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Fair Work Act 2009 
s.185—Enterprise agreement

SalesForce Australia Pty Ltd T/A Salmat Contact
(AG2016/2594)

SALMAT CONTACT ENTERPRISE AGREEMENT (VIC)

Contract call centre industry

COMMISSIONER GREGORY MELBOURNE, 18 APRIL 2016

Application for approval of the Salmat Contact Enterprise Agreement (VIC).

[1] An application has been made for approval of an enterprise agreement known as the 
Salmat Contact Enterprise Agreement (VIC) (the Agreement). The application was made 
pursuant to s.185 of the Fair Work Act 2009 (the Act). It has been made by SalesForce 
Australia Pty Ltd T/A Salmat Contact. The Agreement is a single enterprise agreement.

[2] The application and the Employer’s Statutory Declaration indicates that the proposed
Agreement is intended to cover 1011 employees, most of whom are engaged as permanent 
employees in the contract call centre industry. 

[3] The application provides a detailed comparison between the entitlements under the 
Agreement with those in the Contract Call Centre Industry Award 2010. I note that many 
entitlements under the Agreement are equal to those in the modern award. Most notably:

 All wage rates
 Shift loadings
 Overtime

[4] The applicant declared that there are several more beneficial entitlements in the 
agreement, such as an increased entitlement to redundancy pay after 9 years of service and an 
entitlement to 2 paid 15 minute breaks in a 7.5 hour shift. The applicant argued that these 
increased entitlements compensate employees for the loss of annual leave loading in the 
Agreement. In doing so, the applicant has provided financial analysis which attempts to 
demonstrate that the additional paid tea breaks properly compensates for the loss of annual 
leave loading.

[5] Given the pay rates are equal to those in the modern award I sought further 
information from the applicant with regards to how the effect of reducing annual leave 
loading was explained to employees. I also sought further information as to why only 447 
employees out of 1011 cast a valid vote.
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[6] The applicant provided the following information:

In relation to the paid tea breaks during employee briefings employees were advised 
that they would retain their right to paid tea breaks under the new agreement when 
compared with the old agreement. During bargaining meetings in response to a 
reference to paid leave loading being applicable under the benchmark Award Salmat 
discussed with bargaining representatives that under the current agreement paid tea 
breaks are provided instead of paid leave loading and this position was noted and 
accepted.

We understand your query in relation to the low voting numbers in Victoria however 
feedback from TrueVote our independent service provider is that this is actually a 
good turnout from their experience. In order to maximise voting participation Salmat 
allowed employees 5 days to vote and 4 emails were distributed in the voting period 
advising and reminding employees of their right to vote (two by TrueVote on 9th 
March and 11th March) and two by Salmat. The long voting period together with the 
electronic voting option was designed to ensure all employees had a reasonable 
opportunity regardless of their roster schedule to have their say on the new 
agreement.

Consideration

[7] In considering an application for approval of an enterprise agreement s.186(2) of the 
Act requires that, inter alia, “the agreement passes the better off overall test.” Section 193 
continues to state:

“(1) An enterprise agreement that is not a greenfields agreement passes the better off 
overall test under this section if the FWC is satisfied, as at the test time, that each 
award covered employee, and each prospective award covered employee, for the 
agreement would be better off overall if the agreement applied to the employee than if 
the relevant modern award applied to the employee.”1

[8] It has been held in a number of Full Bench Decisions before the Commission that the 
better off overall test is a global assessment of whether any deficiencies are outweighed by 
more beneficial provisions of the Agreement, rather than a line by line assessment.2

[9] On this basis, and in the circumstances before me in this matter, I am satisfied that 
notwithstanding reductions to annual leave loading and the entitlements outlined above that 
are equal to the relevant reference instrument, there are adequate beneficial entitlements that 
mean that employees will be better off overall.

[10] Consequently, I am satisfied that each of the requirements of ss.186, 187 and 188 as 
are relevant to this application for approval have been met.

[11] The National Union of Workers, Australian Municipal, Administrative, Clerical and 
Services Union and the Australian Rail, Tram and Bus Industry Union, being bargaining 

                                               
1 Fair Work Act 2009, s.193
2 AKN Pty Ltd t/a Aitkin Crane Services [2015] FWCFB 1833, [44]
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representatives for the Agreement, have given notice under s.183 of the Act that they want the 
Agreement to cover them. In accordance with s.201(2) I note that the Agreement covers these 
organisations.

[12] The Agreement is approved and, in accordance with s.54 of the Act, will operate from 
25 April 2016. The nominal expiry date of the Agreement is 25 April 2019.

COMMISSIONER
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"SALMAT CONTACT ENTERPRISE AGREEMENT {VIC)" 

Section 1 - About this Agreement 

1. TITLE 

This Agreement shall be known as the "Salmat Contact Enterprise Agreement (VIC)". 

2. DEFINITIONS 

Key terms defined in this Agreement are set out in section 10. 

3. COVERAGE OF THE AGREEMENT 

3.1 This Agreement will cover: 

(a) Salmat; 

(b) Employees employed at the Enterprise and engaged in the classifications set out in Section 11 of 

this Agreement; and 

(c) The National Union of Workers 833 Bourke Street Docklands Victoria 3008; 

(d) The Rail Tram and Bus Union 365 Queen Street Melbourne Victoria 3000; and 

(e) The Australian Services Union Ground Floor 116 Queensberry Street Carlton South, Victoria 

3053 

(together collectively "the Union"). 

3.2 This Agreement does not cover employees not covered by the classifications set out in Section 11 of this 

Agreement. 

4. OBJECTIVES 

4.1 This Agreement aims to support an efficient and effective workplace committed to working towards the 

following objectives: 

(a) provide for a sustainable, competitive and profitable business; 

(b) create a co-operative, flexible, fair and productive work environment that enables us to meet 

the current and changing needs of our customers; 

(c) enable us to attract and retain high quality and motivated staff; 
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(d) ensure our workplace supports a culture of performance, innovation and continuous 

improvement which provides for reward and recognition of high performing Employees; and 

(e) establish an environment that fosters development opportunities and career paths that align 

with organisational and client needs. 

In addition, this Agreement supports Salmat's values of innovation, accountability, client focus and team 

work. 

5. PERIOD OF THE AGREEMENT 

This Agreement will commence 7 days after the date the Agreement is approved by the FWC and shall 

have a nominal term of 3 years from that date. 

6. RELATIONSHIP TO AWARDS AND THE NES 

This Agreement operates to the exclusion of all awards (including the Award) and agreements that may 

apply now or in the future to Sal mat in respect of its Employees. 

No term of this Agreement will operate to exclude the NES or any provision of the NES or be detrimental 

to an Employee in any respect when compared to the NES. 

7. NO EXTRA CLAIMS 

Salmat and the Employees agree that they will not pursue any extra claims made in relation to 

employment terms and conditions for the life of this Agreement. This includes any additional wage claims. 

This clause does not prevent an Employee from raising a personal grievance or requesting a flexible 

working arrangement. For the avoidance of doubt, implementation of provisions of this Agreement does 

not constitute an extra claim. 

Sal mat's intention in relation to wage increases during the life of the Agreement is set out in clause 13 of 

Section 2. This clause 7 does not in any way take away from Sal mat's intention to negotiate with its clients 

increases in rates of pay for Employees as set out in clause 13 of Section 2. 

8. COPY OF AGREEMENT 

Salmat will make a copy of this Agreement and a link to the NES available for Employees to access via the 

Sal mat Intranet. 

9. RENEGOTIATION 

Where a majority of Employees wish to bargain for a new Enterprise Agreement after the nominal expiry 

date of this Agreement, Sal mat agrees to meet with Employees and/or their representatives to 

renegotiate a new Agreement. 
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Section 2- Wages and Allowances 

10. RATES OF PAY 

I 0.1 Ordinary Hourly Rate of Pay 

The Ordinary Hourly Rates of Pay, for all Employees classified within the Bands set out in Section 11 and 

for work within core hours (6.00 am to 8.00 pm, Monday to Friday), are as follows: 

. ' . . 
I· Minimum Hourly Rate Band. .· . . . . .. ' 

Band 1 $18.47 

Band 2 $19.10 

Band 3 $20.13 

Band 4 $21.96 

The Ordinary Hourly Rate of Pay plus the 25% casual loading payable pursuant to clause 26 equates to the 

following rate of pay for each Band: 

Band Minimum Hourly: Rate · 
,. .·_ 

' 

·. 
(inclusive ofZS% ~asualloading) •• · ... ' ' •;.' .. ,. ' ' . . . .. ' 

Band 1 $23.09 

Band 2 $23.88 

Band 3 $25.16 

Band 4 $27.45 

11. SUPERANNUATION 

Salmat will make superannuation contributions in accordance with the Superannuation Guarantee 

(Administration) Act 1992. Contributions will be paid into either Sal mat's superannuation fund, or another 

complying fund nominated by the Employee by completing the standard choice of fund form. 

12. PERFORMANCE BASED VARIABLE PAYMENTS 

12.1 Sal mat is committed to service excellence and supports a workplace culture that provides for due reward 

and recognition of employees. We recognise that our people are crucial to delivering successful service 

outcomes to our valued clients. Employees may be eligible to participate in Salmat's variable performance 

based payment scheme as varied at Salmat's discretion from time to time to reward Employees for 
6 
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achieving nominated service delivery outcomes. Such payments will be dependent on achievement of 

individual, team and contact centre performance measures and will be payable at Sal mat's discretion. 

Performance based payments may vary across individual contact centres. Individual performance based 

variable payments do not form part of any arrangement, contract or agreement with the Employees 

including this Agreement and disputes cannot be brought under the disputes procedure in clause 34 of 

Section 9 regarding Salmat's variable performance based payment scheme, including Salmat's decision on 

performance based payments and key performance indicators (KPis). In the event that a payment is made 

in accordance with this clause, there is no expectation that any further payments will be made to the 

employee in accordance with this clause. 

12.2 Where an Employee is eligible to be paid a performance based variable payment, Sal mat will provide the 

Employee with notification of the KPis relevant to the performance payment incentive scheme. 

12.3 If there is a need to change KPis or the incentive scheme, where practicable, Sal mat will first discuss the 

change with affected Employees with a view to explaining the nature and reason for the change at least 14 

days prior to the commencement of the proposed change. The parties acknowledge that changes to KPis 

or the incentive scheme will be required from time to time in order to reflect the commercial 

arrangements with Salmat's clients and the needs of Salmat's operations, including, for example, 

contracted service levels. Any changes to KPis or the incentive scheme will be at Salmat's 

discretion. Changes to KPis or the incentive scheme may be made with less than 14 days' notice by 

mutual agreement or where a change is caused by the needs of Sal mat's client. 

12.4 In order to promote productivity and assist Salmat in providing a high standard of service delivery to its 

valued clients Salmat and the Union shall meet within 12 months of the commencement of this 

Agreement to review existing performance based variable payments with a view to promoting operational 

excellence. 

12.5 Without disclosing any Employee's individual information, such review shall consist of but not be limited 

to: 

(a) what percentage of Employees, by campaign, received a performance based variable payment 

in the previous 12 months; 

(b) the average performance based variable payments paid to Employees by campaign and what 

percentage of the on-target amount this represents; 

(c) the relative difference each gender receives by campaign; 

(d) without revealing the identity of any individual concerned, the largest and smallest payments 

within each campaign; and 

(e) any other matters the parties mutually agree will be relevant and useful for the purposes of the 

review. 

The Union acknowledges that details regarding performance based variable payments and KPis are 

commercially sensitive and will vary according to each individual campaign. The Union will not disclose any 

information pertaining to the KPI review to any Employee who is not employed to work on that individual 

campaign or to any persons, companies or organisations outside Salmat. Salmat, the Union and Employee 

representatives (nominated by the Union and/or Salmat) will meet to discuss: 
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(a) the barriers, and their relative importance, for Employees in reaching their KPis and 

performance based payments; 

(b) whether any such barriers may not be objectively linked to relative performance or merit; and 

(c) proposals from Employees about how to improve the structure of performance based payments 

in consideration of the overall campaign objectives and need to incentivise the achievement of 

such objectives in a fair and reasonable manner. 

