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Becommendatton 18: 
"l,:Xyr::f 

3:Xtr7:i:l!,;tr;:f,*; "ri::itr';,:;;9tr;,

Telecom Updale - July 199c Ouader

iefcorn trave norninated heir members of the rvorking party and hey at€ awaitittg Austel

norninalions. A dralt brrB ol refe]Enco for fie pfoied hav€ been providsd to Auslel tor

agreemdtt

Repoft ol tt|e pinl workiTE party !r expeded berore 30 Sepbmber t994 and contracb for trial

iest eqriprnent spedried by he ioint working paru would seek supply by 30 March 1995'

AUSTEL Commenl

Teteco{fl was advised on 6 July 1994 o,

AUSTEL3 norlmton tor he woftng patty.

AUSTEL has advised Td€com lhat $o dratl

brms ol agr€oment are acc€@bb. The

limotabl€ proridod is accspbd.

AUSTEL C,omment

AUSTEL has received a general brisring on

these procedures. The detail ot lhese

procedJres has yet to be exarnined,

padicularly in regard to fie suitability ol

specific procedures at the various stages o,

he lault escalaUon process.

necommendation 1g: Teteam satsly AIJSTEL that the monitoing systems and procedures Telecom usas to lesl individual

services are eff*live.

Telecom update - July 19!14 Ouarler

Austel has been brieled on the proposals to pr€ross the rcquiremenls ol Recornrnerdation 18 of

he Arstel Reporl. ln dcmon, actions tal(on ln t€sponse lo th€ Iscommendatiofls o, th€ Coopors

& Lybrand Bsport and tho Befr Canada lnternato.lal Rsport and reported to AusEl on I July

1gg4 are also ]Blevanl Telecom has also scheduled a prBssntation to AUSTEL on 18 July 1994

ol tho revised lault manaoem€nt pfocedures and the monibring sysbms and ptocedures it has in

plac€ at p€s€nt to lsst indivuual servlces. Ho$,ever, it should bo noted that system and

procsdurs devabpmont is an evolving p.ocoss, whidl means he qrnent q/steflrs and

procodures will bo added b and enhanced over frne'

.STAN5OF IWLE TENTA1I1\I OF BECOIIIriEIV@ANO}B tr COT CASES RErcAT AUSTEL S OIAfr|EBLY BErcRT

IIIIIIT-I

JIJLY 1994

9e
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t
E.2 Curtomcr Accan Ncttot* Tcrtr

|1.

In conducring thc roury hundng gmup tcstl 
-Xdccom

her rcsrird ovcr rhc hs tu,o rmilh!. !! irticgcnd.il,
rcvisn, of ponioB of thc incr-erclutgc nasort unl
souy hiling groupr for rdcocd dlEarlt iuh
culomrr!. Whilc rhc $ro tcar arc conctriv., thg
Curtons Acccss Ncmort (CAN) ulocird wirh rhc
dificult furk qrsrorncrr should bc thc na scr of tcrcs
pcr6rmcd, h ir undcrctood that sigeifcrrr urlpir urd
lertr hrv! bccn coductd by Telcoom on &t CA}.I frr
thr individud difisuh ftult brrtomcs.

It ir rcconocndcd tha Tds6 pcrfrro hd.pcndsr
tclr ofthc CAN ro complcrc thc tctirg p,rogur for
thc rdctrcd difEcult huh cogoncrr.

t3 Tat Eouiomcnt

otr tuo occarions duritrg trc ttEring procclt, rcn
cquipnat iihrcs wcre crpcricnccd (AMEREC
AIvOCI .nd EIffI Snrn-l0) whid rcquind r ro.*rn
of Eniag laiyiric3.

Io rddftion' d!cr! war gr insrffcicru aryply of r.tr
cAdpmt clqcricnccd duriag thc *rrt of tcairy To
rsolve the siouion, tcc aquip rm urls obohcd 6om
otlpr nuinrcnalcp ccnrcr within thc rcgion.

It is rccommcodcd that additional tcrt cquipmart h
proorcd to adcqutcly handlc thc nonnel worUord urd
in rdditiorr. meintenancc sprres should dro bc avrihblc
bccurc in one casc dudng rhc !ildy rhc cquiprcm hrd
to bc rcprired before tc*ing could bc rc.carblirhcd.

Amthcr rccornrrcodaion is to corduct routirs
rdntmucc proccduns on rll teo cquipncnt ud
rarianh e complac sa of nraimcnrm rccordr rc rndc
thr qudity end pcr:brmurcc of thc dcrriccg.

A furthcr rcconuncndrtion ie to incrcuc thc arpply of
thc morE sophisticacd trouble shooting tctt Grluigntd
sreh as rhe Tc&dcc CCS 7 cgnipnsu and as
digiulisrdoo (swirclring modcnrisarion) incrasa ttc
tclingtnrublc shootirg crpbilitia rhodd bc rr!d.
imegnl to thr switchirg intdligmca (roftwrn).

BETJ. CANADA INTERNANONAL INc
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gilt on ,na l,alutue hshht mo
vuEll as a good lstoslodgo d
Tel€cdn. UY urott h.l Ld IIE b s..k
and as . lBult I haw undcrhk n lh.
bd sb( ycart,

6. Molr rtccttily I hsv. tCcn uP e
Sarlca Osallv lrprorytsl
tilr pml[ott I lrn r.qd]d b
CSnal[ng data br fra
cnpharbmGomtwt

tlnSuml
?lro flrrt lnvordgatlon ot ilr grlllht alvlc..
7. I wa8 lI rohrod. as orp ol tho Pdndp.l hwsdgaihg dnccn, wlth NNI's otigh'l

t rcs[gctbn of Mr Srntth'r t i.Dtlcils aarvtcc-' Urtrnm Jdy rsg2 e Jenuary

19S1.

6. At iha rim. that thr NNt ht rdgsthn
cus ome,s xfio oqilod fnm tecchtrd
toLphone was not oomectcd CRVN
Mr. &nilr, and abo ln bad(grDt nd
Managemont Cd[I€ (the 8lrs lhit req
theso 

-FMA 
comphht3 cpoilrdy aroe lror c.lL hom lraboomc.

L

exohanoc. ln Mercfi 190il, G.[6 thrt gasssd thtough Mdbout-, !9 9"Egddgflat€r progrcssad lhroqil om ol thr* rdt crchange ' loloun ag

bottr wdally ard d s h!.r poht by Rocannc PiUard.

