-~

cemplaint hangling within two waeks angd greliminary advice from staff Baing called in 10 review tha
wark is complimentary. Thig ICgether with the Privacy Pelicy and voics maomtering Juidelines and the

neéw discute procedure currantly teing documentad with Warwick Smith wiil Rrovide 3 very paositive
group of imtiatives by around mid march

Steve Black

Frem: Blount, Frank

To: glack. Stephen: Krasnostein, David

Ce: Camgpell, lan new; Campbell, Doug: Parker, Harve
Subject: RE: COT Cases - cail from Alan Smith = ' 4
Date: Thursday, 3 March 1884 7:30AM

Stephen:

Befcre you agrae 10 meet with him, pleasa talk 1o Harvey Parker about my discussion with him following
My call 1o Alan Smith yesterday or the day before.

' have asked for the data on failyre and/or fault rates amributed to the Portiand AXE sxchange (Alan's
*hange) and historical fauit data for zil of the cable/outside plant/CPE repons for the Portland
— change_arsa as well. | want to cOmpare that historical data against the average for al of Victoria or all
- Australia 1o ascertain if in fact our reported and cleared troubles in Portland indicate 3 pattern

| also am net certain from my discussion 1o Alan that he expects anything eise at this point. He simply  #£
States that he is still having Major problems as late as the day he placed the cail 1C me. He says he has
Several examples of potential Customers to his Camp that ciaim they had tried to call for Fg € day
before and got sither no answer, no ring, or éngaged and Alan claims he was never on the phone for

the duration when customersciaimed they tried to reach him. He gave me two such recsnt examples

over the phone. He persists in telling me that MY peopie are not telling me the truth.

't may be time to have an auditor reporting to me review the Portland trouble reperting procedures and
data in and around Portiand.

Thane

e N0O0168

e p—

“om: Black, Stephen I
«: Krasnestein, David; Blour.., .'.'m'_" .
Subject: FW: COT Cases - call from w27 Smith

Oate: Wednesday, March 02, 1984 3:53PM

Frank

| have discussed this with David Krasnostein and lan Campbell . The recommendation is tna ', ick fh"-'a"

Mater up as your representative ang meet with Mr Smith and Mr Schorer and that | be accompanieb '’
an second impartial person such as Warwick Gilbert the Chief Internal Auditar.

At this meeting Mr Smith's proposal can be put forward discussed and, if appropriate, subsequently
responded to by Telecom.

The suggestion from Mr Smith appears o indicate a desire 10 offer a settlement rather than enter the
arbitration process. He will raise this in the discussicn if this is his intention.

Steve Black

From: Blount, Frank
To: Scotr, Sue ‘
. Cc: Black, Stephen; Krasnostein, David: Campball, Ian

Subject: RE: COT Cases - call from Alan Smith
Qate: Tuesday, 1 March 1994 5:08PM et

Pagas 2



Senate Estimates Hearing - 25 Fodruary 1994
Tolstra Corporation Limited
Senator Alston asked the following Queston on Notice:

25. An intema) Telecom Minute in relstion to Mr Alan Smith of Cape
Mwormwwmmumu Mr Smith is colmct

ing
mare and Mo usiomers Sre connected 10 AXE® (Axachment 1)

a) Could you expiain why more problems an occurting as more and
more customers are connectad to the upgraded sxchange and
has this predlem since Deen rectified? If not, why not?

b) Could you advise how widespread this prodiem is with other
exchanges which have been upgraded to AXE?

¢) As Telecom intends on upgrading all exchanges 10 AXE by 1997
goes  xpect the same prodlems 1o dccur 48 outiingd in thig minute?

Angwer

The Issue rsferred to relates to the procedures for the intial loading of
dats into AXE exchanges which, st the time, did nct ensure &
convased approach. The probiem arose from the method of
preparing and verifying routing data for ioading into AXE exchanges,
padiculary &8 more small anglogue exchanges wers convened ©
Gighal. Netwerk Operations manegement was aireacy aware of he
need for centralisaion and tighter control over vertficaion and was in
the process of deveioping this when the fault repont from Mr Algn
Smih was eceived. A two pronged approsch has been implemented
10 improve e processes:

1)  The Data Praduction Group under went & quality
sccredRaton process o ensure that the deta received by
the Cata Cella in the figld locations was emor free.

2) The number of groups icading thees data changes into
the AXE sRes was significantly educed |n courtry
Victoria, @ was reduced from 40 10 § and it s planned 1o
be further reduced.