13. PAY INCREASES 

13.1 Salmat's remuneration and reward approach is designed to attract, retain and reward Employees in a 

competitive market and is part of a balanced offering to Employees. Pay figures in this Agreement are 

base Ordinary Hourly Rates of Pay. This Agreement does not reduce any rate currently paid. Individual 

Ordinary Hourly Rates of Pay will be confirmed in individual letters of offer. 

Salmat encourages clients to pay fair and reasonable rates to attract and retain high quality candidates. 

The rates of pay set out in clause 10 will be increased in accordance with client's appropriate increases to 

wages to be paid to Employees. 

In addition, if during the life of this Agreement: 

(a) the minimum rates of pay under the Award are increased; and 

(b) following the increase, the minimum Ordinary Hourly Rates of Pay contained in this Agreement 

for each classification fall below the equivalent base minimum Award rates; then 

(c) the minimum base Ordinary Hourly Rate of Pay contained in this Agreement will be adjusted to 

ensure they reflect the minimum Award rates. Salmat will make any necessary adjustments to 

an individual Employee's base hourly rate of pay to ensure the Employee's individual base rate 

is no less than the adjusted minimum Ordinary Hourly Rate of Pay payable under this 

Agreement. Such adjustment will be effective from the date the increased minimum Award 

rates take effect. 

14. PAYMENT OF WAGES 

Wages will be paid by electronic funds transfer on a fortnightly or weekly basis in arrears as determined by 

Sal mat. 

15. ALLOWANCES 

15.1 Telephone Allowance 

(a) Where an Employee does not have a telephone, modem or broadband connection and, at the 

written request of Salmat, the Employee is required to have such equipment, Salmat will 

reimburse the cost of purchase, installation and rental as agreed with the Employee. 

(b) Where an Employee makes telephone calls in connection with the business on their private 

telephone at the direction of Salmat, Salmat will reimburse the cost of such calls. Sal mat may 
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request details of all such calls claimed by the Employee. 

15.2 Distant work/travelling time payment 

(a) All reasonable pre-approved out of pocket expenses incurred in connection with Salmat's 

business authorised by Salmat and properly paid by the Employee shall be reimbursed by 

Sal mat. 

(b) Except as elsewhere provided in this Agreement, an Employee directed by Salmat to travel in 

the Employee's own time to transact company business will be paid travelling time and all 

approved expenses incurred whilst so travelling in accordance with clause 15.2(c). Further, an 

Employee sent by Salmat from their usual location to another and required to remain away 

from their usual locality will be paid expenses whilst so absent from their usual locality. 

For the purposes of this clause, "expenses" means: 

(i) all fares reasonably incurred at economy class for all air travel and first class for 

rail travel; 

(ii) reasonable expenses incurred while travelling including $13.18 for each meal 

taken (except where the cost of the meal is included in the fare); 

(iii) reimbursement of the cost incurred for lodging of at least reasonable hotel/motel 

standard. 

(c) An Employee is not entitled to be paid for travelling time under this clause in his or her 

accustomed workplace or territory. In circumstances where an Employee is required to work 

away from the accustomed workplace or territory and travels in his or her own time to reach 

such place, the individual Employee will be entitled to be paid for the time reasonably spent in 

travelling to such place in excess of that which would be spent travelling from home to the 

accustomed workplace or boundary of the accustomed territory. 

15.3 Payment for travelling 

(a) The amount of pay for an Employee travelling outside of ordinary hours shall be their Ordinary 

Hourly Rate of Pay. Agreement may be reached between Sal mat and an individual Employee 

on time off being taken in lieu of payment for travelling at a time or times agreed with Sal mat. 

Travelling time taken as time off shall be on the basis of 1 hour off for each hour travelled 

outside of ordinary hours. 

(b) The maximum travelling time to be paid shall be 12 hours out of every 24 hours, or where 

accommodation is provided by Sal mat for all-night travel, 8 hours out of every 24. 

15.4 Relocation expenses 

(a) Where an Employee is transferred to another location or another state, the cost of removal 

expenses reasonably incurred shall be paid for by Sal mat in accordance with the company travel 

policy, provided that an Employee who is transferred at the Employee's own request may be 

required to pay their own expenses. 
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(b) Where: 

(i) an individual Employee is directed by Sal mat to another locality for employment 

which can be reasonably regarded as ongoing and involving a change in residence; 

and 

(ii) where the Employee is in the process of buying a place of residence in that new 

location, 

the Employee shall be provided with suitable accommodation for a period not exceeding 6 

weeks. Provided that in cases where such individual Employee can show to the satisfaction of 

Sal mat that he or she has taken all reasonable steps to obtain a place of residence of a similar 

nature and standard to that which the individual Employee enjoyed and without success, then 

the abovementioned period may be extended for a period not exceeding 3 months. 

(c) Where an Employee is not in the process of buying a place of residence, Salmat will provide 

suitable accommodation for a period not exceeding 4 weeks. 

(d) The provisions of clauses 15.4(a) and (b) will cease to apply immediately the Employee assumes 

a new place of residence or when the purchase has been completed, whichever is sooner. 

(e) For the avoidance of doubt, for the purposes of this clause "accommodation" shall be limited to 

the provision of suitable housing. 

15.5 Safe Travel allowance 

(a) When an Employee, after having worked overtime or a shift for which he or she has not been 

regularly rostered, finishes work at a time when reasonable means of transport are not 

available, Salmat will provide the Employee with transport home, or pay him or her their 

current wage for the time reasonably spent in reaching home. 

(b) This clause does not apply if: 

(i) reasonable means of transport are available to the Employee; or 

(ii) where the Employee was notified no later than the previous day or previous 

rostered shift that they would be required to work overtime or a shift for which he 

or she has not been regularly rostered and the Employee has made or could have 

made reasonable transport arrangements. 

15.6 Motor Allowance 

An Employee who is required by Salmat in writing on a casual basis to use his or her motor vehicle to carry 

out Salmat's business shall be paid a mileage allowance of $0.78 per kilometre. 

15.7 First Aid Allowance 

An Employee who has been trained to render first aid and who is the current holder of appropriate first 
aid qualifications, such as a certificate from the St. John's Ambulance or similar body, shall be paid a 
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weekly allowance of $0.39 per hour up to a maximum of $14.84 per week if and whilst appointed by 
Salmat to perform first aid duty. 

15.8 Meal Allowance 

(a) An Employee is entitled to a meal allowance of $13.18 on each occasion that the Employee is 

entitled to a rest break in accordance with clause 22.4 except in the following circumstances: 

(i) if the Employee was notified no later than the previous day or previous rostered 

shift that they would be required to work such overtime; or 

(ii) if the Employee lives in the same locality as the enterprise and could reasonably 

return home for meals. 

(b) If an Employee has provided a meal or meals on the basis that he or she has been given notice 

to work overtime and the individual Employee is not required to work overtime or is required to 

do less than the amount advised, he or she will be paid the prescribed meal allowance for the 

meal or meals which he or she has provided but which are surplus. 

15.9 Mixed Functions 

Where an Employee is required to perform the work at a classification higher than his or her appointed 

role for a continuous period of one ordinary rostered day or shift or more, that Employee will be paid the 

appropriate rate in the higher classification range for the period worked. 

16. DEDUCTION FROM WAGES 

(a) Subject to any applicable restrictions which may exist now or in future in the FW Act, Sal mat 

may make deductions from an Employee's wages where: 

(i) Sal mat needs to recover an overpayment made to an Employee; or 

(ii) Sal mat needs to recover an advance made to an Employee; or 

(iii) Salmat needs to recover costs directly incurred by Salmat as a result of the 

voluntary private use of Salmat's property by an Employee; or 

(iv) the making of the deduction is requested by an Employee (for example, to make 

contributions to a designated charity; in accordance with an approved salary 

sacrifice arrangement; or to make payments on the employee's behalf to his or her 

health insurance fund (in which case the Employee must advise Salmat of the 

period over which deductions will be made). 

(b) In the case of clauses 16(a)(i) and (a)(iv), Salmat will first discuss with the Employee the period 

over which deductions will be made and will enter into a written agreement with the Employee 

in relation to the agreed deduction. Such agreement to deductions will not be unreasonably 

withheld. Salmat will make deductions of no more than 25% of an Employee's pay at any one 

time. 
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(c) Where written authority is provided by the Employee, Salmat will deduct union membership 

fees from the Employee's wages or salary and remit them, along with a schedule of such 

contributions, to the Union at monthly intervals. The Employee authorises Salmat to deduct 

fees when the Employee completes a Union membership form authorising payroll deductions. 

17. SALARY SACRIFICE 

17.1 Sal mat may at its discretion offer to provide an eligible Employee with salary sacrifice benefits (including 

for example, an Employee Share Plan). If an Employee accepts a salary sacrifice offer made by Salmat, any 

amount sacrificed will be treated as salary. 

17.2 In the event that changes in legislation, determinations or rulings remove Salmat's capacity to maintain 

the salary sacrificing arrangements offered to an Employee under this clause, Sal mat will be entitled to 

withdraw from the salary sacrificing arrangements by giving notice to an Employee in writing. 

Section 3 -Employment Benefits 

18. WORKPLACE GIVING PROGRAM 

Sal mat will implement a workplace giving program (Activate) to enable Employees to assist in making a 

difference to the communities around us and to support the non-profit community sector in delivering 

services to many disadvantaged groups. Employees will be able to donate to the workplace giving 

program by payroll deduction. 

19. HEALTH, WELLNESS AND EMPLOYEE AMENITIES 

Sal mat recognise that our people are our biggest asset and values the health, safety and general wellbeing 

of our Employees. We will continue to support a safe, healthy and functional workplace environment for 

all Employees. 

Salmat aims to provide the following employee amenities, conditions and benefits. Some Sal mat facilities 

may be off-site and some may be operated by companies unassociated with Salmat. The level of 

Employee amenities, conditions and benefits may therefore vary between locations. 

19.1 Workspace 

Sal mat endeavours to ensure that Employees will be accommodated in buildings which offer a physical 

environment which satisfies all relevant legislative requirements and, to the best of our knowledge, 

satisfies what we understand to be the spirit of such legislative requirements so far as is reasonably 

practicable. 

Our intention is that every Employee will: 

• work in a safe and healthy environment; 

• have as-convenient-as-possible access to facilities which enable Employees to fulfil their 

professional obligations; 

• work in interior spaces which are designed to enable efficient work flows; 
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• be provided with technological resources appropriate for the job to be done; and 

• be secure during working hours within the confines of a Salmat building. 

19.2 Work Health and Safety 

This Agreement supports the provision of a safe and healthy work environment. Sal mat has an obligation 

to provide a safe and healthy work environment so far as is reasonably practicable under work health and 

safety laws. Employees have an obligation to take reasonable care of their own health and safety and the 

health and safety of others. 

19.3 Wellness Program 

Salmat provides information and services to Employees to encourage a healthy lifestyle and encourage 

Employees to achieve their full potential. 

Salmat's wellness program is a health promotion program designed to promote and support healthy 

behaviours for Employees while at work. The health and wellness initiatives may take numerous forms 

and address a variety of topics, for example: 

(a) voluntary on-site health checks; 

(b) EAP webinars on a range of topics; 

(c) activities, such as, mental health week; 

(d) quit smoking campaigns; 

(e) money management educational programs; and 

(f) other well ness programs. 

19.4 Employee Assistance Program 

Salmat's Employee Assistance Program ("EAP") is an independent service funded by Salmat which is 

designed to support Employees to achieve their full potential. The EAP support service provides 

Employees with free and confidential access to professional and experienced counsellors and can assist 

when personal, family or work related concerns are impacting on the health or wellbeing of an Employee. 

19.5 Family Violence 

(a) Salmat recognises that domestic violence is a serious issue that has the ability to affect the health, 

wellbeing and work performance of people experiencing such violence. Salmat is committed to providing 

support to staff that experience family violence as outlined in this clause. 

(b) Salmat encourages a work environment where those needing support feel safe to disclose their 

experience. An Employee experiencing family violence may raise the issue with their immediate 

supervisor, their People Business Partner or with the trained counsellors engaged as part of Salmat's EAP. 
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(c) The EAP is a voluntary, confidential and complimentary service which provides access to trained 

professional counsellors who can assist in managing any concerns regarding family violence. EAP 

counseling may benefit Employees experiencing family violence in offering non-judgmental, independent, 

and confidential support as well as referrals to additional support services. EAP counseling also offers a 

safe place to debrief or gain support for life after domestic abuse which might include assistance in 

planning for the future, goal setting, or beginning again. 