10.

,ccitfrrd.

1 1 . Dudng NNlb orilfral amtdgrrbn ol [r Anlh r a[eged problanc. the oily event
arrcoversd tlet w€s of crndrncc wlr thc lrELtl goDhm. Tha colilltsrclEl
noohUon of thlc pmblom w.s de.ll ud0t by Rooame Pitlanl'
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no dlal lonc.

18. Thb hult !3
s.r-vicc and
The qdom
Holdlatn.

Ihepany ' a--r^''-"'!r'r^rh'riicromHdnffiX*H
thoy had. eumrt ttrat th€
Ihepatty tor eUorrt tllteert
they had. lu$at ttrat th€hey had.. .___. . rugg€.t ttut th€
mhutco. Hore\ror, lhe Sl'llAH I ru ttns EYst r' r,,^'rtr,' 't ir--'r. -r*Ercc nat tegHfi ffi e$ #ffi 'nH#'ui'ffi-' "- :*.1[1 nffi ffi TSH.Hffi ffif,H'ffi Tf 'oiieTiJ t"' r: -ffi S'.*ilP#, lli
ffi H*#":ts'''i,Hffi"ffi f inii&iLs-uin,oofl",ffi 1;5tphons allar tha call urag comP'srco lrrq utrtErsrr '- -'-' - 'ro..t 

Uaia'ltrlg befiel
ililiJ;ili.-';"n a"'"nort s i,,,$ t'9 efqno yT]:II }T^t,aa arrei or rrxro
H' ffi [ ffi T: ifiil,i H ff^J**ilgfl #'"ffi;'#Hon tie lcdlg coD(hrcl.o a8 e r3ruf, er lln' vI. ryver' -' --t-ilcr mnry res h
iibi:-."*"i1"fi*li,"i" ol ccST dale lor rrc p€dod Btd t

20.
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il nG IAIllA OF rn rdlrdon Purrn b
Or. il Trrrt ArUffin Ptodut dd 2l
Aplflrs{
B.nEn
Atrltt[flt

. CIhral
ard
TllSlnA OOFOB tloTa tTD lr..4nt I
TELEOOI 

^I'SIBAIJA T.L6llt

T

I
I HTNESS STATEUEilT OF CIIRISITOFIIER JAXES Dq)DY

I, Ct{HgtrOPt{ER JAIES DOODY. B.glonat Ft U thn gEr . Tchcom ilerwofi
Oporett . E.tt rl!, Corrty VHod., d llt Doyrton StrL Sorr0r. Bd.rd. h ti.
SUe c, Vlriodr, tdemnly ard lerc.tray deahn and dlnn ar b[ona
BACKOROI'}ID

1' Lt lr b..n erptoyed nft Tdom AufrXe ror 17 y.m.nd h.E b.t h my
erlfit po.m6 .h6 Jmc 1S(

Z ln lllrrdr t09l I tmk up e porlbn a. . Nctuod( P.domerc! Csufirnt ar pad
ol TeLccn'. N.turod( Oporenr OrElp. My l* wca fo bdr at tE p.dorrrdr
of th. fl,Erhg tn rlrblon and sd* d.hE f ar.. ol Notror* As*nr
Cot rfy \rlclo.h. rt& ft,L g.hah-y lnolyd rn ldne rE tn fid&na b tl.
Nauofi OpcrUono tlrn Ocr Cdily \fldorla o't ury b llProl,! th.
pslurnanoa o, tirc area There rlcomrr.rdffor hdidod ardt ir*rgp It
lhc htsodiradon ol porhcrlttcc tnonbfig qrde||r.rrd ,nE !, mahElJE
prooe.! InplE,t ttrila rd trd rn ly6bmanelfidt *

msln{
1$2tnrnhrcmrrl
s.

nr'6.lr. I lhar.too adlnrd trl trrrr mo odrf tal.ftrdr utun
dt AilE nod.. lnd mlor trffre riod- ttloogfErrt VUAI U O5E A6, n$
barphar. rxrmbrr f**rg Atj ol llr 9illh. - .

l$gLlrwElvltril ':t
1. Fom O.omb.r f gg3 ull Aprl l9e{ I holC r podon t'. t{.luorfi OprdcB

Cqo lhnegr hr llt &fi aul dE0r.r T.bam cldorrr rlro b.t hd tt y
wllo hltho ongohg pfotam rilr thclr El.croo. rrrico. Conptfr rro
tEril!.! to rr by Brue Pad*ury and Ahn fffo O trc Okr Wircrby Feult
ftbl.g.mmr e DLgrEdc qorD. -

3oe



I
T

T

tndddo.lblhbbdtg.ytll. I rudr afargr|Inirb rfrCCgr 0dd.b
rldch Edulrndttom qtrm*rd tpnlh.Wlmertool ,rrc cdrngr.'
trcre wlrc no pollarr ldalillcd by fii aendad td rnilrod
AllD I I IG t& Dbrnn ddndon cmrdrrfody trffryng th. ..rn b b.

flofAyaoroar*r*r.
Batdtlrc

oornCrff ruO Dy Mr $J[r rur lmrQrbd.
slnlr rdc ronpaht rDo.n aqrbm.rt ca! fio(rl. Frdqlhtlalor' I
ffi c. loca! edlrago lduad.ns b r'rorub I pgnm ol E

Eiif utrunt io lhc lct b. nmb.r uiEr w 6 61 2li. fhcto ur! m
hd. .vs d.r.fld by tila rtte glo$em h d&n to .ny d Ur 8rlt'r
colrphfna.

tucddcomct

DECf.IF!D!t lbDoum
htrSdrdtHoil

)

)

)

bc'



CAPE BRIDGEWATER

HOLIDAY CAMP

REVIEW OF DOCUTENTATION

27fr Juty 2007 Brhn Hodgc, B T.ch; IEA
(8.C. T.hcommunlc.tlon)
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5.2. Common Chamel Shnailm(CCS7l

Cornmon Channel Slgndling llo.7 pl[$[Q[ appear or tuncdon at Cap6

BrUgorebr RSM. Ae no srdtcfihg, enalysb, oi bfiing take Ceca CCST le rd
requird.

|lowever a similar dgnallng syrbrn opfat€o on the PCM multplodng

fsnsmicsk n BlBtsn b€hiDon Porrbnd & Cepo BrtOgamter ELlI b Ngt
conn€dod to or bms any pan of th6 CCS notuuork

Th3 purpco of thb signatlltrg [t* to malntain a furctlonal transmiEolon &

mddplaxlng s},rt m.