D)

€

substantially reduced numbers of stafl invoived akiow better
r:mweommdn:uhhwwhnbn
demhuudﬁswmmhhco\m
Yiciodan network,

ﬁouhnmhmmmbeMnNMh
mmlndmmmmmdumw
tightaned.

This issue is now beligved to be resoived.

Thnupmrumluoondulyhphnum'lmum
this particular probiem does not recur.



Telecom Australia J Mi nute

ZA-AL 4/./18 Subject GRADE OF SERVICE COMPLAINT

¥R ATAN SMITH C35%-2§ 7267

Prong 5373 2200 Fram - =

CUSTOMER S!Rf'ZC!S MANAGER

HAMITTo - TIZ/TAS REGION
SN SWE - VITWORK CPERATIONS
SENES SWSSWS - FAULT BURTAU YIC/TAS

=0 =n

Pilease 2ipgd eﬁ“csod docunentation in Tagard ts 3 Grade

S Service <Complaint frex Hr Alan Sa,t“ cf_Care
Zridgewater.

SUr local technicians believe "a“ Mr Smith is correct
in raising complaints abeus r*o:-..g callers tc Ris
Number “e‘."ving 2 Recorded Voice Anrcuncenment saying
That the nuxber is disccnrectes,

They Delieve that it ig 2 problem 2has is occwrring in

;..u..sasi::- nuEDers as 3pore anéd nor TostConers ars
=
onnected € AXE.

Can yeu ;.‘.un investigate this probler and provide =
.4

¥
¥lth & written reply sc as I zan forwarsd tl-.-s e M¥r
Smitx arc‘. ¢u.. ilccal Tederal Hezber, before whas is
dlready z difficult situaticn, gets right cut 22 hand.

==
Customer Services Manager - Hamilton
-“"r’.! ;:"'.;_."; .

/-



Doody, Chris

From: Grindiay, Mark

Te: Doody, Cheis

Subject CAPE BRIDGEWATER C.O.T.
Date: Wednesday, Apr 08, 1954 2:59PM
Priority: High

Chris,

FMWMMW&WZMMWWM.NPMAXE-R
(Pom.amdmmmmmu route from 30 to 60 ccis. As no free ETC's of cabinet infrastructure S
mmuuPonx-pm}.amumhsuedwmcummwmuymmmwun120
wﬁhaLSMRu.Tbocummmdmhpmi‘clinsanu'

Matnrinl‘monsile.mdduignpqekhasbunhmudmﬁald.mhﬁon(andﬁnmﬁﬁmdmmm DPG.

night (7/4/34), or approx Wed nutmkuawu)uﬁnhmmmﬂmm:uuauwnmmkmd
hcﬂbedm‘tsuﬂtd.lm«uﬂ-mcdwanmmnumedhhpommdmﬁspm}utdom

MyodghaluquulmNDChm

From: Grindlay, Mark

To: Grooby, Lioyd

Subject: PORX - WBOX CCT INCREMENT & OTHER STUFF
Date: Thursday, March 03, 1964 5:22PM

Pricrity: High

Uoyd,

spmmgmmuhmmmmeommhwm empty LSMR 120
mquho(EMﬂIthZaMlmlLMMLMMTmmMMQ
rnagulnuminstock.Cwumﬂm-hnmmwwanthMdunWNCOTmn
at Cape Bridgewater ( off PORX)

Also - Leigh Howlett advises MmMmWWWWb&mmW
Melville Forest ( LLH. to confirm) need r-phumntmuldyoupbaumﬂormphwmm

Please creale ECPpmhrmmvoumwml.Mwumum&mbrmwcn of
the Paorttand Project so | can advise Network

Kogss 2

- ey



Dgar » Ravin

From: Dwyer, Kevin
Te: Gambie, Paler
ca: Humgch, Alan
' Subject: RE: gnﬂwme query
Cata: Thursday, 24 Febeuary 1994 11:07AM
j
Petar,
You sre mmhmmwtﬁuhnmnfmhpﬁmwmlhmmh. ¥
‘Lmamaammasnﬂmh aot in Austesiig in gversaag
Sounines 35 wall. A dumber of upgrades have incliges _ coths incidencs of W,
e ) lockups, .