(d) All personal information concerning family violence disclosed by an Employee to Sal mat will be kept strictly 

confidential. 

(e) Where an Employee experiencing family violence is unable to attend work Salmat encourages the 

Employee to speak with their manager to discuss available leave options. 

(f) Proof of family violence may be required and can be in the form of an agreed document issued by the 

Police Service, a Court, a Doctor, District Nurse, Maternal Health Care Nurse, a Family Violence Support 

Service or Lawyer. 

(g) Where Sal mat has been advised, it will take an Employee's family violence situation into account when 

considering any leave application the Employee may make. 

19.6 Staff Benefits -Advantageous purchase terms 

Sal mat endeavours to provide a range of staff benefits to Employees. Details of staff benefits are available 

on the Salmat intranet. 

Some Sal mat clients offer Employees advantageous terms for the purchase of goods and/or services. 

These terms are subject to change or cancellation in accordance with the wishes of each Sal mat client. 

Section 4- Coaching, Development and Career 

Progression 

20. PROFESSIONAL DEVELOPMENT/CAREER PROGRESSION 

Sal mat recognises that the contributions of highly skilled, productive and dedicated Employees are critical 

to the success of our business and to achieving the standards of service excellence to which Sal mat is 

committed. Salmat aims to provide an ongoing range of career development initiatives to advance the 

capabilities and skills of Employees including coaching, performance reviews, learning and development 

and career development. 

20.1 Coaching 

Coaching is an important part of Sal mat's career development framework and aims to assist Employees to 

be their best and ensure that Employees have appropriate attitudinal qualities, skills and knowledge. 

Coaching provides an invaluable opportunity for personal development and Employees are required to co

operate in such coaching. Salmat will primarily engage in coaching to build the skills, knowledge and 

capability of Employees. 
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20.2 Performance review appraisal 

Employees will participate in performance reviews from time to time. Salmat's performance review 

framework encourages a high performance culture by: 

(a) Aligning organisational and client objectives with individual performance; 

(b) Encouraging effective communication between Employees and their manager and providing a 

formal forum for discussion of performance; 

(c) Facilitating the review of performance against agreed objectives, job descriptions, behaviours 

and company values; 

(d) Identifying development needs and providing a forum to agree development objectives; and 

(e) Encouraging continuous improvement. 

During these reviews Salmat will provide Employees with feedback on their performance. As the review 

provides an opportunity for two way feedback, Employees are encouraged to raise with their manager any 

issues which may impact the successful achievement of the agreed performance objectives. 

An Employee's performance is also monitored and Employees are invited to complete regular One on One 

and appraisal briefings with their Team Leader or manager. 

Employees are encouraged to provide feedback on their Team Leader or manager's performance as a 

contribution to their Team Leader or manager's development. Employees are encouraged to call a One on 

One with their Team Leader or manager at any time. 

Performance review results are maintained confidentially in each Employee's file following discussion with 

the Employee. 

20.3 Learning and development 

Sal mat and Employees acknowledge the value of training in relation to an employee's professional 

development. Sal mat will identify training needs and provide necessary training where appropriate. 

Contact Employees will have access to various learning and development opportunities through Salmat's 

structured learning program available to all staff. 

Sal mat aims to provide the opportunity for all employees to take part in on-line and face to face learning 

to build current skills and knowledge with a view to reach competency standards required for the 

Employee's current role or/and as an opportunity to access learning as part of a structured development 

plan for career development and future opportunities. 

20.4 Special rewards and recognition 

From time to time Salmat will reward Employees for their achievements or performance. 

These rewards and recognitions may be: 

• formally as part of a program of various awards; or 
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• informally in response to specific circumstances or for achieving general or specific short-term 

performance targets. 

Awards and rewards may take various forms including certificates, reward in the form of goods and 

services, and vouchers. In each case provision of the rewards and the criteria and conditions related to the 

reward are negotiated with the project client for which the Employee works. 

The awards and rewards defined in this section: 

• are subject to change or cancellation in accordance with the wishes of each Salmat client; and 

• may be allocated solely by the project client under circumstances in which Salmat has no 

influence. 

20.5 Career Development 

Salmat encourages Employees to speak with their manager or People Business Partner to discuss and 

explore available career opportunities and career paths within the Sal mat Group. 

In order to assist Employees to advance their skills and knowledge ad hoc opportunities may be provided 

to Employees to perform additional duties to prepare them for assuming roles of increased responsibility. 

Clause 15.9 will not apply in these circumstances. 

Salmat endeavours to promote the most appropriate Employees to management positions as they 

become available. 

The Sal mat People Team sets out to ensure that there is a formal notification process of positions open to 

Employees, and that where appropriate most of these positions are prominently displayed and circulated, 

including posting such opportunities to the Salmat Intranet. 

At Salmat we pride ourselves on our willingness to provide talented and appropriately qualified people 

with employment and promotion opportunities irrespective of gender or other attributes. 

20.6 Management processes 

Every Employee will be supported by a management structure. 

The structure enables the following: 

• feedback and input from each Employee; 

• training and education; 

• goal setting; 

• team meetings; 

• One on Ones ; 

• performance review and management, analysis and feedback; and 

• a forum for Employees to discuss opportunities for career planning and progression. 
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Because Salmat imposes a regime of continuous improvement, all Employees are required to revise work 

practices when superior processes are identified and implemented. 

All Employees are encouraged to recommend changes to work practices which result in benefits to Salmat 

clients, their customers, Employees or other Salmat Employees. 

Section 5- Hours of Work, Loadings and Penalty 

Rates 

21. HOURS OF WORK 

21.1 In order to meet the business requirements of Sal mat and Salmat's clients, Employees may be required to 

work at any time and on any day of the week within their Availability, subject to the rostering and 

payment principles set out in this clause. 

21.2 Ordinary hours of work 

(a) For the purposes of this Agreement, "ordinary hours of work" means: 

(i) an average of 38 hours per week or 152 hours over a 4 week roster cycle for a full

time Employee; or 

(ii) an average of less than 38 hours per week or less than 152 hours over a 4 week 

roster cycle for a part-time Employee; or 

(iii) subject to clause 21.2(a)(iv) a minimum period of 4 hours per engagement for a 

casual Employee. A casual Employee may, at his or her initiative, request that he 

or she complete an engagement before the minimum 4 hour period has expired. If 

such a request is approved by the casual Employee's manager, then the minimum 

4 hour engagement period will be waived. In these circumstances, the casual 

Employee will be paid for the time worked only. In addition, to meet Salmat's 

rostering requirements, a casual Employee may be directed by Sal mat to go home 

at any time provided the individual Employee has been paid for a minimum of 4 

hours. 

(iv) A casual may be rostered for a minimum period of 3 hours per engagement in 

order to meet the short term ad hoc requirements of Salmat's clients or where a 

casual works remotely from home or another remote location nominated by the 

Employee. 

(b) Subject to clause 21.2, the minimum number of ordinary hours of work to be rostered for 

Employees on any one day or shift is 3; the maximum will be 10 (inclusive of any unpaid meal 

break(s)). 

(c) Subject to the operational requirements of Sal mat, the ordinary hours of work for an Employee 

will be rostered over a maximum of 5 days per week unless agreed otherwise between an 
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individual Employee and Sal mat. Provided that this rostering requirement will not apply to 

designated shift workers and Employees who do not regularly work a five day, Monday to Friday 

week (i.e. they work a rotating roster arrangement). 

(d) Employees may be required to work reasonable additional hours, in accordance with clause 23 

of this Agreement. 

(e) Salmat acknowledges that the roster patterns of Employees will vary from time to time and also 

that some Employees may regularly work weekends or evenings, whilst others may not. The 

rates of pay agreed by the parties and set out in this Agreement take into account and 

compensate for the mixed pattern of work. 

21.3 Ordinary hours of work during Core Hours 

(a) Core Hours will be worked between the span of 6.00 am to 8.00 pm, Monday to Friday. An 

Employee will be paid his or her Ordinary Hourly Rate of Pay for all Core Hours worked. 

(b) Non-Core Hours are all hours worked outside the span of 6.00 am to 8.00 pm, Monday to Friday 

and on weekends. 

(c) Employees may be rostered to work ordinary hours of work during Non-Core Hours. Where a 

Full Time or Part Time Employee is required to work ordinary hours of work during Non-Core 

Hours, he or she will receive an additional payment, as prescribed in clause 21.4. 

(d) Where overtime hours are worked, they are paid for in accordance with clause 23.3. 

(e) Work performed by Employees who are designated as shift workers is paid for in accordance 

with clause 21.5, not clause 21.4. 

21.4 Work during Non-Core Hours 

(a) Subject to clause 21.4(c), an Employee will, for each ordinary hour of work performed during 

Non-Core Hours, receive their Ordinary Hourly Rate of Pay plus an additional loading as detailed 

below: 

Non-Core Hours during which Loading payable (as a % 

ordinary hours are worked of the Ordinary Hourly 

Rate of Pay) 

Prior to 6.00am Monday to Friday 25% 

After 8.00pm Monday to Friday 25% 

Saturday 25% 

7.00am to 7.00pm Sunday 50% 

Midnight on Saturday to 7.00am 75% 

Sunday 

18 



Sal mat Contact Enterprise Agreement {VIC) 

7.00pm Sunday to midnight Sunday I 75% 

(b) For the avoidance of doubt, where an Employee works Core Hours immediately before or after 

working Non-Core Hours, the above loadings will be paid in relation to the Non-Core Hours only. 

No loading will be paid for the Core Hours. 

(c) Except where otherwise stated in clause 21.5, the loadings detailed in this clause 21.4 do not 

apply to Employees who have been expressly designated by Salmat as shift workers. 

21.5 Hours worked by designated shift workers 

(a) In order to meet the needs of Sal mat's clients, an Employee may be expressly designated by 

their Contact Centre Manager (or his or her nominee) in writing as a shift worker (a designated 

shift worker). An Employee who is a designated shift worker may work afternoon or night shift. 

(b) For the purposes of this Agreement: 

(i) Afternoon shift means any shift finishing after 8.00pm and at or before midnight; 

and 

(ii) Night shift means any shift finishing subsequent to midnight and at or before 

9.00am. 

(c) Subject to clause 21.S(d) Employees who are designated shift workers will be paid their 

Ordinary Hourly Rate of Pay plus an additional loading as detailed below: 

Shift Type Hours worked on Loading payable (as a % of the 

Afternoon or Night Ordinary Hourly Rate of Pay) 

Shift 

Afternoon & Night Monday to Friday 15% 

Shift (Subject to clause 21.5{d)) 

Afternoon Shift Saturday 25% 

Night Shift Saturday 30% 

Afternoon & Night 7.00am to 7.00pm SO% 

Shift Sunday 

Afternoon & Night Midnight on Saturday 75% 

Shift to 7.00am Sunday 

Afternoon & Night 7.00pm Sunday to 75% 

Shift midnight Sunday 

(d) In the event that an Employee who is a designated shift worker: 

(i) during a period of engagement on shift, works night shift only; or 
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(ii) remains on night shift for a longer period than 4 consecutive weeks; or 

(iii) works on a night shift which does not rotate or alternate with afternoon shift or 

with day work so as to give the Employee at least one third of the working time off 

night shift in each shift cycle; then 

the Employee will be paid his or her Ordinary Hourly Rate of Pay plus a loading of 30% for all 

hours worked Monday to Friday on night shift. For the avoidance of doubt, this loading is in 

substitution for and is not cumulative upon the 15% loading prescribed in the table in clause 

21.S(c). 

(e) For the avoidance of doubt, the loadings in clause 21.4 will not apply to Employees who are 

designated shift workers. 

21.6 Casual Employees 

Where a Casual Employee works Non-Core Hours or is a designated shift worker, the Casual Employee will 

receive the Ordinary Hourly Rate of Pay plus: 

(a) the relevant Non-Core Hours or shift loading as detailed in this clause 21; and 

(b) the 25% casual loading detailed in clause 26. 

For example, if the Casual Employee works Non-Core Hours as defined in clause 21.3(b), the Casual 

Employee will be paid his or her Ordinary Hourly Rate of Pay plus a 25% Non-Core Hours loading plus a 

25% casual loading (so that the total loading is SO% of the Ordinary Hourly Rate of Pay). 