Doonnrsrt K04555 paraereph 4lndcab lhat CGS 7 we only usod b monibr

cals to Portland vle the Wannambool node (agln 19S394).

Dudng ha CCST neilrort monlb.lno FDc.ss, no calb ntrdn lho Pordand anoa

vvar3 obsoN€d (Ef6r Telsba &ment KOrttiSS - C67 at tmo 19otf , uas only

utllle€d on celb frcn Warnambool A)(E b Pod.nd A(e. NOT durhg locals

wihln Ole Portand arca) . lrdlcatino lhat the CCST n€hxuk monitoring

undertak€n QIqMII Uke place ln Por0and, nor Capc &idgareter sFtd6 or

eqdpment

Ar ha CCS n€ttffork hansbii the call 0nough he rl€trort no CCST llnk od8bd

from Warnambool to Podand at thls tlmo (og. 1S3r4).

Dudng the *dy 190Os (€9. 19ql), the rcUon d A)(E E hc CCS nctriloft we8

sdl €xpandlng. NgIall ll.{(! b wthin Podand utllsed hc CCS ndrcrk for

{dgnalllng pwpos6. MFC ttigneLittg was rXf,sed ln Porthnd (as CCST ws not

uuis€d ln Porthnd 6t tlb time as montlon€d p(€vlously, MFC wes thc aigndhg

systom sti[ oparatbnal havlng boe n utlbed 6 part of tlo ARF sysf€m that was

the maior componer of thc notvrort at that tkn€ ).

l4 9r



Thsrffire collocflon d c,GsT dEta & the assodstod repodrB of the netwodr
perfoflnan€ rruhon lolatod b coMs onne6d b cape Bddgewater Rsu.
rvas incortduslve & flEupd, ar [only enable partB of 0ro networt hleranlry b bc
mordbrod at thls tlrne. where netilqr upgradn0 hel nd bocn completed or
lmplemented tho old Slgnal[ng sys]n uuere sdlt operatlond and reqwed br
nehrort opention. The monltorlng technhues uflbed br @s7 wprc not
apilcable or rclqrent b tho crMng and obooleb syrBns and bchnologieo.
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world suadards and oe inJact stqerbr to ttasc wcd in
other sbdlor wtworks of cquivalent digiul penarabn.

. Tehcom Ausralb llus a tltc toots, skitk od procduns
reeded to dztect atd locue toubles reprud by the CoT
craston erc.

. Tlu troublls louttd rutealed suu nvitchtng faatts arrnpte ruial lor rctwork congcstbn Thz antiktdon ,nodc bytkse ia degrding rcruork pcrlomorcc was ratcd as
inslgnifrcont.

(d) Telciom een rall! accepts the findings and rccorrrrra tdotion d tllfcprt.,'

AUSTEL'S COMMENTS ON TELECOM,S RESFONSE

11.8 Prior o recciving Telccm,s rcsponsc .o the Bcll Canrde Io'mttioml
ylon y ogtlinca in paragraph I 1.6 abovc, AUSTEL had rvritrcn !o Telccminforoing it rhat t'e ctaim in tlrc Bclr canada Intcrnama ,w* t ,rrc e.ffcct thuTclccom's customcrs rcccivcd a gradc of scrvlcc tfrat res gl"bal 

"rodard, 
Bo",too far bccausc $c study was sn incr_ex *range $udy oolt il aia *, o*C 
"rhe customcr acccss ncwort - AUSfff- naa igocA L #sn ay u"ing so Uoirdon rhc basis thrt othcr rnonitoring it had requdea Tcf."* a orrao,af.o ooAUSTEL's bchalf should povide AUSTEL wi$ rfrc aaa on L cffrcacy of thccustomq acccss rptwok.

I I .9 AUSTEL also norcd drar froor thc CO? Cares , pcrspcctivc rbar wqeIiniudons in Bcll Carada Intcrnationals firs rcput, ,;,."it:-
". tcst call patteras rsed by Be Co& hwnotbnat nol not b

typical of thc COT Cascs - bw tlat oJ hscy does M llr;cessari[
invalidatc tlc owcorw

. lt did not enend b resting ofpBX (rorary) seorch facititbs tlat arc
of sitniftcancc to sonu COT Cascs bw,igoin, thk does not
inalidate the recuhs of thc usu as far os tta)t wen:

. it did ttot incfude test ca ing via 00g nunben which is { rclcuatcc
o sottu COI Cascs bu, yet again, this does rct iwalidatc u
resuhs of tlu usts as lu os thcy wen ."

(Lctrer &tcd 16 Deccmbcr 1993, AUSTEL to Tclccom s Managiag plrccrr,
Commercirrl Busincss)
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In the mail on 5 May a tha
included, llThe one draubach
telephone. Many parents uere

ate

It is essential that a terephone is auoilabre to a campw gtoup ot ail times incase an em wh tne irteifi"oi" 
"^jnirii" tn"importance as ice will proue ertremelydetrimental at

While speaking with a psychologist in Coburg by telephone on S May 1993my connection cut out three times.

On 6 May 1993 a portland travel agent tried to contact me at the camp _"the phone rang three times, and then-nothing.; 
--

A Portland printer faxed m.e.on l l May 19g3, ,,1 haue been trying to getthrough on 267262 - but no luck.

On 16/5/93 a Swedish backpacker wrote, ,,1 thought you uould appreciatehnowing that on numerous occosions t atte-ptei io ring you from Darwin andcontinually receiued an engaged tone.,'

My itemised terephone account shows that on 22 May 1993 there were nine
business telephone. The customer

lls varied from four seconds to twelve
CHARGED FOR ALL OF THEM.

