






























































 

 

 
 
 
5 August 2022 
 
 
John Crocker 
National Secretary 
Unite Union 
 
Attention: Yvette Seep, Union Organiser 
  Prince Khobragade, Delegate 
  Nicole Gomes, Delegate 
  Sam Aati, Delegate 
 
Dear John, 
 
Re: Proposed Variation to Collective Agreement  
 
As recently discussed, we are very excited to announce that Qantas Airways Limited (Qantas) will be 
creating a new role of Contact Centre Helpdesk Consultant (Helpdesk Consultant Role) for the Auckland 
Contact Centre.  This new role will be a part of our Customer Contact Centres business unit, sitting 
alongside our Contact Centre Team Coach and Contact Centre Consultant roles.    

 
The role will be a step-up from our Contact Centre Consultant role as it will require more technical expertise.  
This means that it will have Job Grade 8 in terms of remuneration.  Qantas intends to offer the new Helpdesk 
Consultant Role only to existing Contact Centre employees initially.  We have set out more detail regarding 
the Helpdesk Consultant Role below.  
 
Since the Helpdesk Consultant Role is a new role and is not covered by the Unite Collective Agreement 
(Unite CA), Yvette Seep (Unite Organiser) proposed a variation to the coverage of the Unite CA to bring the 
Helpdesk Consultant Role within the coverage of the Unite CA. 

 
We have set out some background regarding the new role, and proposed amendment to the Unite CA for 
your consideration and next steps below.  Again, we consider the introduction of the Helpdesk Consultant 
Role to be a positive change for our employees and hope that you agree to our proposed amendment.  
 
Background  
 
Qantas has received approval to recruit 34+ Helpdesk Consultants to be based in our Auckland Contact 
Centre.  The Helpdesk Consultant will be Job Grade 8 (being the same as a Contact Centre Team Coach) 
and offer a higher annual base salary than a Contact Centre Consultant role.  Qantas is looking at 
introducing the role in August or September 2022. 
 
The purpose of the Helpdesk Consultant Role is to provide technical expertise to Contact Centre operations 
via a helpdesk.  Employees in this role will provide technical coaching and training to consultants and 
support the global leadership teams with continuous improvement initiatives.  The role will also carry out the 
functions of a Contact Centre Consultant as required.  

 
As mentioned, Qantas will only be offering the Helpdesk Consultant Role to existing Qantas employees 
currently in a Contact Centre Consultant role at this stage.  This is because Qantas wants to provide our 
existing employees with the opportunity to up-skill and earn enhanced benefits.  The candidate must 
demonstrate key essential skills, which are set out in the Position Description and the criteria which will be 
set out in the recruitment process. 
 
We have attached with this letter, a Position Description of the Helpdesk Consultant role which provides 
further detail about the new role and eligibility requirements.  
 



 

 

Proposed variation to Unite CA  
 
As noted, the Helpdesk Consultant Role is not covered by the Unite CA.  Therefore, to ensure that 
employees who take up the new role remain covered by the Unite CA, we agree to the proposal from Unite 
to include this role in the coverage of the CA. 

 
Pursuant to clause 4 (the variation clause) of the Unite CA, Qantas and Unite have an initial obligation to 
discuss the variation.  Based on the proposed variation, we can amend both tables in Appendix Two of the 
Unite CA.  The specific wording of the amendments is shown in italics: 
 

3 September 2020 – 2 September 2022  
 

Position  Job Grade  Min  Max 
Consultant  9 44,558 66,837 

Team Coach  
Helpdesk Consultant 

8 56,228 74,263 

 
 

3 September 2022 – 2 September 2023  
 

Position  Job Grade  Min  Max 
Consultant  9 45,449 68,174 

Team Coach  
Helpdesk Consultant 

8 57,353 75,748 

 
 
Next steps  
 
If you agree to our proposed amendments to the CA as outlined, Unite must present the amendment to all 
affected employees and obtain a vote on the amendment.  As stated in clause 4 of the Unite CA, if 50% of all 
affected employees plus one affected employee agrees to the variation, then our proposed amendment will 
be agreed to in writing and signed by Qantas and Unite.  All affected employees will then be bound by the 
amendment.  

 
If you do not agree to the proposed amendments by the conclusion of the recruitment process, Qantas will 
offer the Helpdesk Consultant role on an individual employment agreement to employees covered by the 
Unite CA.  Those employees who accept the role will no longer be bound by the Unite CA terms.  
 
In the event that both parties agree to the proposal and Unite obtains agreement from its union members in 
accordance with clause 4 of the Unite CA, the parties agree that the proposed variation set out in this letter 
will amend the Unite CA and be appended to the Unite CA to reflect the agreement.  
 

Kind regards,  

 

 

 
 

 

Moa Haar-Simmonds 
Manager Global Contact Centres 

Qantas Airways Ltd 

 

 

 

 

 



 

 

 
Agreement 
 
Qantas Airways Limited and Unite Union agree that the changes set out in this letter are agreed between the 
parties.  This means that the Helpdesk Consultant role will be a role that is covered by the collective 
agreement that is in place between the parties on the date that the union receives agreement from its 
members in accordance with the collective agreement. 
 
 
 
 
________________________     ________________________ 
Employer        Unite  
for Qantas Airways Limited      for Unite  
 
 
 
Date____________________     Date____________________ 
 
 
 
 
 
 
________________________     ________________________ 
Witness        Witness  
 
 
 
Date____________________     Date____________________ 
 
 
 
 
 
 
 
 
 
 
 