21.7 Transfer between non-shift work and shift work 

Sal mat may require an Employee to transfer from non-shift work to shift work, or from shift work to non

shift work, upon 7 days' notice of the transfer. Salmat will confirm in writing when an Employee ceases to 

be, or becomes, a designated shift worker as a result of such a transfer. 

21.8 Roster 

Salmat will provide Employees with a roster that specifies the times and days on which the Employee will 

be required to work their ordinary hours of work. Salmat aims to advise an Employee of their roster at 

least 7 days before the commencement of each roster cycle. If there is a need to change the roster, Sal mat 

will first consult with the Employee and attempt to address the Employee's needs (for example, family 

commitments). However changes to the roster may be made with less than 7 days' notice by mutual 

agreement or where a change is caused by the needs of Salmat's client or in an emergency situation. 

Employees will be advised in writing of any changes to their roster except in circumstances where an 

Employee agrees to a roster change verbally with their manager. 

21.9 Availability 

Sal mat respects its Employees' need to strike a healthy balance between personal and family 

responsibilities, and their careers. Our approach to promoting work/life balance is to ensure, where 

practicable, that each Employee is aware of the hours of operation for their particular campaign prior to 
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21.10 

21.11 

21.12 

commencement of their employment. Hours of operation for each campaign may vary and are subject to 

the requirements of Salmat's individual clients. 

Employees will be required to provide Salmat with the hours and days in which they will be available to 

work ("Availability") prior to commencement of their employment with Sal mat. An Employee may be 

rostered to work any hours within their nominated Availability. 

An Employee may request to change their Availability at any time and any adjustment to Availability will 

be subject to approval by Salmat and the business and operational needs of Salmat and its clients. 

An Employee may work hours outside their nominated Availability on an ad hoc basis by agreement with 

Sal mat. 

For the avoidance of doubt, an Employee will be required to satisfy the requirements in clause 23 

(Overtime) in order to be eligible for overtime payments. 

Nick Off Early (NOE) Time 

(a) To promote a work/life balance for Employees and to create flexibility to meet Salmat's 

business requirements, by voluntary agreement between Salmat and an individual Full Time or 

Part time Employee, an Employee may be permitted to finish their shift early and go home on 

unpaid leave (NOE Time). Alternatively, an Employee may request to take paid annual leave 

with the approval of their manager. For clarity, any leave approved under this clause will be 

counted in determining the Employee's average hours of work per 4 week roster cycle. The 

ability to allow NOE time is based on workload requirements. 

(b) In accordance with clause 21.2(a)(iii), Casual Employees may, at their request and subject to 

workload requirements, cease work prior to completing a shift (including prior to completing 

their minimum 4 hours of work). 

Make-up time 

(a) An Employee may elect, with the consent of their manager, to work make-up time under which 

the Employee takes time off during ordinary hours of work and works those hours at a later 

time during the spread of ordinary hours of work provided in this Agreement. 

(b) A designated shift worker may elect, with the consent of their manager, to work make-up time 

under which the Employee takes time off during ordinary hours of work and works those hours 

at a later time at the shift work rate which would have been applicable to the hours taken off. 

Daylight Saving 

For the avoidance of doubt, all work performed during a period of daylight savings (as prescribed by 

relevant Victoria legislation), shall be paid for according to adjusted time (i.e. the time on the clock at the 

beginning of work and the time on the clock, at the end of work). The time on the clock will be used for 

the purposes of applying the loadings in clauses 21.4 and 21.5. 

21 



Salmat Contact Enterprise Agreement (VIC) e~salmat 

22. BREAKS 

22.1 Breaks between shifts 

Employees will not ordinarily be rostered to work within 11 hours of having completed their previous 

period of rostered work. 

Exceptions to the 11 hour provision will only occur when the following considerations have been met: 

(a) that the Employee has had to be scheduled to work within the 11 hour period to meet an 

unforeseen emergency or unusual circumstances or because of the needs of Salmat's client; and 

(b) there is no other suitable Employee available. 

22.2 Meal Breaks 

An Employee will be given an unpaid meal break of not less than 30 minutes within or at the completion of 

5 hours of commencing work and within or at the completion of each subsequent 5 hour work period. The 

timing of meal breaks will be structured to meet Salmat's operational requirements. 

An Employee who is directed by Salmat to work in excess of five hours without a meal must be paid at the 

rate of 150% for the meal period and the Employee must be permitted to have their usual meal period 

without deduction from their wage as soon as possible after the prescribed meal period. 

22.3 Tea Breaks 

An Employee will be given one paid tea break of 15 minutes within the first 5 hours after commencing 

work, and a further paid tea break of 15 minutes after their meal break if they are required to work a shift 

of at least 7.5 hours. 

The paid tea breaks are counted as part of time worked. 

22.4 Rest break during overtime 

An Employee working overtime will be given a paid rest break of 20 minutes after each 4 hours of 

overtime if the employee continues to work after such rest break at Sal mat's request. 

23. OVERTIME 

23 .I Overtime within an Employee's Project 

(a) Except as specified in clause 23.1(b), overtime for the purposes of this Agreement is time 

worked by an Employee at the request of their manager (or his or her nominee) in excess of 10 

hours per day or 38 hours per week or 152 hours over a 4 week roster cycle. 

(b) Overtime will be payable to part-time Employees for time worked in excess of the hours fixed in 

accordance with the pattern of hours applicable to the part-time Employee. Provided that a 

part-time Employee is not entitled to be paid overtime penalties on a day until he or she has 

worked at least an equivalent number of hours that day to an equivalent full-time Employee in 

the relevant Project. Provided further that a part-time Employee will not work more than 38 

hours in any week at the Ordinary Hourly Rate of Pay. 
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(c) All overtime work must be expressly authorised in advance by Salmat. 

(d) Sal mat may require an Employee to work reasonable authorised overtime. 

23.2 Allocating Overtime 

(a) Sal mat will allocate overtime on an objective basis without reference to favouritism. 

(b) Subject to Salmat's genuine operational requirements, when allocating overtime Salmat shall 

take into account the following: 

(i) work health and safety obligations; 

(ii) Employee availability; 

(iii) adherence to company policies and procedures; 

(iv) skills and experience required; and 

(v) the needs of Salmat's client. 

23.3 Payment for overtime work 

(a) Subject to clause 23.3(b) an Employee will, for each hour of authorised overtime worked, 

receive their Ordinary Hourly Rate of Pay plus an additional loading as detailed below: 

Period during which Loading payable (as a % of the Ordinary Hourly Rate of 

overtime is worked Pay) 

Monday to Friday 50% for first 3 hrs, 100% thereafter 

Saturday 50% for first 3 hrs, 100% thereafter. 

A minimum of 3 hours' overtime will be Qaid for 

Sunday 100% 

A minimum of 3 hours' overtime will be Qaid for 

(b) An Employee may with the agreement of Salmat be permitted to take time off in lieu of 

payment of overtime, at a time suitable to Sal mat. The Employee must take the time off within 

four weeks of working the overtime. Overtime taken as time off during Ordinary Hours will be 

taken at the Ordinary Hourly Rate of Pay, that is an hour for each hour worked. If requested by 

an Employee, Sal mat must pay the Employee for any overtime worked, rather than time in lieu 

being provided in which case, the Employee must be paid at overtime rates contained in the 

table in clause 23.3(a). 

(c) Where a Casual Employee works overtime, the Casual Employee will receive his or her Ordinary 

Hourly Rate of Pay plus: 

(i) the relevant overtime loading as detailed in the table at clause 23.3(a); and 
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(ii) the 25% casual loading detailed in clause 26. 

for all overtime hours worked. For example, if the Casual Employee works 3 hours of overtime 

on a Monday, the Casual Employee will be paid his or her Ordinary Hourly Rate of Pay plus a 

50% overtime loading plus a 25% casual loading (so that the total loading is 75% of the 

Ordinary Hourly Rate of Pay). 

23.4 Rest period after overtime 

(a) When overtime work is necessary it will, wherever reasonably practicable, be arranged so that 

an Employee will have a break of at least 11 consecutive hours between shifts. 

(b) Where an Employee (other than a Casual Employee), works overtime and that employee has 

not had a break between shifts of at least 11 consecutive hours the Employee will, subject to 

this clause 23.4, be released after completion of such overtime until the Employee has had 11 

consecutive hours off duty without loss of pay for ordinary working time occurring during such 

absence. 

For example, assume that an Employee finishes a period of overtime at midnight and is 

rostered to commence his or her next period of work at 7 am the next day. Subject to clause 

23.4 (c), in these circumstances the Employee would not be required to come to work until11 

am and would be paid for the unworked hours between 7 am and 11 am to ensure the 

Employee had the required 11 hour break. 

(c) If on the instructions of Salmat an Employee resumes or continues work at Salmat's request 

without having had such 11 consecutive hours off work, the Employee will be paid at the rate of 

150% of his or her Ordinary Hourly Rate of Pay for the first 3 hours and 200% thereafter until 

released from work for such period and then is entitled to be absent until the Employee has had 

11 consecutive hours off work without loss of pay. 

(d) The provisions of this clause 23.4 will not apply to call backs or in circumstances where an 

Employee provides service or support over the telephone or via remote access arrangements 

where the time worked is less than 3 hours during the call back or each call back. Provided that 

where the total number of hours worked on more than 1 call back is 4 hours or more, then the 

provisions of clauses 23.4(b) and 23.4(c) will apply. 

23.5 Call back 

(a) An Employee recalled to work overtime after leaving work will be paid a minimum of 3 hours at 

the appropriate overtime rate for each time recalled, except where the overtime is continuous 

(subject to a meal break) with the commencement or completion of the Employee's ordinary 

hours of work. 

(b) Notwithstanding the above, where an Employee has completed the call back and left work and 

is recalled within the 3 hour minimum period for that call back, the balance of the 3 hour 

minimum period for that call back will be cancelled and the individual Employee will only be 

paid up to the commencement of the next call back. The Employee will then be entitled to be 

paid for a minimum of 3 hours for the next call back. 
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(c) The provisions of this clause will not apply in circumstances where an employee provides 

service or support over the telephone or via remote access arrangements. 

(d) Overtime worked in circumstances specified in this clause 23.5 will not be regarded as overtime 

for the purposes of clause 23.4 where the time worked is Jess than 3 hours during the call back 

or each call back. Provided that where the total number of hours worked on more than one call 

back is 4 hours or more then the provisions of clause 23.4(b) and 23.4(c) will apply. 

23.6 Remote/service support 

(a) An Employee required to work overtime providing service or support over the telephone or via 

remote access arrangements will be paid for each occasion that such work is carried out: 

(i) for a minimum of 30 minutes at the appropriate overtime rate set out in clause 

23.3 where such work commences between 5.00 am and up to 10.00 pm; or 

(ii) for a minimum of 1 hour at the appropriate overtime rate set out in clause 23.3 

where such work commences after 10.00 pm and up to midnight; or 

(iii) for a minimum of 1.5 hours at the appropriate overtime rate set out in clause 23.3 

where such work commences after midnight and before 5.00 am; 

except where the overtime is continuous (subject to a meal break) with the commencement or 

completion of ordinary hours. 

(b) Provided that, an Employee will not be required to work the full30 minutes, 1 hour or 1.5 hours 

as the case may be if the work which Sa/mat requires to be performed is completed within a 

shorter period. 

(c) Notwithstanding the above, where an Employee has finished their rostered hours and is 

required to perform further work within the 30 minutes, 1 hour or 1.5 hour minimum period for 

that roster, the balance of the minimum period for that roster shall be cancelled and the 

individual Employee will only be paid up to the commencement of the next work period. The 

Employee will then be entitled to be paid for a minimum of 30 minutes, 1 hour or 1.5 hours as 

the case may be for the next work period. 

(d) Overtime worked in circumstances specified in this clause 23.6 will not be regarded as overtime 

for the purposes of clause 23.4 where the time worked is Jess than 3 hours during the rostered 

period. Provided that where the total number of hours worked on more than one work period is 

4 hours or more then the provisions of clause 23.4(b) and 23.4(c) will apply. 

(e) Overtime worked in circumstances specified in this clause 23.6 will not be regarded as overtime 

for the purposes of clause 23.5. 