<

008 - Natlonal Dlrest Dlalled calls continuedDate fu1e Otigin Destination
Termlnatlon polnt OSS2tr 2At continued,

s4 21 May 0243 Fn 05

$6 22 May. t0:01 am 03725
5-7 22May t2:00pm 09725
5-8 22May 02:00 pm Oil72S
$9 22 May 03:2A prn (Xl72S
*10 2. May 04:21 W A1Z2S

*12 22 May OO:37 pm 03725e1 22 May OB:45 pm 03725
eZ 23 May OB:OO am 03725

o5s267?6,7

055267267

055287267
0552s-7267

05s2f72f,7
055?6:726?
055297267
o5s267267
o5s267267
0s5267267
055267267

Rate

Dsy
o.ey

oat
oay
oaY
Day
Day

Mght
Night
tlight
Economy

Min:Sea

3:48
0:20
0:05
0:06 '

0:05 |

0207
0:04

12:O4

2:32
5:15
3:59

3oKtu9



This facsimile from 60 minutes dated 18 June 1993 is self explanatory.

60 MIN
To:

Ftom!

Dell

CSIMILE

Dern Atlx,
Jusr I uole ro LE, You KNow IHAT I xAp sotlE TRoUBLE

cETTING rHRouGH To You oN THE PHoNE ulsr TlunspnY'

PRrtrv tnolttc coNstDERtNG rxlt I wAs TRYING T0 coNrAcr

YOU TO DISCUSS YOUR PHONE PROILEI'IS

Tsg pnoaleN occuRRED AT AEouT ]1ru, 0r tHs '008" xumaER

I rglRo A aEcoRDED HEssAGE ADvtstNG ItlE THAT "008" llAs

NCT AVAILABLE FROI.I HY PHOIIE AND ON YOUR DIRECT LINE IT
WAS CONSTANTLY EN6AGED '

AlrgR lgour HALF AN Houa I coHTlcTED sERVlcE DtFFIculrlEs

Iu SvonEy, TxEv caLleo lHE LocAL ofEBAToR lN YouR AREA

HHo REpoRTED BAcK THAT You xERIN'r 0N THE PHoNE BUT rHAT

THE LINES IN YOUR AFEA IIERE CONGESTED AT THE TII''IE'

t'n awrnE THAT you HAvE BEEN HAVINo PRoELEHS LIKE THls FoR

SOHE YEARS NOW AND TIISH YOU TH8 BEST IN SORTING THEt't OUT,

r/stn, LY,

Arrrdc lJit# (Aet f9 071 167)

2I Arlonrn f €d Vila{hf, $al
PHr (O2).(}t t'lcB tAX Oz}tla 0a27

3o



I have many other instances of sub-standard TELSTM service, but restrict
them to an occurrence on 17 August 1993. The inserts from F.O,l. documents
K03095 and Rl 1519 show that a lady from Daylesford rang me on five
occasions but got a dead line. She reported this to Tina at TELSTM Bendigo
who could also not make contact.

(21)4t*,

* fT 6*td,7r ,*.tt_.r+_ oal/* t/+LTo{z.,*7 /"-t L lt'l^r_1l

'+ 
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f,-,/,;.
-/k ofl ?t3 fi

'D,-.411 6.*++J'
tJl / t/
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StGeorgeffi
la uary 28, 1994

Mr A Smith
RMB Cape Bridgewater. /+408 Blowholes Rd

PORTLAND VIC 3305

ACCEPTANCE MANAGER
UNSECURED ACCEPTANCE

Dear Mr Smith,

Thank you for your rccent aPplication for a St Ceorge Bener Living Loan. We
apologise for the delay in advising of the decision, however, our attemPts lo
.ont"i yo, on the phone numbir quoted by you ie: 0088'15522, Proved
unsuccessful.

Following our check on the details you provided on your Application, I regret

to advise you that we cannot approve a Bener Living Loan for you at this time'

One faaor we took inlo consideration is the credit report provided to us by
the Credit Reference Association of Australia Ltd. Under the Privacy Act 1988,
you have the ritht lo obtain access wish. This can

easily be done by writing lo the Co Credit Reference
Association of Aunnlia Ltd, PO 2059. When

contading them you should provide your full name, date of birthi and current
drivers' licence number (if any), and other identifying Pariiculars they may

requ ire.

When in the future yout circumstances have improved, you will be most

welcome to apply atain. lf you would like to discuss your recent request in
more detail, please don't hesitate to contact me on 952 2230.

Thank you for your interest in a St George Bener Living Loan. We look
forward to beint of service in the future.

Yours faithfully, \

sLc.o.!e Brnr umlt.d 2 jOii
AcN 053 5i 3 070

NSW 22r 7

PLEASE RELY TO:
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Ar{SHERED {rA ):lltlEt PUi,sE NO CALj, lntc,:
It{coMtLalE cA!! lINc) |

0i e5-. 3l M8y 0.:25 9m C8629
it.t 25" 3t tu.y Og:18 pm O'?S?

'.tt 2+C 3l l(ay O5:a9 r,ri arjoag
:, 2+? i' r'ii, i:.!, mr Ciseg

:30
0
c
055267267

c55267257

cs526726?

355267e67

9av

DEv

oay
oay

Fr"ecall 008 r 600 carB

l;d2 i.r:
0:13 o.Cr
!:ot i,l?
f a! ? ,!t1

The 'wait time'shows the time before the customer picks up the handpiece
- and this is followed by the Iength of the conversation.

This record shows calls 7 and 10, tasting 12 seconds and l0 seconds
respectively but on my account these calls on 3l May were shown as 1.42
seconds and 1.04 seconds.

- This clearly shows that I was charged tor 2.24 seconds of conversation time
that I did not receive.

In another situation that is equally difficult to understand it is clear that, on
13 January I received a call at I1.50 am which lasted for 9 minutes and 49
seconds. How then, can I receive another calr at l1.57 am that lasts for 42
seconds, on the same number while my first conversation is still in progress?
Please note that I was also charged 22 lents for the second call.

c^tt I rr!.or I xt BEr D:P.:,18' ::rAJ: :.chvERs, rnsrerr*i, ,nr..clAss ! | / xclo?ErAroR : -- i--iiii- i'-'--"',

:A r9{0s3t 2o:st:r3: rrxeixiii ; i;;;;i;;;;i;;;;;

z:il6 0,t4
015 o.t7g;aC 3.t
Ot42 0,22
2t07 0.a!
4:51 ,SO
C.17 C2a

uay
csg2t267 Dtv
065267267 Day
06525726, Dry
085?61267 Dly
0552672f7 Day
0$467287 Day