in{ne NASM daiabgse ( which has s record of faulis reportiea frem AXE exchanges, dating fram 1883 when
I i was introduces, although it was rot in mﬁli!!ﬂ:)thmmﬂﬁﬂmofumu:ﬂem
cusiomess. Two of thass reports refer o PBX sarvices, but thers 3re ne repents refeming spedficslly o
Ths TR daiadess (Troudie xepont Sysiem cantrolied By TNE o menitor probiems reporiad, passed o
)wm:nmumnﬁutomsuforaﬂumoffmdou ?
l *Suipment which wouki have affecles cunomers ang PexX functions, but does not provice any resfisiic
count of prosiem ocsurrences. |t does not recer 8ny iockups specifically related 10 ‘Commander sysiems.
A3 3 general comment, If (e firmy lin® W3 locked up end cails aliowed to flew on (0 the olher lines. then no
l FA1% would be iont yml gy lines were dusy, 26 | fag {0 32z how en cstimate that "cg loss couid be up 1015%
_ * couid be maae Or repeated with any cegree of inlegnity, i
' There is 3150 ancther NSIS database which would contain recoros of AXE fauils which | have not checced el
Ul which | Balieve has reasrgs of large numsars of fockup Instances affecting indlvidusl customers linss,
am reluctant 1o initigle a search of the NSIS dalzbgse gt present as Ine lauvits recomded Mersin wouid have
I 70 De3ring on the CoT servieas in questien, unless the fault oesurred on thalr individua! lire.
- Kevin, '
“
l :mm: Gamois, Paler
0: Humrich, Alan: Dwyer, Kevin
Ce: Wagiana, Sran
Subjecr Softwery
I Daie: Thumaay, 17 Febriary 1954 7:04PM
Feen. | em not sure whers Alan is « please P33S (0 hlm If ne Is on the 2411 Noor, A1383(Q
I Kevin, Alan
Ke\'_in. | did not use your eomrments on nﬁm ({COMPATBL) at wils lime 83'they gidnt secm retevant lo the
l 1aaitional information that &usta! Nave provided. Johm MseMansa writes a3 follows:

"I have referencas 1o Ericssons ha cansiderad a lock up faull which was occuning whers the first tine -
wouid be mmWM%TMBthmwm It was s2id th ares throuch tha

-_—_—

42D
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Dwyer, Kevin
ﬁ

From: Gamble, Peter
To: Humrich, Alan: Dwyer, Kevin

Subject: Software - Valley Ezdwgng:
Data: Wednesday, 22 June 1994 11:57AM

aonmwamrmcﬁnﬁl,butwmddnotoiwmwnddmstogoon.

The "Telecommunications Survey Analysis and Report” fecantly lodged by Ann Garms provides the
following handwritten file note:

"Ref: 1993/18
May 1983 %

incapability problem with computer software in their exchanges and telephone equipment. The call loss
resulted in 3 50% loss.

Took 1st of all along time to identify. After some time Ericsson were asked to solve the problem. Took
them $ months to identify. Rob Brooker advised that this was delayed because Telecom
did net place this problem in the top 10 faults.”

Kevin, does this shed any more light on it ?

If not, can | suggest that YOU.contact Rob Brooker directly and get his side of the story. As we will

want 10 present this as part of our rebuttal of Ann Garms claim, we will probably need 1o sventually get
4 statement in writing.

Pater.

> RRES il Gl Bl

—~ 2l ik L T ‘ :

TE “lp 0" ilhgse ngliie Lx& Ll W por b e
_Ww(wm:é’,a;/mmwwﬁ_

%,A‘/(Af.faé.. v A K,

Faw m_‘;.? ) -w-a/ - Aefs, »%.b_a . S
593;7. 7‘ /ﬂ"ff“a—w i (PR#1S BROCAED:
B i AR Lrocwer € Cwasts,

A13725
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Stockdale, David
T e —, T s R
Te:
Subject: er 10 my original message.
Date: 18 August 18983 8:23
Dawvid,

Incidences of Li devices held in state busy are quite common in both mainstréam and rural and require
Test System procedure to relgase them.

Often faults are reported 10 NSS Field support involving locked up devices 8.g. SULTD/SLCT or BT in
which the involvement of an LI device may not be evident. Call traces do not always reflect ths
compiete picture. RE individuals, for example, may have multipie users. Interim Operating Procedures
address these jockups, with recommend call Traces, having particular reference o look for PD individuals

which may incur ongoing metsring after the termination of a call.
Lockups not deemed 10 be aﬁec%cchu are not given pridrity over these that de.
sl

When lockups of this nature ars subsequently cleared, devices not evident in_call tracings may be
Cleared as 3 matrer of course.