23.7 Stand-by 

(a) An Employee who is expressly required by Sa/mat to remain in readiness for a return to work 

outside their normal working hours will be paid an allowance of 20% of the Ordinary Hourly 

Rate of Pay for their classification for each hour they are required to stand-by for work. 

25 



Salmat Contact Enterprise Agreement (VIC) essalmat 

(b) For the avoidance of doubt, while an Employee is paid the appropriate overtime rate, the stand

by allowance in this clause will not apply. 

23.8 Shift swaps 

In order to promote flexibility an Employee, at their discretion, may elect to swap their rostered shift with 

another Employee on their campaign with the prior approval from their manager provided such voluntary 

exchange of hours shall not result in Sal mat being required to pay any overtime loading to an Employee as a 

direct result of such voluntary shift swap. 

24. PUBLIC HOLIDAYS 

24.1 In order to meet Salmat's client requirements, an Employee may be required to work on a public holiday. 

Public holidays will be in accordance with the NES. 

24.2 The following will be public holidays for the purposes of this Agreement: 

• New Year's Day, Australia Day, Good Friday, Easter Monday, Anzac Day, Christmas Day and 

Boxing Day; and 

• the following days, as prescribed in Victoria: Saturday after Good Friday, Queen's Birthday, 

Labour Day and Melbourne Cup Day. 

24.3 Where a day is legislated, declared, proclaimed, gazetted or otherwise prescribed in Victoria in 

substitution for any of the days specified in clause 24.2 above such day will be the holiday for the purposes 

of this Agreement in lieu of the day specified. 

24.4 When Christmas Day is a Saturday or Sunday, a holiday in lieu thereof shall be observed on 27 December. 

24.5 When Boxing Day is a Saturday or Sunday, a holiday in lieu thereof shall be observed on 28 December. 

24.6 When New Year's Day or Australia Day is a Saturday or Sunday, a holiday in lieu thereof shall be observed 

on the next Monday. 

24.7 Where in Victoria, public holidays are declared or prescribed on days other than those set out in this 

clause, those days shall constitute additional holidays for the purpose of this Agreement. 

24.8 Salmat may decide, on a company wide basis, on a project basis or on an individual Employee basis, to 

substitute another day for any public holiday prescribed in this clause. 

24.9 Except as provided for in clause 24.10, if an Employee who is not a designated shift worker is required to 

work on a public holiday, at the discretion of Salmat, he or she will be paid (for a minimum period of 3 

hours) at 250% of his or her Ordinary Hourly Rate of Pay for all time worked on the public holiday. For the 

avoidance of doubt, this loading applies in substitution for and is not cumulative upon the Non-Core Hours 

loadings in clause 21.4(a). 

24.10 An Employee who is a designated shift worker working an afternoon or night shift will be paid (for a 

minimum of 3 hours) at a rate of 200% of his or her Ordinary Hourly Rate of Pay for all hours worked on 

the public holiday. An Employee who is a designated shift worker will be paid in accordance with clause 

24.9 for public holiday work which is worked other than as an afternoon or night shift. For the avoidance 
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24.11 

24.12 

24.13 

24.14 

24.15 

of doubt, this loading applies in substitution for and is not cumulative upon the shift loadings in clause 21. 

In accordance with the NES, where a Full Time or Part Time Employee's normal rostered hours fall on a 

public holiday and Salmat does not require the Employee to work on the public holiday, the Full Time or 

Part Time Employee will be paid at his or her Ordinary Hourly Rate of Pay for the hours he or she would 

normally work but for the public holiday. 

By way of clarification, the public holiday loadings in clauses 24.9 and 24.10 are in substitution for and are 

not cumulative upon the loadings set out in clause 21 (Hours of Work) and clause 23 (Overtime) 

Where a Casual Employee works on a public holiday, the Casual Employee will receive his or her Ordinary 

Hourly Rate of Pay plus: 

(a) the relevant public holiday loading as detailed in this clause 24; and 

(b) the 25% casual loading detailed in clause 26. 

For example, if a Casual Employee who is not a designated shift worker works on a public holiday and the 

arrangement detailed in clause 24.9(b) applies, the Casual Employee will be paid his or her Ordinary 

Hourly Rate of Pay plus a 150% public holiday loading plus a 25% casual loading (so that the total loading is 

175% of the Ordinary Hourly Rate of Pay). 

An Employee may refuse to work on a public holiday, provided that the refusal is reasonable. 

The entitlement to a public holiday shall not apply to an Employee during any period of unpaid leave 

exceeding 2 weeks, except where such unpaid leave is in respect of personal injury or illness. 

25. LOADINGS NOT CUMULATIVE 

25.1 For the avoidance of doubt, Non-Core Hours, overtime, shift and public holiday loadings are not 

cumulative. 

25.2 Subject to clause 25.3, in circumstances where more than one loading applies to a period of work, only the 

highest of the loadings will be paid. 

25.3 Clauses 21.4, 21.6, 23.3(c), 24.13 and 26 govern the payment of casual loadings and other loadings. 

26. CASUAL EMPLOYEES 

26.1 A Casual Employee will be engaged by the hour and paid by the hour at the Ordinary Rate of Pay for his or 

her classification, plus a loading of 25% in lieu of the following benefits and entitlements under this 

Agreement: 

(a) Clause 27- Leave (unless otherwise specified); 

(b) Clause 30 (except for clauses 30.5 and 30.6); and 

(c) Clause 31- Redundancy. 

26.2 Where a Casual Employee works Non-Core Hours, shift work, overtime or on a public holiday, the Casual 
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Employee will receive his or her Ordinary Hourly Rate of Pay plus: 

(a) the 25% casual loading detailed in clause 26.1; and 

(b) the relevant Non-Core Hours, shift work (if the Casual Employee is a designated shift worker), 

overtime or public holiday loading as detailed in this Agreement. 

For example, if a Casual Employee who is not a designated shift worker works on a public holiday and the 

arrangement detailed in clause 24.9 of this Agreement applies, the Casual Employee will be paid his or her 

Ordinary Hourly Rate of Pay plus a 150% public holiday loading plus a 25% casual loading (so that the total 

loading is 175% of the Ordinary Hourly Rate of Pay). 

26.3 Subject to clause 21.2(a)(iii), the minimum period of engagement for a Casual Employee will be 4 hours. 

Section 6 - Leave 

27. LEAVE 

27.1 Annual Leave 

This clause 27.1 does not apply to Casual Employees. 

Annual leave will be provided in accordance with the NES. 

Currently, the NES provides for four weeks of paid annual leave for each year of service for an Employee. 

An Employee's right to paid annual leave accrues progressively during a year of service according to the 

Employee's ordinary hours of work, and accumulates from year to year. 

Authorisation of annual leave during a particular period will be subject to the operational requirements of 

Sal mat. 

Salmat encourages each of its Employees to take their annual leave as it accrues. It is important from a 

work, health and safety perspective that an Employee takes regular leave for adequate rest and 

rejuvenation. It is also important as Salmat builds into its relationships with its clients that each Employee 

will use their annual leave each year. 

If at any time, an Employee accrues more than 8 weeks' annual leave, Salmat or its nominee may direct an 

employee, with four weeks' notice, to take up to 2 weeks' annual leave. On termination of employment, 

an Employee will be entitled to receive payment in lieu of any accrued but untaken annual leave 

entitlements, calculated on base salary. 

27.2 Cash out of annual leave 

An Employee may request to cash out up to a maximum of 2 weeks of their annual leave each year 

provided that: 

(a) after cashing out the annual leave the Employee still has at least 4 weeks annual leave owing to 

them; and 
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(b) the Employee has taken a period of at least 2 weeks annual leave in the last 6 months. 

Any request to cash out annual leave must be made to Salmat in writing. If Salmat authorises an 

Employee to forgo part of their annual leave, the Employee will be paid an amount in lieu of taking the 

annual leave at his or her Ordinary Hourly Rate of Pay. Each cashing out of a particular amount of paid 

annual leave will be by a separate agreement in writing between Sal mat and the Employee. 

2 7.3 Personal/Carer's Leave 

Personal/carer's leave will be provided in accordance with the NES. 

Currently, the NES provides for full-time Employees to 10 days each year, and for part-time Employees to 

receive pro rata of 10 days each year depending on their hours of work. 

An Employee's entitlement to personal/carer's leave accrues progressively during a year of service 

according to the Employee's ordinary hours of work, and accumulates from year to year. 

Currently, the NES provides for all Employees, including Casuals, to have two days of unpaid carer's leave 

each time an immediate family member or household member of the Employee needs care and support 

because of illness, injury or an unexpected emergency. Full-time and part-time Employees can only access 

unpaid carer's leave if they do not have paid personal/carer's leave left. 

If an Employee has provided notice of the taking of personal leave, Sal mat may require the Employee to 

provide evidence satisfactory to Sal mat that the leave is taken for one of the following reasons: 

a) the employee is suffering personal injury or personal ill health. 

b) ill health, injury or emergency is affecting a member of the Employee's immediate family or 

household. 

For the purposes of this clause, a member of the Employee's immediate family or household means a 

spouse, de facto partner, child, parent, grandparent, grandchild, sibling or child, parent, grandparent, 

grandchild or sibling of the Employee's spouse or de facto partner, or any person who lives with the 

Employee. 

On termination of employment, Employees are not entitled to any payment in lieu of accrued 

personal/carer's leave entitlements. 

In the event an Employee's employment is terminated by Salmat and is subsequently re-engaged by 

Salmat within a period of 6 months, then the Employee's unclaimed balance of personal leave shall 

continue from the date of re-engagement. 

27.4 Compassionate leave 

Compassionate leave will be provided in accordance with the NES. 

Currently, the NES provides for all Employees to receive two days compassionate leave each time an 

immediate family or household member dies or suffers a life threatening illness or injury. 

Full-time and part-time Employees receive paid compassionate leave and Casual Employees receive 

unpaid compassionate leave. 
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A member of the Employee's immediate family or household has the same definition as clause 27.3. 

27.5 long service leave 

All Employees are entitled to long service leave in accordance with the relevant long service leave 

legislation in Victoria, which is currently the Long Service Leave Act 1992 (Vic) ('the Act'). 

Unless otherwise amended by state legislation, all Employees, including Casuals, are entitled to 13 weeks 

of paid long service after 15 years' service. An Employee shall accrue one week for each 60 weeks of 

employment. Furthermore, an Employee is entitled to take long service leave after 10 years continuous 

service. 

In accordance with the Act, Employees who resign or are terminated after seven years' service shall be 

entitled to the pro rata payment of their accrued long service leave. 

27.6 Parentalleave 

Parental leave is in accordance with the NES. 

Currently the NES provides for the right for all Employees to take parental leave when an Employee gives 

birth, an Employee's spouse or de facto partner gives birth or an Employee adopts a child under 16 years 

of age. 

Employees, including Casuals, are entitled to 12 months of unpaid parental leave. Employees can also 

request an additional12 months of unpaid leave. 

Employees who are taking parental leave to care for an adopted child are also entitled to two days unpaid 

pre-adoption leave to attend relevant interviews or examinations. 

Employees are able to take leave under this clause if they: 

• have worked for Sal mat for at least 12 months: 

o before the date or expected date of birth if the Employee is pregnant 

o before the date of adoption, or 

o when the leave starts (if the leave is taken after another person cares for child or takes 

parental leave) 

• have or will have responsibility for the care of a child. 

27.7 Community Service leave 

Community service leave is in accordance with the NES. 

Currently the NES provides the right for Employees, including Casuals, to take unpaid community service 

leave for voluntary emergency management activities. 

An Employee engages in a voluntary emergency management activity if the activity involves dealing with 

an emergency or natural disaster, the Employee engages in the activity on a voluntary basis, the Employee 

was either requested to engage in an activity, or it would be reasonable to expect that such a request 

would have been made if circumstances had permitted, and the Employee is a member of, or has a 

member-like association with a recognised emergency management body. 
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A recognised emergency management body is a body that has a role or function under a plan that is for 

coping with emergencies/natural disasters (prepared by the Commonwealth or a state or territory), a fire

fighting, civil defence or rescue body or any other body which is mainly involved in responding to an 

emergency or natural disaster. 

An Employee is entitled to take community service leave while they are engaged in the activity and for 

reasonable travel and rest time. There is no limit on the amount of community service leave an Employee 

can take. 