69
B-1

0.,
&t
t,
t{

'13 Jtn lt:a8 srn OSSZ6
13 Jtn ttsorm 02443
'13 Jrn tt:62 rm q358g

13 Jro ol:y Frn O652E
t3 Jan 03:57 prn os
1. JtD tO2, s.n OSZ8a

Documents cl743r and c17433 show some thirty-one faurts between 16
December 1993 and 28 December 1993. A carr recoried at 22:r7:s3 on Monday
20 December 1993 really takes some explaining - the wait time that the
telephone was supposed to be ringing was 359i9 seconds, and the
conversation time was supposed to be 32775 seconds. The telephone rang for
59 minutes and 98 seconds and someone spoke for more than 4s hours - iho
is kidding who here? Please note that the time/date of the next recorded carlfalls well within the 45 hour time span.
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Attachment Two
FOI - 1800 billing documents

H36178, H36291,H36293
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Bell Canada International's Reports and Telecom's Response 245

cxample, in Mciboumc, BeiI Canada lntcmational undenook tcst calling from

only seven exchange localities out of the 100 or morc in the Melbourne

meropoliun arcq with only selective test calling from the Western suburbs. This

was disappointing in that both of the Melboume businesscs included in the testing

claimed to have experienced difficulties with respect to calls from Western'

suburbs based clientele.

Testing of PBX ("rotary" ) search facility

11.15 Particular concenr had been expressed by COT Cases dependeat on older
(cross bar) cxchange technology, in relation to periodic faults of the roory search

facilities which are designed to allow calls dialled to a single number to be

offered to a group of access lines appearing in the cusome/s premises.

11.16 With the bcnefit of hindsight, exchangc-to-cxchange network integrity
tests for COZ Cases uaffic should have included testing of this facilitl in the

i
I

l

t

\ 
terminating exchanges serving the relev fit COT Cases.

fl)8 services

I 1 . 1 7 Atso with thc benefit of hindsight, grven the concerns expressed by certain

of the COT Cases the realistic testing of nctwork pcrforrnance should have

included test calling via any relcvant 008 numbcr.

11.18 Tetecom responded to AUSTEL's letter of 16 December 1993 referred to

in paragraph 11.10 above in the following terms -

"As you would be aware, the CAN is sinply a dtstribwion neworkfrom
tlu Telephone Exchange to the customer premises. It does mt raise thc

satne sort of tssucs in terms of complexiry of operadon as the ituer'
exchange nework.

Bell Canadn Interrutiorul Inc (BCI) wos corwnissioned by Telecom

Awtralia (Telecom) to test the network and to determine if there was a

fundanental network fault or series offauhs which would create the type

and nagnirude of noubles idenrifi,ed by the cLstomers referred to os

difficult fauh causes. The BCI approach (given the stltdy tirro
requirements) was to complete an overall review of network traslations
and routing paxerns and to assess any corTunon network elemenx that
could be applicable a the dfficuh fauh Custorner's problems. BCI then

dzveloped and conducted an appropriate tesing progran which

maximized testing of the likely corwnon problem areas. Given ke naase

of the faults reported, any potendal problem was considered rrust Ekety o
be in the public switched telephone network.

3o 1't



The CAN and customer lead in are also an imponant element in dzliveing
a seryice and also must operarc to agreed standards of performance.
However, they are more direct in operations and are rut subject b the
sane level of complexity and hence thc same potential lor concerns as the
inter-exchange network. In addtion, the CAN is normal$ specific to a
panicular customer and. ts rot conunon.

As you may be aware, Telecom has ettensivety tested tlp CAII. Tlcse
resuhs indicated a sarisfactory level of perfornance. Telecom is also
reviewing the benSts of an ind.ependent review (tesu) of the CAN for the
selected dfficult faub customers. Before naking a decision on funher
testing, Telecom is u+tderaking a lunhcr detailed anatysis of tests
conducted and alternatiye testing metltodologies to better essess the
benSts of addirionnl tesring. The compliance testing cunent$ being
jointty darloped by AUSTEL wilt also form pan of Telecom,s
considcration of the needfor further independent tesdng.

In respect of your commcws on the perceived limitatbns in the repon
from the perception of the COT cases, BCI t&s now cotnpleted ad,tidonnl
testing to address rhese perceived limitations.

Additional testing did not include testing via relevant 00g ntntbers.
However, thc 008 service is essentially a sentice that tttilises the ituer-
exclange nen+ork and. is a set of translations which directs calls a the
appropriate telephone nuntbers through thc inter-exchange network. That
segment of the 008 service that uritises the inter-exchangi network wi
perform at a level comparable to the inter_exchange ne*ork.

I haw attached for your informarton a copy of the folbwing repons:

i) theRotary Hunting Group Study compteredby BCI;and

ii) The Iaer-Exchange NerworkTest resuhs for the supplementary
tests of Westertz suburbs exchanges.,'

(I-etter dated 7 January 1994, Telecom,s Group General Manager - Customer
Affain to AUSTEL)
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AUSTEL
AUSTRALIAX TELECOM TUNIC'ITIO}.'S ATITIiORITY

g2/t596(8)

27 Jenuary 1994

Mr I Bladt
Eio-up-E'n"rd Man ager -Customer A{lal rs

TELECOM

Facclrrllo No: (08) 832 3241

DoErMr Bla6*

ISSUES RAISED BY MR ALAN SMITH'CAPE BHIDGEWATER HOLIDAY

B bttQr'

5 QUEENS

POSTAL: P'O BoX74{3'-: P.O. Box /+{r'
TELEPHONP: t01) gzt rsuu r^r\'J"r"-s'\' '
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stated that Ms Vellhuyzen will cprroboEte hls stet€ment of the
call made at 1.50 pm. Mr Smlth ls concsmpd with th€ int€grity of
the @8 billirE system, as th€ bill ddAdo€s not corroSpond with
Ms Vehhuyzen's and his rgcoll€ctlon ol.caI6 made st lhis tima,

Mr Smith's 008 bill recods a call made.on 16 January at 7.28 pm
of duralion 16 minutss 24 seconds. Smith seid he his no
recollection of lhis call and questions whether it was made,

ln tespondlng lo lhis l$us, can you please provide the full
tslephone number of the party meking the call to Cape
Bridgewater at this time and date.

Mr Smllh hae dlco cought advhe as to whether his service has
boen subjoct to eithor recordlng or voice monitoring st any time
Bnd, ll ,o, whcn and tor what purpose.