Lockups 2re not automatically cleared by the system if they are under external contol. E.g.

clear forward signal from a-supervisory device as you described in the case of SR-Bor 8 locked up
junction relayset holding a BT device. if other software devices (e.9. CJ.CL, RE, PD. CAW, MC™) are
involved, they too will not be reieasad.

This is 2 possible scenario under which LI devices may be heid in state busy. I'm sure others exist and
as CAW penetrates further intc the Network (partiguiarly in AXE Rural), the Incidence is likely to
increase. Such lockupg have been addressed with Ericsson Austraiia_but solutions a°¢ slow in soming
due t¢ the difficulty in ing them as they occur. We don’'t have luxury of LI audit or ROS! as is
the case with /86 S

and we are not likely to .

Regards
Forhamger NSS Central West

Sub:loct; !urthu to my original message.

Date: Monday, 18 August 1982 5:35PM
Priority: High

I !ava been discussing the sequence of svents on this call with 3 colleage and we have realised
the probable scanario fer this ood call sequence.

The SR - E at Horsnam will be sat for Last Party Release and will not therefore provide a ciear forward
shouid the A party hang up. When the B party hangs up the calil, the charging point exchange doss not
pass the S party clear bick to the originating sxchange immediately due t0 the 80 second time
supervision period. Even though the A party hangs up after this point, the clear forward does nct occur
due 10 the Last Party Release condition at the SR-E, therefore the B party will be heid in the "awaiting
time supervision expiraton” phase for SO seconds. Once the time supervision period expires s feree
reiease will be generated from the charge point exchange and the call will be cleared down.

This answers the oddity observed during testing, but my original question still stands: Do you know of
any event or sequence of events in 2 104 which would result in 2 call be held or a 8 party LI be held
Busy for an extended period of time (e.5. > 120 minutes)?

I look forward to discussing this with you further, and apologise for not rezlising the correct sequence
of events for the test call before | sent you the original mail mesage.

l
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 —AELECOM AUSTRALIA MINUT

rile: Subject: Recorded Voice Announcement

Phone: §375057 From: Mick Ryves

The network problem of receiving a Recorded Voice Announcement alon:
the lines of *This number has been disconnected, Please consult you
telephone directory*, te current telephone numbers has at last beer

identified with some degree of certainty.

This problem has been evident for some considerable time and has been

progressively getting worse. The illusive nature of this problem has been

the main reason for the lack of results of many investigations into this
proeblem. However thanks to Bill Hinds & Chris Fitman from Sunshine Coast

EMG for their extensive efforts, the problem has been identified as follews

The problem gseems to occur to calls that suffer a change of
discipline. i.e. Where a call from an analogue to an enalogue exchange is

routed via an AXE exchange or any combination thereof. I1f a call switches
via —n AXE exchange and the first choice route is full, an alternate route
is _.lected, as & result a second restar: is required from the analcgue

crigin. The z0O digit sent forward for charging purposes is analysed as the

first digit of the B subs number, whilst the correct Parameters exist on

the I/C route. This problem appears to apply Predominantly to /36 exchanges

but may well involve /17 exchanges also.

The progressive increase in this problem reflects the incressing use

of AXE as a network switching medium, and is a serious cause of
dissatisfaction to our customers. This procblem has been referred to

National Switching Support for actio . however as thig is rost likely a
national problem and of some significance. I feel that an adequate priority

should be assigned to the problem,

RU96GO " 4//
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AUSTRALIA
To Difficult Network Faulit From Peter Gamble Commercial
Customer Co-ordinators Manager Planning Cperations Support
(see list) 87242 Exhbition Strest
MeboLme
Commerclal and Fiie Vic 3000
Consumer Axrale
Dss 29 November, 1983
Sublect DNF Customers - Service Tolaphons (03) &34 308
Data Mossage Bark
Facsimils (0T) 634 B4T4

Distie.  Ken Beattis, Regional General Manager, Queensiand (Fax: 07 210 0847)
Rosanne Pittard, Regional General Manager, Vic/Tas (Fax: 03 562 1928)
Janet Sayer, Regional General Manager, NSW (Fax: 02 397 4155)
John Harrison, Area Manager, Canberra Service Centre  (Fax: 08 257 3737)
Graham Powles, Customer Sarvice Manager, Queensland
Cheryl Prins, Customer Service Manager, Vic/Tas (Fax: 03 582 0785)
lan Redfern, Manager, Sales Branch, Vic/Tas (Fax: 03 574 9461)
Ed Blake, Manager, Operations Support, Commercial
Don Pinel, Manager, Austel Inquiry, Commercial (Fax: 07 221 7274)

As part of the resolution of a series of Difficult Network Faults, your assistance is sought
in-urgently checking the service data for the customers for whom you are responsible.
The information is being used to arrange and co-ordinate a detailed set of Customer
Access Network measurements and the attached list represents the best information
available In this office at this ime and has been compiled from a number of sources. The
information required is all service numbers that enter a customers premises, together
with any Iinformation regarding the CPE that is connected to that service (eg Commander
System, T200, fax line, Gold Phone etc).