Salmat may request an Employee who has given notice, to provide evidence that they are entitled to 

community service leave. 

27.8 Jury Service 

(a) Subject to clause 27.8(c), a full-time Employee required to attend for jury service during the 

Employee's ordinary working hours will be paid by Salmat an amount equal to the difference 

between the amount paid in respect of attendance for such jury service and the amount of 

Ordinary Hourly Rate the Employee would have received in respect of the ordinary time the 

employee would have worked had the Employee not been on jury service. 

(b) A part-time Employee who is required to attend for jury service where such attendance 

coincides with a day on which the Employee would normally be required to work will be paid in 

accordance with clause 27.8(a). 

(c) Employees are required to notify Salmat as soon as possible of the date upon which the 

Employee is required to attend for jury service. Further, the Employee is required to provide 

Salmat with satisfactory evidence of attendance at jury duty, the duration of such attendance 

and the amount received in respect of such jury service. If the Employee does not provide such 

evidence, they will not be entitled to payment under clause 27.8(a) or 27.8(b). 

28- TEMPORARY SCALE DOWN OF PROJECTS/ STAND DOWN OF PROJECTS 

28.1 Temporary scale down 

Sal mat may close down all or part of its operations for the purpose of allowing annual leave to all or the 

majority of the Employees concerned, provided that: 

(a) Where practicable, Sal mat will give at least one month's notice of the commencement date and 

duration of the close-down; 

(b) Sal mat may close down for one or two periods; 

(c) Employees who have accrued sufficient leave to cover the period of the close-down, will be 

allowed annual leave; and 

(d) Employees who have not accrued sufficient leave to cover part or all of the close-down, will be 

allowed paid annual leave for the period for which they have accrued sufficient leave and given 

unpaid leave for the remainder of the close-down. 
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All time spent on temporary scale down will be deemed as service for the purpose of accrual of leave. 

28.2 Stand Down 

28.3 Salmat may stand down an Employee without pay in the event that the Employee cannot be usefully 

employed due to strike, breakdown of equipment or support systems or any cause which Salmat cannot 

reasonably be held responsible for. 

28.4 Wherever possible, Salmat will give Employees as much notice as is possible in the circumstances of a 

suspension, temporary scale down or stand down. 

Section 7 - Flexible Work Arrangements 

29. INDIVIDUAL FLEXIBILITY AGREEMENTS 

29.1 Sal mat recognises that sometimes Employees need the flexibility to balance their work with their 

commitments outside of work such as family, carer or lifestyle commitments. 

29.2 Sal mat may agree with an Employee on an individual basis, to make an individual flexibility arrangement 

to vary the effect of terms of this Agreement if: 

(a) the agreement deals with 1 or more of the following matters: 

(i) arrangements about when work is performed; 

(ii) overtime rates; 

(iii) penalty rates; and 

(iv) allowances. 

(b) the arrangement meets the genuine needs ofSalmat and the Employee in relation to 1 or more 

of the matters mentioned in clause 29.2(a); and 

(c) the arrangement is genuinely agreed to by Salmat and an Employee. 

29.3 Salmat must ensure that the terms ofthe individual flexibility arrangement: 

(a) are about permitted matters under section 172 of the FW Act; and 

(b) are not unlawful terms under section 194 ofthe FW Act; and 

(c) result in the Employee being better off overall than the Employee would be if no arrangement 

was made. 

29.4 Sal mat must ensure that the individual flexibility arrangement: 

(a) is in writing; and 
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(b) includes the name of Sal mat and the Employee; and 

(c) is signed by Sal mat and the Employee and if the Employee is under 18 years of age, signed by a 

parent or guardian of the Employee; and 

(d) includes details of: 

(i) the terms of this Agreement that will be varied by the arrangement; and 

(ii) how the arrangement will vary the effect of the terms; and 

(iii) how the Employee will be better off overall in relation to the terms and conditions 

of his or her employment as a result of the arrangement; and 

(e) states the day on which the arrangement commences. 

29.5 Sal mat must give the Employee a copy of the individual flexibility arrangement within 14 days after it is 

agreed to. 

29.6 Sal mat or the Employee may terminate the individual flexibility arrangement: 

(a) by giving no more than 28 days' written notice to the other party to the arrangement; or 

(b) if Sal mat and the Employee agree in writing-at any time. 

Section 8 - Cessation of Employment 

30. NOTICE OF TERMINATION OF EMPLOYMENT 

30. I Termination of Employment by Sal mat 

Unless specified otherwise in a contract of employment, notice of termination or payment in lieu will be in 

accordance with the NES. 

Currently, the NES provides for written notice of termination or payment in lieu on the following basis: 

Employee's period of continuous service with Sal mat Period 

Not more than 1 year 1 week 

More than 1 year but not more than 3 years 2 weeks 

More than 3 years but not more than 5 years 3 weeks 

More than 5 years 4 weeks 

If an Employee is over 45 years old and has completed at least two years of continuous service with Sa/mat 

then that Employee shall be entitled to an additional one week notice. 
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The period of notice in this clause will not affect the right of Sal mat to dismiss an Employee without notice 

if in Salmat's opinion an Employee commits any act of serious misconduct or commits any serious breach 

of Salmat's policies or the terms and conditions of their employment. 

30.2 Job search entitlement 

Where Sal mat has given notice of termination to an Employee, that Employee shall be allowed up to one 

day's time off without loss of pay for the purpose of seeking other employment. The time off shall be 

taken at times agreed with Salmat. 

30.3 Notice of termination of employment by an Employee 

The notice of termination required to be given by an Employee will be the same as that required of Sal mat 

in clause 30.2 above, save that there will be no additional notice based on the age of the Employee 

concerned. 

30.4 Probation 

Each Employee is initially engaged for a 3 month probation period for the purpose of determining the 

Employee's suitability for on-going employment. If Salmat considers it necessary to be able to assess the 

Employee's suitability for the role, it may extend the probationary period up to a further 3 months by 

notifying the Employee in writing of the extension, and the period of the extension. 

30.5 Nothing in this clause 30 affects the right of Sal mat to dismiss an Employee without notice for serious 

misconduct. 

30.6 Clause 30 does not apply to whom a training arrangement applies and whose employment is for a 

specified period of time or is, for any reason, limited to the duration of the training arrangement, a casual 

employee, an employee employed for a specified period of time or for a specified task (e.g. fixed term) or 

any other employee who is excluded by the NES. 

30.7 The qualifying period provided for in the FW Act will also be applied. This applies to the first six months of 

employment and will equate to an additional three months beyond the initial three month probationary 

period outline in the letter of employment for each new Employee. 

31. REDUNDANCY 

31.1 This clause does not apply to Casual Employees. 

31.2 Transfer to lower paid duties 

Where an Employee is transferred to lower paid duties by reason of redundancy the same period of notice 

must be given as the Employee would have been entitled to if the employment had been terminated and 

Salmat may at Salmat's option, make payment in lieu thereof of an amount equal to the difference 

between the former Ordinary Hourly Rate of Pay and the new Ordinary Hourly Rate of Pay for the number 

of weeks of notice still owing. 
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31.3 Severance Pay 

In addition to any period of notice payable, an Employee whose employment is terminated by reason of 

redundancy will be paid the following amount of severance pay in respect of a continuous period of 

service: 

Period of Continuous Service Severance Pay 

1 year or less nil 

1 year and up to the completion of 2 years 4 weeks' pay 

2 years and up to the completion of 3 years 6 weeks' pay 

3 years and up to the completion of 4 years 7 weeks' pay 

4 years and up to the completion of 5 years 8 weeks' pay 

5 years and up to the completion of 6 years 10 weeks' pay 

6 years and up to the completion of 7 years 11 weeks' pay 

7 years and up to the completion of 8 years 13 weeks' pay 

8 years and up to the completion of 9 years 14 weeks' pay 

At least 9 years 16 weeks' pay 

31.4 A week's pay will be calculated based on the Ordinary Hourly Rate of Pay for the Employee concerned, 

provided that such rate shall exclude overtime loadings, Non-Core Hours loadings, shift loadings, all 

allowances, special rates, bonuses and any other ancillary payments of a like nature. 

31.5 This clause 31 does not apply in circumstances where a Fixed Term contract comes to an end. 

31.6 Notwithstanding clause 31.5, in the event Sal mat closes Contact Centre premises down at its own initiative 

(e.g. not due to the expiration or termination of a services contract or a request from a client) and an 

alternative site is not re-opened in the same city, the provisions of this clause will apply. 

31.7 Job search entitlement 

Where Sal mat has given notice of termination by way of redundancy to an Employee, that Employee shall 

be allowed up to one day's time off without loss of pay during each week of notice for the purpose of 

seeking other employment. The time off shall be taken at times agreed with Salmat. If the Employee has 

been allowed paid leave for more than one day during the notice period for the purpose of seeking other 

employment, the Employee must, at the request of Salmat, produce proof of attendance at an interview 

or they will not be entitled to payment for the time absent. 

32. TALENT RETENTION 

32.1 Sal mat understands that the closure of a campaign can be a difficult time for Employees and is committed 

to supporting its people through the project disengagement process. Where any campaign comes to an 

end Sal mat will endeavour to identify suitable alternative roles within Sal mat for its highly valued 
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workforce. Where an Employee cannot be redeployed Sal mat is committed to a talent retention 

program. 

32.2 Salmat's commitment to a talent retention program consists of offering to Salmat Employees from a lost 

campaign the opportunity to be included in a talent acquisition database so that those individuals can be 

notified when advertised opportunities become available which Salmat considers would be suited to the 

Employee. For a period of twelve months from the completion of a project, the Sal mat Talent Acquisition 

team will endeavour to make contact with interested Employees who have provided consent to be 

contacted regarding future opportunities to notify them of advertised opportunities that are considered 

suitable. Employees will have the opportunity to submit an expression of interest should they wish to 

apply for a role. Relevant experience and good attitude and performance history with Sal mat would be 

expected to be an advantage when applying for a new position. 

Section 9- Consultation, Dispute Resolution 

and Union Matters 

33. CONSULTATION 

33.1 This term applies ifSalmat: 

(a) has made a definite decision to introduce a major change to production, program, organisation, 

structure or technology in relation to its enterprise that is likely to have a significant effect on 

the Employees; or 

(b) proposes to introduce a change to the Regular Roster or Ordinary Hours of Work of Employees. 

Major change 

33.2 For a major change referred to in clause 33.1(a): 

(a) Sal mat must notify the relevant Employees and their representatives (if any) of the decision to 

introduce the major change; and 

(b) clauses 33.3 to 33.9 apply. 

33.3 The relevant Employees may be represented by their Union or appoint a representative for the purposes 

of the procedures in this term. 

33.4 If: 

(a) a relevant Employee appoints, or relevant Employees appoint, a representative for the purposes 

of consultation; and 

(b) the Employee(s) advise the employer of the identity of the representative; 

Sal mat must recognise the representative. 
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33.5 As soon as practicable after making its decision, Salmat must: 

(a) discuss with the relevant Employees and their nominated representatives: 

(i) the introduction of the change; and 

(ii) the effect the change is likely to have on the Employees; and 

(iii) measures the employer is taking to avert or mitigate the adverse effect of the 

change on the Employees; and 

(b) for the purposes ofthe discussion-provide, in writing, to the relevant Employees: 

(i) all relevant information about the change including the nature of the change 

proposed; and 

(ii) information about the expected effects of the change on the Employees; and 

(iii) any other matters likely to affect the Employees. 

33.6 However, Salmat is not required to disclose confidential or commercially sensitive information to the 

relevant Employees or their representatives. 

33.7 Salmat must give prompt and genuine consideration to matters raised about the major change by the 

relevant Employees or their representatives. 

33.8 If a term in this Agreement provides for a major change to production, program, organisation, structure or 

technology in relation to the enterprise of Salmat, the requirements set out in clause 33.2(a) and clauses 

33.3 and 33.5 are taken not to apply. 