Mr Smith is prepadng his fast track sefilement ctaim. An aspect ol
this apparently involves the identilication of two test calls inituded
in a previous bill. At Mr Smiih's roquestlhe identificaiion ot the
Telecom personnel who made these cals was sought by AUSTEL
in a l€tor dat€d 15 Odober 1993 but was d€clined by Mr Pinel on
the grounds 'thd further detail as to tho purpose and intent of this
inlormation'was requiied betore identification would be
consldered, (L€ttsr daled 8 Nov€mber 1993.) Regardless ol the
rights or vnong6 ol ihat d€clglon, Mr Smlth now seeks a statemont
from Telecom thal its porsonnel did mak6 theEe calls at the lime
and lor the duration shown - for this purpose the ldentilicetion of
the personn€l is not required.

Finally, regarding ths ELMI tape lett inadvertently at his premleee,
Mr Smith has asked the signilicance ot the arrows drawn on the
tap€ and for a slalement ol the quality of servics forlhe aeven
days in question.

Can you please respond to the matters raised in this letter by 4 February 1994,
ll you have any querles on matters raised in this letter, please conlacl Bruce
Matthews on 628 7449.

(3)

(4)

(s)

(6)

Yourr slnctrety

John MacMahon
General Manager
Consumer Affairs

cc MrA. Smlth

$spl$*--
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AND I make this solemn dcclaration conscientiously

be true and by virtue of the provisions of an Act

Victoria rendering persons making a false declaration

and comrpt perjury.

DECLARED at P1o-.Bt<rllo<

Stare of victoria this 2O fL
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I
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in the State of Victoria

do solemnly and

believing the same to

of the Parliamenl of

punishable for wilful

\t

day of fa41^.2 One thousand Tunry*
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AUSTEL
94/0269

AL,STRALI-{Ii TELECoMMUNICATToNS AUTHORITY

16 Novsmbar 1994

Mr S Black
Group General ilanager
Customer Affairs

.TELECOM

Facsinfle ]lo: ((ts) 6:i2 3241

Dear Steve

SEBT'ICE VEBIFICATION TEiT ISSUES

The recent svTresults for Mr Alan smith raise some issues on urhich AUSTEL

requests dafification, as follows.

. The letter prwided to Mr smith inbrming him of his svT results notes

thd the Pubfic Netrrcrk Call Delivery Tests relerrarft to his 008 seMce

used a 1-800 numberthat simulated the outing of his 008 services'

AUSTEL is seeking confinnationfrom Telecom that the network

equipment uti[sed on calls to the 1 -8O0 number is the same as thal

which would haw been used by calls to Mr Smith's 0OB seMce (with

lhe exception of the termination number).

. tne Call DstributionTableson pages 12 and14recordthatthetotal

calls made to each number are in excess of 600. AUSTEL requests

that Telecom detail the process which determines the'1st 500'calls

under test 6.3, girren that a cornbined total of over 6OO calls have been

made from multiPle origins-

I would also like to take this opportunity to frcrmally confirm three issues raised d our

recent meeting of 9 November 1994.

(1) Telecom will provi<ie AUSTEL with the detailed individual call dda (ie-

time of day & origin of call) whictr has been the zubject of previous - t-
conespondence lrom AUSTEL This data w.as originally requested by

AUSTEL on 25 Augusi 1994. As discussed at our meeting, the data is

sQUEEN.R.AD.MELB.URT.'E.vlCroR.lA -7 O?
I'OSTAL: P.O. BOX 7J+.i. ST KILDA RD. MELBOURNE. VICTORIA. -lfflr
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required by AUSTEL as part of our review of the SVT, and will be
required by the consultant assisting AUSTEL in this review. (please
note that call data for sll the test calls is required, not just the dda for
the first soo carts). AUSTEL requires this data by 23 Nwember r994.
The provision of this data by this dde is essentiar to the effectiveness
of AUSTEL's review of the SVT.

(2) ln the near future Telecom will conduc{ the 'Denronstration Tests' on' the services of qrstomers tor whom the SW have been comple(€d.
AUSTEL notes that the sVT were conducted a considerabre time ago
on some ol these customers services. Although these tests are nor
pari of the SVT, this data will be used by AUSTEL in our review of
issues related to the sw. The results from the "Demonstration Tests"
will arso be provided to our consJltant, and AUSTEL reqrires some of .
these test results by 29 Novemb€r 1994.

(3) That Terecom wiil shortry provide, as requested in AUSTEL,s retter of
11 ftober 1994, a statement on:

the deficiency ot the wnent testing pro@ss forthe.Cail
continuity / Droputs to Neighbouing Lrc'te' @ntaind in the
Seruie Verifiation Tests (SW. This sbtement shouH atso
debil the aciion Telwm inteds b h!<e to a&ress this
defrciency.

This statement wifl be provided to AUSTEL's consuttant as part of the
review of the SW, and is required by 23 November 1994.

The three matters detaired above have been ail been outstanding for some time. r

would be gratefur if you courd address your personar aflention to ensuring the
required information is provided to AUSTEL by the date requested.

Yours sincerely

2 So-?
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4 October 1994

Mr S Black
Group General Manager
Customer Affairs
TELECOM

Facsimlle No: (03) 632 3241

Dear Steve

CHARG]NG DISCREPANCIES REPORTED BY ALAN SMTTH AND ISSUES
RELATED TO SHORT DURATION CALLS ON OO8 SERVICES

Mr Alan Smith of Cape Bridgewater Holiday Camp has recently written to
AUSTEL complaining of a number of charging discrepancies occurring on his
008 service. A copy of Mr Smith's letter is attached, as is an accompanying
sheet which contains 008 bill data over the penod 27 May to 29 May 1gg4 in
comparison with other incoming call monitoring data over the same period.

Mr smith has previously raised some of the issues identified in his leuer with
AUSTEL but had requested that AUSTEL not take them up on his beharf as he
was concerned they may conllict with his ,,Fast Track, Arbitration process.
AUSTEL seeks a response on the following issues.

Mr Smith states that a caller to his OOg number experienced 3
occurences ol a'not connected, recorded voice announcemenl
(RVA) on 27 May 1994 between 7:51 pm and 7:59 pm. Mr Smith
states that "these faults" were reported to Telecom's 1 1OO

number. AUSTEL requests that Telecom provide details on the
investigations made into the fault report(s) and any findings made
on this issue.