Where the service includes a Rotary (or PBX Working) fadility, the directory number and
all of the auxiliary numbers should be specified. It is noted that there is a *myth*
circulating in some areas that "AXE Rotary services do not have auxiliary service
numbers®. This is not the case as is evidenced by some of the listings in the attachment.
It would also be useful to know (for AXE services) whether the hunting arrangement was
sequential or "random®. This latter case could give the impression (depending on the
CPE equipment) that calls were somehow being "missed".

The complete list of all service numbers is required to ensure that all services entering
& customer's premises are measured and analysed. Where more than one line enters
the premises, it is useful to compare the measurements on all lines, and important
information has been gleaned from this process, even though the customer may have
only been reporting difficulties on one of the lines. Difficulties have recently arisen
where only one of the two lines entering a remotely located customer's premises were
measured because not all of the service data was readily available.

Would you please confirm the details of the relevant service to me jn writing by COB
Tuesday 30th November 1993. Should you have any queries, pleasa do not hesitate to
contact me.

TS i

R09919



lnt-ernal Memo Ge’eﬁgm
To h

Grp. Managing Diremor, Contmercial & NQ[\VEIk |nvas!iq:lian SASNT

Consumer Nelworks & Interconnect

Netwerk Dperations Divislon
From m T Network Products Buziness Unit

PTTO2 Australia
Telephons oy e

Subject Fault Management Facximile -
Date 29 November 1993
Fila
Attention
e
I trust the previous correspondence sent early in'November has been recejved. v ! °, ' 1o Jan

Ce rmphe! |

g a : ‘ . Seg To,
There is 50 much opportunity for real iniprovement in Telecom; the difficulty is knowing

i b
where to start and how to best achjeve genuine improvement. Certaintly change for the e Lo !
best is unlikely to be realised if there is not a complets and intimate knowledge of the
industry by those formulating the changes

The attached report mainly relates to'to the Fault Manegement process: its deficiencics,
end concerns about the direction it it is heading. My interest is not recent nor
opportunism; it would be easier to back off but that would kill work interest. My rescarch
and reading has been largely in my own time but is of reasonable breadth. The
undertaking of the Associgte Diploma in Accouming Was motivated by the perception this
knowledge was wanting in the Telecom engineering discipline at |east. It also became
obvious, if I was ever to make » real contribution, then knowledge in finance, particularly

T o
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improvements incorporated have bean acknowledged, but nothing has changed. | consider
the minimum gdditional AXE requirements for efective fault investigation are:

- The capability to monitor detail of incoming traffic to customers connected to
AXE eg. time of call, duration of ring and conversation, identification of calling
party.

- The option to remave the need for switch hook Rash or call tine out with the
Malicious Call Trace facility.

The capability to dump to file, on 2 needs basis, information relsting to call
establishment in the switch.

- The inbuiit capability to log CCS7 signalling without the need to purchase costly
add on test equipment. The importance of this function cannot be emphasised
enough, it should be an obligatory requirement in the specification for the selection
and purchase of any switch from this time on. - refer p8.3 of the Draft Report
previously sent "Telephone Service:- False Fault Repons,

Adding emphasis to this need for the employment of these tools is the Jargs cu %
of outstanding network faults Phantom Rings, Not Receiving Rin and RV As indicati;
the called customer is no longer connected. It is not possible with present fault anzlysis
tools to easily and quickly determine what are genuine network faults and what js
inadvertent customer misoperation, wrong numbers, not listening for dial tone etc.

At present actual network failures s opposed to misoperation cannot be quantified but
instances have been confirmed eg.the called party received only a couple of rings, the

calling party was traced and queried, they received an RVA indicating the number was no
longer connected.

FMO must proceed, but service provision must not be compromised by en unacteptable

fault incidence or shortcomings in diagnostic tools if the customer is 1o be satisfied and
costs contained,

-—

\
R (T 102)

Nationnal Network Investigation
Networks & Interconnect F RE ,eyer

~OT S rreec
28th November 1993 ety
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| Eg“ e k00940
Date: Tm.zem1ms:1m
Bruce, for information.