33.9 In this term, a major change is likely to have a significant effect on Employees if it results in: 

(a) the termination of the employment of Employees; or 

(b) major change to the composition, operation or size of the Employer's workforce or to the skills 

required of Employees; or 

(c) the elimination or diminution of job opportunities (including opportunities for promotion or 

tenure); or 

(d) the alteration of hours of work; or 

(e) the need to retrain Employees; or 

(f) the need to relocate Employees to another workplace; or 

(g) the restructuring of jobs. 
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Change to Regular Roster or ordinary hours of work 

33.10 

33.11 

For a change referred to in clause 33.1(b): 

(a) Sal mat must notify the relevant Employees of the proposed change; and 

(b) clauses 33.11 to 33.15 apply. 

The relevant Employees may be represented by their Union or appoint a representative for the purposes 

of the procedures in this term. 

33.12 If: 

(a) a relevant Employee appoints, or relevant Employees appoint, a representative for the purposes 

of consultation; and 

(b) the Employee(s) advise the employer of the identity of the representative; 

Salmat must recognise the representative. 

33.13 

33.14 

33.15 

33.16 

34. 

As soon as practicable after proposing to introduce the change, Salmat must: 

(a) discuss with the relevant Employees and their nominated representatives the introduction of 

the change; and 

(b) for the purposes of the discussion-provide to the relevant Employees and their representatives: 

(i) all relevant information about the change, including the nature of the change; and 

(ii) information about what Salmat reasonably believes will be the effects of the 

change on the Employees; and 

(iii) information about any other matters that Sal mat reasonably believes are likely to 

affect the Employees; and 

(c) invite the relevant Employees and their representatives to give their views about the impact of 

the change (including any impact in relation to their family or caring responsibilities). 

However, Salmat is not required to disclose confidential or commercially sensitive information to the 

relevant Employees or their representatives. 

Sal mat must give prompt and genuine consideration to matters raised about the change by the relevant 

Employees or their representatives. 

In this term, "relevant Employees" means the Employees who may be affected by a change referred to in 

clause 33.1. 

RESOLVING DISPUTES AND GRIEVANCES 

The procedure for resolving a dispute about any matter arising under this Agreement or a dispute in 

38 



Sal mat Contact Enterprise Agreement (VIC) essalmat 

relation to the NES will be as set out below: 

(a) The parties will first attempt to resolve the matter at the workplace level. The Employee(s) 

concerned will first meet and confer with their Team Leader or immediate manager. This will 

involve the Employee(s) and Salmat (or supervisor) meeting and conferring on the matter. 

(b) If the matter is not resolved then discussions between the Employee(s) and the campaign 

manager may occur. 

(c) If the matter remains unresolved then discussions may take place between the Employee(s) and 

Sal mat's People Manager or his/her nominee. 

(d) If still the matter remains unresolved, then discussions may take place between the 

Employee(s) and Salmat's Chief Executive Officer or his/her nominee. 

(e) If the matter remains unresolved, the Employee(s) and/or Salmat may refer the dispute to 
mediation. The mediation will be conducted in accordance with procedures agreed between 
Salmat and the Employee(s) from a panel of mediators also agreed between Salmat and the 
Employee(s). 

(f) If the matter remains unresolved after mediation, then either party may refer the dispute to the 

FWC for conciliation and, if conciliation is unsuccessful, for arbitration. 

If the FWC arbitrates the dispute, it may also use the powers that are available to it under the 

FWAct. 

(g) Until the matter is determined, the Employee must continue to work as directed by Salmat. No 

party shall be prejudiced as to the final settlement by continuance of work in accordance with 

this procedure. 

(h) Where a bona fide safety issue is involved, Salmat and the Employee's appropriate safety 

representative must be notified or a genuine attempt made to notify that representative. 

(i) The parties agree that they will co-operate to ensure that the dispute resolution procedures are 

carried out as quickly as possible given the individual circumstances of the dispute or grievance. 

(j) Either party is permitted to be accompanied by a representative of his or her choosing, 

including a union representative, at each stage of the dispute settlement procedure. 

(k) Clauses 34(e) and (f) shall not apply to any dispute about whether Salmat had reasonable 

business grounds under sections 65(5) or 76(4) of the FW Act to refuse a request for flexible 

working arrangements or to extend a period of unpaid parental leave. 

35. FREEDOM OF ASSOCIATION 

The parties to this Agreement acknowledge and accept that it is a right of every Employee to freedom of 

association, including the right to join or not join an organisation or association of Employees. 
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36. UNION DELEGATES 

36.1 Salmat acknowledges the role played by workplace delegates accredited by a Union covered by this 

Agreement in representing Union members. Workplace delegates and Unions recognise the importance 

of customer service in the success of Sal mat and will ensure their activities do not impact on the efficient 

operation of Salmat. 

36.2 Induction of New Employees 

Sal mat shall ensure that a Union flyer/membership form is included in each new Employee starter pack. 
The flyer/membership form must be pre-approved by Salmat and shall be consistent with the parties' 
objective of creating constructive and productive workplace relations. The flyer shall include 

(a) a positive welcome message; 

(b) that this Agreement exists and covers work to be done by the Employee; 

(c) The role of the Union; 

(d) That the Employee may join the Union; and 

(e) The process for returning completed membership forms if they so wish. 

36.3 Delegate Training Leave 

(a) A maximum number of six Union delegates shall each be granted up to five days leave with pay 

each calendar year, not cumulative, to attend courses conducted or approved by the Union, 

which are designed to promote good industrial relations. 

(b) The application to Salmat must be in writing and include the nature, content and duration of 

the course to be attended. 

(c) The granting of leave pursuant to this clause shall be subject to the Employee or the Union 

giving not less than six weeks' notice of the course and the leave to be taken or such lesser 

period of notice as may be agreed by Salmat and the taking of such leave will be arranged 

having regard to the operational requirements of Salmat and its clients so as to minimise any 

adverse effect on those requirements. 

(d) Leave of absence granted pursuant to this clause, shall count as service for all purposes of this 

Agreement. 

(e) Each Employee on leave approved in accordance with this clause, shall be paid at the 

Employee's Ordinary Hourly Rate of Pay (excluding any incentive based payments, loadings or 

penalty rates) which normally become due and payable during the period of leave. 

(f) An Employee may be required to satisfy the Employer of attendance at the course to qualify for 

payment of leave. 

(g) Salmat shall not have to authorise paid delegate training leave to no more than six Union 

Delegates in any one year. 

(h) Where Salmat has authorised paid delegate training for six Union delegates in any one calendar 

year, Union delegates may apply for annual leave or leave without pay for the purposes of 

attending courses conducted or approved by the Union, which are designed to promote good 

industrial relations. Approval of any leave application will be at Salmat's discretion and subject 

to the needs of Salmat's operations and its clients. 
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Section 10- Definitions 

"Agreement" means the Salmat Contact Enterprise Agreement (VIC). 

"Award" means the Contract Call Centres Award 2010. 

"Casual" means an Employee engaged by the hour and paid by the hour with a minimum period of engagement of 4 

hours. The minimum period of engagement may be varied in accordance with clause 21.2(a)(iii) and in order to meet 

short term ad hoc requirements of Salmat's clients. An Employee may accept, and Salmat may offer, a casual 

engagement in addition to the Employee's substantive position. 

"Employee" means all persons employed by Salmat at the Enterprise and engaged in the classifications set out in this 

Agreement. 

11Enterprise" means Victoria. 

"Fixed Term" means an Employee engaged for a specified period of time or for a specified project. 

"Full Time" means an Employee who works an average of 38 ordinary hours per week or 152 ordinary hours over a 4 

week roster cycle. 

"FW Act" means the Fair Work Act 2009 (Cth). 

11FWC" means the Fair Work Commission. 

"NES" means the National Employment Standards set out in the FW Act. 

"Ordinary Hourly Rate of Pay" means the appropriate minimum hourly rate of pay set out in clause 10.1 of Section 2 of 

this Agreement. 

"Part Time" means an Employee who works less than an average of 38 ordinary hours per week or 152 ordinary hours 

over a 4 week roster cycle. 

"Regular Roster" for the purposes of this Agreement means any hours of work within the Employee's Availability. 

"Salmat" means SalesForce Australia Pty Ltd operating at the Enterprise. 
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Section 11- Classifications 
An Employee may be required to perform any work that is within his or her skill, training and experience, or will be 

within the Employee's skill, training and experience with a reasonable level of training. 

Each contact centre position sets out duties and responsibilities that are cumulative from one band to the next. Each 

Employee is expected to perform the duties and responsibilities of the positions in the same stream in previous bands. 

For example, a Team Leader is also expected to display the skills and perform the duties of a Customer Service/ Sales 

Agent and a Senior Customer Service/ Sales Agent. 

This classification structure is subject to appointment in writing by Salmat only, notwithstanding that, over time, an 

Employee's skills and experience will develop and grow. For example, there is no automatic progression from 

Customer Service/ Sales Agent to Senior Customer Service/ Sales Agent or Team Leader. Appointment to more senior 

roles such as a Senior Customer Service/ Sales Agent or Team Leader will be at the sole discretion of Salmat, 

dependent upon its business needs. Equally there is no automatic progression from one classification to the next 

where an Employee performs one or more tasks in the other classification as needed from time to time at Salmat's 

direction. 

Consistent with the objective of this Agreement to "create a co-operative, flexible, fair and productive work 

environment" an Employee may be required to assist with additional tasks in another band to "enable us to meet the 
current and changing needs of our customers". This is also consistent with Salmat's aim to advance the capabilities 

and skills of Employees by providing them with ad hoc opportunities where Salmat reasonably believes that this may 

assist in the career development of the Employee. The performance of ad hoc tasks will not automatically entitle an 

employee to payment at a higher classification. 

Each Employee will be classified in writing by Salmat in accordance with the classification set out below. Nominated 

classifications shall be confirmed in writing in the Employee's letter of employment. 

The individual rate of pay that an Employee may receive above the Hourly Rate of Pay set out in this Agreement does 

not determine the classification. For example, if a Band 1 Administrative Assistant is paid more than the Band 1 

minimum Ordinary Hourly Rate of Pay, this does not mean that they have become a Band 2 Administrative Employee. 

Band 1- Administrative Assistant 

This level requires Employees to perform routine clerical and office functions requiring an understanding of clear, 

straight forward rules or procedures. Problems can usually be solved by reference to established practices, 

procedures and instructions. 

Typical duties and skills may include but are not limited to: 

• operate PC, telephone/intercom systems, telephone answering machines, facsimile machines, photocopiers, 
franking machines, guillotines, and any other business equipment; 

• receive, sort, open, distribute incoming mail, process outgoing mail, receive incoming and dispatch outgoing 

courier mail, deliver messages and documents to appropriate persons/locations; 

• develop keyboard skills; 

• prepare and collate documents; 

• data entry operations; 
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• understanding documentation relevant to the client; 

• basic use of software packages; 

• basic communication skills; 

• sort and file documents/records accurately in correct location/sequence; 

• acquire and apply a limited knowledge of office procedures and requirements including environmental work 
practices and workplace safety procedures; 

• assisting in peer training; and 

• being part of the Salmat team and assisting other Employees of Sal mat as required. 

Band 1- Customer Service/ Sales Agents in training 

A Customer Service/ Sales Agent who is required to undergo training at the commencement of their employment with 

Salmat will be classified as a Customer Service/ Sales Agent in training for a maximum period of 13 weeks. 

If the probation period for a Customer Service/ Sales Agent in training is extended under clause 30.4 of this 

Agreement, the Call Centre Employee will continue as a Customer Service/ Sales Agent in training for the period of the 

extended probation. 

An Employee at this level would not normally perform customer contact functions without direct or intermediate 

supervision. 

Band 2- Customer Service/ Sales Agent -Inbound or Outbound 

This level requires the Agent to meet customer needs through consultation, support and problem solving/resolution. 

A degree of specialised knowledge is applied through established guidelines, manuals, policies or terms and 

conditions. The Agent may work with identified prospects, either through inbound or outbound activity. These 

prospects may or may not be 'warmed'. Sales are gained through consultative techniques. 

Typical skills and duties may include but are not limited to: 

• undertaking the duties of Salmat's project for Salmat's client, to the standards set by Salmat's client and Salmat; 

• using multi-channel communications and technological systems such as telephone, email and web based 
interaction; 

• using a personal computer and a variety of application software packages; 

• processing and achieving sales as required by Salmat; 

• assisting in peer training; 

• fulfilling customer needs, managing escalated issues and customer complaints as required; 

• conducting data collection; 

• preparing reports for Salmat management and Salmat clients in their administrative area; 

• processing customer account enquiries; and 

• being part of the Sal mat team and assisting other Employees of Sal mat as required. 
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Band 2- Administrative Employee 

Employees at this level are responsible and accountable for their own work, and may have limited responsibility for 

the work of others. They exercise initiative, discretion and judgement within the range of their skills and knowledge 

and with limited supervision. 

