.

Employee

A person whose employment is governed by a contract of service or a person deemed to be an
employee under the Queendand Industriad Relations Act 1999.
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Employer

A person, corporation, enterprise or organisation that employs a person or persons under a
contract of service or a person deemed to be an employer under the Queendand
Industrial Relations Act 1999.

Employer Association

An asociation whose membership generdly consss of employers who operae in the
condruction or related industries and is registered under the Workplace Reations Act
(Commonwedth) and/or the Queendand Industrial Relations Act 1999.

Government Agency

Any depatment or datutory body as those expressons are defined in the Financial
Administration and Audit Act 1977; and

Any government owned corporation and its subsidiaries where the shareholding Ministers
have given a natification pursuant to section 123 of the Government Owned Corporations

Act 1993.

Party

Includes but is not limited to clients; agents of clients, principas, contractors, subcontractors,
suppliers, conaultants, employees, unions, including ther officdas, employees and members;
and industry associations while undertaking a representetive role.

Union

An organisation of employees working in the cal centre or related indudtries that is registered
under the Workplace Relations Act (Commonwealth) and/or the Queensland Industrial

Relations Act 1999.