M_aummmlmmu-mmmumﬂcmum -
;l:nmuirmmwmm lduuhubl.ummwyﬂumwaumk

Date: Tuesday, Apri 28, 1994 12:40PM

mmmmmmmmsdmw at Cape Bridgewater, | sent the

) Paget , 4-*/

93



did Bie in the RCM

Grant, '
Do you want any more on this RCM sesems 1o have soived the problems and whilst
up of the supervisory system is a wory, | doubt ¥ many new systems will be installed on

Please

find attached the results of testing of problems with Cape Bridgewater RCM sysiem . This is additional
information to that provided by Mark Hooper on 23-3-84.

I hope this assists.
<<File Attachment: CAPE{.DOC>>

S K
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MARAGING IN AUSTRALIA

Days went by and Blount hadn’t heard a thing. Finally, 2 young
woman arrived in his office whom Blount learned was 2 bright
MBA graduate with responsibility for the 1-800 product. Again,

Blount recalls the comrtrsal:ion"

Blount: ‘I want to talk about the 1-800 service.’

Staff: Yes, sir’

Blount: ‘There are some issues that have arisen on the product
management side, specfically maintenance of the product, Sfixing
some problems with it and how it is billed.’

Staff: ‘I know the type of things you are talking about, siy,
because we studied product management in school, but, strictly
speaking, my job was to launch the product. I have no way of
knowing how it performs once it has been launched.’

Blount was shocked, but his anxiety level continued to rise
when he discovered this wasn an isolated problem. Product
management as Blount knew it in a competitive environment
was non-existent. There ‘was no overall coordinating role to
monitor the performance and profitability of products and
modify them as required. He moved immediately to demonstrate
the importance Telstra would have to place on product to
compete effectively:

I'd often seen approaches that would try to solve world hunger
but they didn’t get any traction because they operate at such a
high level. I decided to pick one product and understand
everything about it.

Blount asked his 1-800 ‘product manager’ to put together a
team to analyse all aspects of the product and provide 2 snapshot
of what an ideal product should look like. Blount then arranged
a two-day retreat for his senior managers to take them through

132

the product managem
around the conferen
member of the seniof
with all the aspects of]
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* time-to-market;
* provisioning;

* training/selling;
* how it was wor
« the fault rate; 31
¢ the billing ‘syst

The picture tha
performance was subj
market was too long
launch. There was ‘a

product, so the com
in the marketplace.
product innovations l
The exercise wo
realised the power of]
year leap it would tal
told him that to fu
management up in
would need to appo
Management. The I¢
difficult to orches

have a product man

to each of the G
undertaken and the 1
satisfied with how th{
take on the product

yaya




1g. Finally, 2 young
irned was 2 bright

)0 product. Again,

zice.’
en on the product
the pmduc:, ﬁx{ng

ing about, sir,
10ol, but, strictly

" have no way a_f
1ched.’

‘ontinued to rise
roblem. Product
ivegnvironment
irM®ing role to
f products and
Y to demonstrate
on products to

‘€ world hunger
‘erate at such q
wderstand

put together a
wide a snapshot
t then arranged
* them through

PRODUCT MANAGEMENT — IF THEY WON'T BUY IT, DON'T BUILD IT

the product management case study. Fifteen stations were set up
around the conference site staffed by junior managers. Each
member of the senior team rotated through the stations dealing
with all the aspects of basic product management:

* how the product was designed;

* ime-to-market;

* provisioning;

* training/selling;

* how it was working in the field;
s the fault rate; and

* the billing ‘system’.

. The picture that emerged made it crystal clear that
performance was sub-standard. Costs were too high. Time-to-
market was too long — at least 18 months from conception to
launch. There was no accountability for the profit and loss of a ‘L
product, so the company didn't rack its performance once it was N
in the marketplace. And on a broader level, the number of new
product innovations was tiny — only around two dozen a year.

The exercise worked brilliantly The Telstra senior team
realised the power of proper product management and the light-
year leap it would take to get Telstra up to scratch. Blount’s gut
told him that to fully redress this problem and lift product
management up in the eyes of the organisation as a whole, he
would need to appoint a Group Managing Director for Product
Management. The logistics of doing so immediately proved too
difficult to orchestrate at that early stage, so Blount agreed to
have a product manager in each business unit who would report
to each of the GMDs. With the massive change being
undertaken and the resulting competing interests, Blount was not
satisfied with how things were progressing. The will was there to
take on the product difficulties, but successful execution failed to
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