Employees may be required to train other Employees in the skills by means of personal instruction and 

demonstration. 

Typical skills and duties may include but are not limited to: 

• competent use of business equipment and technology; 

• following office procedures and requirements including environmental work practices and workplace safety 
procedures; 

• process and maintain workplace information; 

• prepare and process financial/business documents; 

• preparing reports for Salmat management and Salmat clients in their administrative area; 

• deliver service and information to customers and clients; 

• using a variety of application software packages within a computer network including importing data from one 
package to another; 

• using various software functions (e.g. macro functions etc.) to enhance the operation of Salmat; 

• using all Microsoft Office and/or Google related functions and integrate word processing software with other 
application software packages to produce complex text and data documents; 

• applying knowledge of desk top publishing to integrate complex documents; 

• assisting with more complex client systems; 

• comprehensive understanding of client•s system; 

• answering executive correspondence from verbal or rough handwritten instructions and organising 
teleconferences; 

• applying a detailed knowledge of the call centre industry in which Sal mat operates; 

• being part of the Salmat team and assisting other Employees of Sal mat as required. 

Band 2- Technical Support Employee 

This level requires the Employee to meet Salmat and Salmat's client's needs in technical support through consultation, 

support and problem resolution. This role involves specialised knowledge of one or more software packages. It will 

involve assistance with the use of applications such as spreadsheets or databases or basic fault correction on 

hardware systems. 

A Technical Support Employee is also required to be part of the Salmat team and assist other Employees of Salmat as 

required. 

Typical duties and skills may include but are not limited to: 
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• using a variety of application software packages within a computer network including importing data from one 
package to another; 

• using advanced software functions (e.g. macro functions etc.) to enhance the operation of Salmat; 

• using all Microsoft Office and/or Google related functions and integrate word processing software with other 
application software packages to produce complex text and data documents; 

• assisting with more complex client systems; 

• comprehensive understanding of client's system and products/services; 

• answering executive correspondence from verbal or rough handwritten instructions and organising 
teleconferences; 

• applying a detailed knowledge of the call centre industry in which Sal mat operates; 

• being part of the Sal mat team and assisting other Employees of Sal mat as required. 

Band 3- Senior Administrative Employee 

Employees at this level are subject to broad guidance or direction only and would report to more senior staff as 

required. 

Whilst not a prerequisite, a feature of this level is responsibility for supervision of Employees in lower levels in terms 

of co-ordinating work flow, checking progress and resolving problems. 

Such Employees will typically have worked or studied in a relevant field and will have achieved a standard of relevant 

and/or specialist knowledge and experience sufficient to enable them to independently advise on a range of activities 

and features and contribute, as required, to the determination of objectives, within the relevant field(s) of their 

expertise. 

They are responsible and accountable for their own work and may have delegated responsibility for the work under 

their control or supervision, in terms of scheduling workloads, resolving operations problems, monitoring the quality 

of work produced as well as counselling staff for performance as well as work related matters. 

They would also be able to train and to supervise Employees by means of personal instruction and demonstration. 

They often exercise initiative, discretion and judgement in the performance of their duties. 

Typical duties and skills may include but are not limited to: 

• exercise initiative in the Salmat business environment; 

• contribute to personal skill development and learning; 

• organise personal work priorities and development; 

• produce and maintain business documents, business resources, financial records; 

• create and use databases; 

• create and use electronic presentations; 

• deliver and monitor service to customers with an ability to recommend products and services (where 
applicable); 
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• organise schedules; 

• applying detailed knowledge of organisation's objectives, performance, projected areas of growth, product 
trends and general industry conditions for the purposes of assisting in developing policy or new products and services 
to meet changing market needs or other circumstances; 

• monitoring and managing centre real time performance using various software tools. Liaising with Contact 
Centre Manager's and Team leaders to initiate roster changes that optimize service level performance and project 
costs; 

• undertaking various real time and historical reporting duties relating to centre and agent performance; 

• preparing reports for Sal mat management and Salmat's clients in their administrative area; 

• following office procedures and requirements including environmental work practices and workplace health and 
safety procedures; 

• support leadership and learning in the workplace environment; 

• support continuous improvement systems and processes; 

• provide workplace information and resourcing plans; 

• undertaking quality assurance as required; 

• managing escalated issues within the team as required; 

• managing more serious escalated issues and more serious customer complaints as required; 

• being part of the Salmat team and assisting other Employees of Sal mat as required. 

Band 3- Senior Customer Service/ Sales Agent- Inbound or Outbound 

A Senior Customer Service/ Sales Agent performs all the functions of Customer Service/ Sales Agent. Such Employees 

will have achieved an in-depth knowledge and experience in Salmat's call centre operations. A Senior Customer 

Service/ Sales Agent often exercises initiative, discretion and judgement in the performance of their duties. 

The level also requires limited supervision of Employees. 

In addition to the skills and duties of a Customer Service/ Sales Agent, typical duties and skills of a Senior Customer 

Service/ Sales Agent may include but are not limited to: 

• applying detailed knowledge of the organisation's objectives, performance, projected areas of growth, product 
trends and general industry conditions for the purposes of assisting in developing policy or new products and services 
to meet changing market needs or other circumstances; 

• following work health and safety policy and procedures; 

• communicate and work in a customer contact centre; 

o respond to inbound and conduct outbound customer contact; 

• use computer technology, enterprise information system; 

• use multi-channel communications and information systems and technology such as telephone, email and web; 

o preparing reports for Salmat management and Salmat clients in their administrative area; 
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• floor walking and assisting agents in handling queries and providing further information; 

• preparing reports for Sal mat and Salmat's clients; 

• provide quality customer service; 

• provide sales solutions to customers 

• mange customer relationships; 

• deploy customer service staff; 

• conduct telemarketing campaigns; 

• undertaking various real time and historical reporting duties relating to centre and agent performance; 

• monitoring and managing call centre real time performance using various software tools and liaise with CCMs 
and TLs to initiate roster changes that optimise service level performance and project costs; 

• managing escalated issues within the team as required; 

• assisting with staff and product training as required; 

• manage work priorities and professional development; 

• managing flows of communication within the Team; 

• manage workplace relationships in a contact centre; 

• undertaking quality assurance as required; 

• process complex accounts, service severance and defaults; 

• managing more serious escalated issues and more serious customer complaints as required; and 

• being part of the Salmat team and assisting other Employees of Sal mat as required. 

Band 4- Team Leaders 

This level requires Employees to lead staff in their achievement of Salmat's goals (e.g. sales, service levels or targets). 

This role requires planning, organising and controlling team activities and supervision of Customer Service/ Sales 

Agents and Senior Customer Service/ Sales Agents. A Team Leader is responsible for assisting call centre management 

in communicating and managing day to day issues. 

Typical skills and duties may include but are not limited to: 

• provide leadership and lead operations in a contact centre; 

• lead and development teams and individuals in a contact centre; 

• following work health and safety policy and procedures; 

• monitor safety and compliance in a contact centre; 

• communicate and work in a customer contact centre; 

• respond to inbound and conduct outbound customer contact; 
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• provide services to customers which involve a high level of product and service knowledge; 

• leading innovation and change in the contact centre; 

• implement continuous improvement in the contact centre; 

• use basic computer technology and enterprise information system; 

• use multi-channel communications systems and technology such as telephone, email, web or face-to-face 
contact; 

• develop and use complex databases and spreadsheets; 

• use multiple information systems; 

• implement information systems in a contact centre; 

• administer customer contact telecommunications technology; 

• meeting regulatory standards in training, delivery and assessment; developing the attitudinal qualities, skills and 
knowledge of individual members of the team; 

• acquire product and service knowledge; 

• gather, collate, record and analyse information; 

• rewarding and recognising individual members of the team; 

• conducting appraisals of Customer Service/ Sales Agents and Senior Customer Service/ Sales Agents; 

• preparing reports and reporting to Sal mat and Salmat's clients; 

• recruiting and inducting new Employees; 

• conducting team meetings as required; 

• rostering of team members; 

• monitoring performance of teams and team members; 

• conducting one on one reviews with team members at regular intervals; 

• assist with training needs from time to time; 

• managing serious escalated issues and serious customer complaints as required; 

• floor walking and assisting agents in handling queries and providing further information; 

• take responsibility for the outcomes of customer contact and rectifying complex situations involving 
emergencies, substantial complaints and faults, disruptions or disconnection of service or customer dissatisfaction; 
and 

• being part of the Salmat team and assisting other Employees of Sal mat as required. 

Band 4- Coaches, Trainers and Workplace Assessors 
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This role is principally involved with the design, development and delivery of call centre or project specific training. It 

may include broad based introductory or specific product or technical training. The role will involve development of 

training materials, administration and assistance with implementing change. 

Typical skills and duties may include but are not limited to: 

• develop work priorities, business networks, teams and individuals; 

• developing the attitudinal qualities, skills and knowledge of individual members of the team; 

• analyse and present research information; 

• maintain and co-ordinate business technology and resources; 

• prepare reports to Sal mat and Sal mat clients; 

• promote product and services; 

• promote and lead innovation and change in the contact centre; 

• develop and use complex databases and spreadsheets; 

• organise meetings 

• implement and monitor company policies and procedures; 

• meeting regulatory standards in training delivery and assessment; 

• co-ordinate implementation of customer service strategies; 

• implement operational plan, workplace information systems, and continuous improvement; 

• recruiting and inducting new Employees; 

• monitoring performance of teams and team members; 

• conduct appraisals of agents; 

• monitor a safe and compliant workplace; 

• show leadership in the workplace and lead work teams; 

• manage effective workplace relationships; 

• being part of the Salmat team and assisting other Employees of Sal mat as required. 
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SIGNED on behalf and with the authority 

of SALESFORCE AUSTRALIA PTY LTD by: 

Signature: 

Name in Full: M l'rTI 1\Ev.l -~ H £.~ 
Address: 5o f{tAt-.11:::... '-1 0 c:;:T 

Position: 

(explanation of your authority to sign this Agreement) 

SE-NIOR MANAGER Fol<. 
SALMAT CONTA-CT 

in the presence of this Witness !? /7, Y>O _ IJ..., 
0 

Signature of Witness: ;:(~ lA-«-'_.J 

(/ Jofartra- 2o.hropou--k Name in Full: 

Occupation: ln-J.ouS'-e GunS'~ 
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SIGNED on behalf and with the authority 

of the NATIONAL UNION OF WORKRES and the EMPLOYEES OF SALESFORCE AUSTRALIA PTV LTD to be covered by 

this Agreement: 

Signature: 

SAM ROBERTS 

GENERAL BRANCH SECRETARY 

NATIONAL UNION OF WORKERS 

833 Bourke Street, Docklands VIC 3008 In the Presence of this Witness 

Signature of Witness: 

Name In Full: 

Occupation: 

Address: 

On this date: 

SIGNED on behalf and with the authority 

of the RAIL TRAM AND BUS UNIO o be 

Signature: 

VICTORIAN BRANCH SECRE=I'AR-V: D i VI •'>lO,.,JflrL o(Z (:,-(+.'\) i SEt<, 

elbourne Victoria 3000 In the Presence of this Witness 

Signature of Witness: 

Name in Full: 

Occupation: 

Address: [)6Ve-L- 'L 
1 
~ (:, $ Qu6eN ~T 

\'V\ e;d~L\.__,\1-rvE' VIC ]Cf)o 
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On this date: 

SIGNED on behalf and with the authority 

of the Australian Services Union to be covered by this Agreement: 

Signature: Sl?;_c:-;:::. 

INGRID STITT 

VICTORIAN PRIVATE SECTOR BRANCH SECRETARY 

ASU 

Ground Floor 116 Queensberry Street Carlton South, Victoria 3053 n the Presence of this 

Witness 

Signature of Witness: 

Name in Full: 

Occupation: 

Address: 

f'OPHI 1:: ;/1/lL-

ftdufd1 ?."riYa fldJIL tl(fr:k/ 
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On this date: 2/ /(/ .{ /J (p 
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