Was Mr Smith informed of ihe results of any investigations
conducted in regard to the RVA report(s) identified in (1)? ll not,
why not?

5 QL EENS ROAD. IIELBOUR:\E. \'TCTORIA <) ^
POSTAL: P.O BOX 7J{.1. ST KILDA RD. I\.iELBOL,RNE. v|CTORIA. l{xu 1 n- /t

]'ELF-PHONE: {()lrt:S 7.r(}(r F,{CSI}I|[.E: to.r, Bl(t .iO2 t ../ v LY
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(1)

(2)
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AUSTEL nores that regardless of Telecom,s findings on the RVA
issue identilied in (1), there appears to be a signilicant
discrepancy between the duration of one call identified on the OOg
bill and the duration of that call as identified on the ,monitoring

data'. The relevanl call appears on the 006 bill againsilhe code
'23-9' and is logged as being of 3 minutes 15 seconds duralion.
On the 'monitoring data" whal appears to be the same call, made
on 27 May 1994 at 19:58:46, is togged as being of 2 minutes 46
seconds duration. AUSTEL requests that Telecom explain this
discrepancy if lhis issue has not been dealt with in fhe reply to (1 ).

Mr Smith's bill lor his 00g service details one cail (code 23-12,) as
being ol 1 second duration. The call data has no information
detailing the origin of the call. AUSTEL requests that Telecom
explain the circumstances which may have led to this "short
duration" call and why no data is provlded on the origin of the call.

AUSTEL is aware of another Telecom customer in the portland
region, Mr Jason Boutt€r of the Malaleuca Motel (OOg 034 449),
who maintains that many "short duration, calls are occurring on
his 008 bills. This cuslomer suspects that these .short duration.
calls represent call attempts by potential clients to contact his
business which are not received at his premises. AUSTEL
requests that Telecom provide a comprehensive explanation ot
the possible causes of "short duration, calls on 00g services.
Telecom's response should specifically address the issue raised
by Mr Boulter. AUSTEL is aware that Telecom is currently
investigating the general issue ol "short duration calls,,, but is also
aware that 008 services are nol included in this investigation.

Telecom is requested to respond to Mr Smith's claim that on his
267 230 service he is being charged "on average 11o/o ovet
charged seconds".

The central issue raised by Mr Smith in his lett€r is that he is
being charged for calls that do not connect to his 00g service.
The calls identified in (1) are cited by Mr Smith as instances of

06
52

(3)

(4)

(5)

(6)

(7)

3c,-e

o

:



94t026e_06
53

such calls. Telecom is requested to specifically address this issue
in its response.

Foi crarirication of any ot the matters raised in this retter prease contact Bruce
Matlhews on (Og) 828 7443.

Yours sincerely

Bruce Matthews
Consumer protection

o

o
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1 I Novearber 1994

By facsiniJe: t20 30Zl

Mr B ldanbcws
AUSTEL
PO Box 7443
StKildaRoad
MELBOURNE VIC 3OO4

Gurtoncr Rerponrc Unll
Commedai & Consurner

Lsv.l 37

2a2 Eiibltlon Sftd
Mdloume vlc 3000
AJsfdia

T{ephons
Faimih

03 634 297?

03 632 3235

Dear Sir,

CEARGE{G DIscnEpANcrEs REconDED By Ar,AN SMITE ANL IssuEs RELATED ro sEoRT
DuxArroN CALLS oN 00t SERvIcEs

I rcfcr to your lettcr &red 4 octobcr, 1994 to Mr stevc Black, I ao respondiag to rhis Iettcr as
the l"fanager respoosible for handling Mr Smith,s disputc with Telecom.

You have requested relecom to provide to you inforoatioa relating to charging discrepancies
rcpon.d by Mr smith in rclatioa to shon d tiou calls on his oos iervices tg;ler *iin otu",
iafom:ation.

Each of the questions put by r9.u i1 r.our lqer of 4 october, r9g4 etiltbe anssered as part of
Telecom's defence to Mr smith's oreims l6dgs61 rro4sr the Fast Track fubiuation produc.
As you are aware, hfoloation rclevrnt to defencc documeuts are confidential ruder tie
proccdure and oay not be madc knowu to third parties. The Fast Track Arbitatioa procedurc
uas esablished with the input ald consert of Ar:stel.

ln respect of the confidcntiality aspecq thc Arbitsator has adviscd relecom tta he coDsiders
that thc parties (to the arbitation) rDurrt renenb€r ar all tines tbat thcse proccedings ar1 

-

subject to tbe confidcatiaiity provisions set out in cl.:auses 16-19 ofthc Fast Track lrbieatioa
proposal, Ia particular, Teiecom bas beea asked o bear ia ni;d rher 4 !1sasf, 6f
coufidcatiality (cvea inadvcrteatly) could lead to 4 rli<rri5sgl ofthc claira pursuant to Clause
12 of tle proposai.

3oq
LJslr! COtOoratior
ACN 051 ris 5.
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p1 $6ifr himself is obviorrsly coEcemed about these imp.lications as your lEter advises dat

he has raised this very poid r dth you atrd u/as concemd tbat any action by Austel may

cooflict with the Fast Track Arbiaatiotr Proc€ss'

If &e hformarioB rcquc$ed is provided to you outside of tbe approved Artiratioa Rules,

mzy also scck other inforoatioa tbrough

thc this will prove dysfunctional to an

could possibly lead to its breaklown It would

urdertakhg uuder the Fast Track

Arbitration Rules,

Mr SEith, of course, has rigbts uuder the Arbitration Rules to request the Arbiuator to Fovide

him with ielevant infomretion al any time and Tclecom has iadicated tbat it will comply with a

directive of tle Arbitator to provide irforuation'

ln these cfusuEstsnoes, Telecom fads itself faced with rwo confliaug obligatioas; thel to.

Austel aud that to thp coafidcntiality requireEents of the arbitatioo proccss' It is Telecom's

view tbat Mr S6ith's iffefests are morc thaa adeqr:ately potected by the Austel approved

*ui*t* pr** aod thar the issue should bc left il thc capable hands of the Arbitatol to

detem.iue the +Propriate lcmedy, if any, for Mr Snith'

I would appreciate yout coom€,ots on how this complaiat migbt be rcsolved

f thc
raisc

to resPoDd.

You:s faitlrfrlly,

Ted Bcnjania
National Manager

Customer ResPoase Unit

?.?/?
94 I 0 2 6 9 - 0
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AUSTEL
AUSTRTLtA} TET,ECo}IYUNIC,\TIoN.S A U }tORITY

94/0269

1 December 1994

MrT Benjamin
Natlonal Manager
Cuslomer Response Unit
TELECOM

Facsltnlle No: (03) 634 844,

Oear Mr Benjamin

CHARGING DISCREPANCIES RECORDED BY ALAN SMITH, SHORT DUHATION

CALLS ON OO8 SERVICES AND ALAN SMITH'S ARBITRATION

This lelter is provided in response to your lener dated 11 November 1994 sntitled

'Charging Discrepancies Recrrded by Alan Smith and lssues Related to Short

Duration Cells on 008 Services."

I consid€r that the fundamenial issue raised in your letter is youi statement:

ll the information requestecl is provided to you outside of the apprcved

Afuitration Rules, other padies to the Fast Track Arbitrution Procedure may

also seek inlomation through you and exped answers in like manner. I
believe that this will prove dys{unctional to an orderly and manageable

arbitation process and cauld possibly lead to its breakdown. lt would also

inwlve Teleam in breaking its @nfidentiality undeftaking undet the Fast

' Trad< Arbitration Rules.

My response to this statement is as follows. AUSTEL can not Oisregart issues ol
concern which come lo our attention because these may be the subject ol arbitration.
I not€ that AUSTEL is not a party to the Fast Track Arbitration Procedures and is

theretore not aware of the specif,c issues which have be€n raised in lhis process.

Furthermore, und€r the Fast Track Arbitration Procedure there is a mechanism for

dealing with the disclosure of conlidential intormation, as follows:

e - 0i
165

?
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ll therc is any disclosure ol any pafi of the subject matter or the conduct ol the
Procedure, the Confidential lnfomation or the Arbitfttols award by aither
pafty, then the Arbitrator may take such sleps as he thinks appropiate
including the dismissal olthe claim in the event of a disclosure by the claimant.

ll Telecom wishes to take up the issue ol any disclosure ot conficlential inlormarion

which may have occurred or whlch may in the luture occur under the "Fast Track"

Arbitration Procedure then this should be taken up with the Arbitrator ot this

Procedure. ThE Procedure ilsell has mechanisms lor ensuring an "orderly and

manageable arbitration proc€ss" ls ,ollowed.= ll Telecom has conc€ms that the

Procedure is becoming unmanageable for reasons of disclosurE ot conridential

information then these should be raised with the Arbitrator, not AUSTEL This

general advice also applies to issues of disclosure ol conlidential information in the

Arbttration Proccdures for the "COT 12' and lhe pending General Arbtration

Procedures to be administered by the TIO

AUSTEL still requires an answer to the issues raised in my letter oi 4 Oclober 1994,

and requests thal an answer to all the issues be provided by 15 December 1994.

I note that your letter states that "Each of the questions put by you in your letter of 4

October 1994 will be answered as part of Telecom's delence to-Mr Smilh's claim

lodged under the Fast Track Arbitration Procedure." As AUSTEL has not sought

intormation and is not aware of any of the details ol Mr Smith's claims under thE Fast

Track Arbitration Procedure, I was therefore not aware until I received your lstte r thal

Mr Smilh has raised all of the specific issues identified in nry letter. I suggest that in

future Telecom not divulge intormalion of this nature to AUSTEL on any matters

raised by AUSTEL which are matlers raised in arbitration. This in ilself could be

regarded as disclosing inrormation which is contidential under the arbitration process.

ln th€ currenl situation wh€re il is possible that both parlies to the Fasl Track

Arbitralion Procedure have divulged information to AUSTEL which details issues

raised in lhis Procedure I propose to take the following course ol action. AUSTEL will

lvrite to the Arbitrator enclosing clpies of conespondence on lhis matt€r. AUSTEL

will seek confirmation from ths Arbi'trator thai Mr Smith has raised the issues detailed

in my l€tt€r. Should the Arbitrator contirm that these issues have been raised then

AUSTEL will not provide a response to Mr Smith on them, as he will have received

this response through the Arbitration Process. AUSTEL will inlorm fuf Smith ol

AUSTEL's actions in this regard. Should the Arbitrator lail lo provide any information

1

3o- q
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on wh€ther these issues have been raised under arbitration, or deny that all thes€

issues have been raised by Mr Smith, then AUSTEL will write to Telecom further on

this matter. I notg that under the Fast Track Arbitration Procedure the Arbitrator does

not become involved in assessing the detail of th€ claimant's submission until

Telecom has provided iis response to that submission, therefore the Arbiirator may

not be in a position to provide a rapid response to AUSTEUS bner.

I must Emphesise that AUSTEL is not seeking to prejudice Mr Smith's arbitration.

The issues raised by Mr Smith, however, concem matters which Potertially at Ect a

considerable number ol Telecom's customers and it is on this basis that AUSTEL has

taken up these issues. lt is also the stated reason why Mr Smilh rais€d these issuEs

with AUSTEL in his 3 Odober 1994 lelter, as he .Thought this information might be of

A concemtoAUSTES. lnthiscontext, lnotethatmy4Octoberl994 letteralsoraises

the clncerns ol another Telecom customer, Mr Jason Boulter' regarding the

operation ol his 008 service. ln addition, concems on the geneal op€ration ol

T€lecom's 9OB service have recently been raised with AUSTEL by the Federal

Member for Wannon, Mr David Hawker. The issues raised by Mr Hawker will be the

sub,ect ot a separat€ letter to Mr Steve Black, bul information you proviir'l in

response to my 4 Oclober 1994 letter may well lorm part ol AUSTEL's response to Mr

HawkEr'

ln summary, the issues raised in my 4 October 1994 letter are ot concem to AUSTEL

ancl will remain ot concem until Telecom provides a response to AUSTEL which

AUSTEL cpnsiders allays this conc€rn.

] On another matter, thankyou lor your otler to provide information on lhe general

principles ot the operation ol Telecom's 008 seMce. I would IikE to take up this otfer

once you have responded to the issues raised in this letter.

Yours sincerelY

Brucs Matthews

Consumer Protection

3o-q
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FRIDAY 12TE MAY,1995

MEDURELEASE

IST TELECOM COT CASE ARBITRATION FINALISED

Tbe Tclecomm.rmicatious lndustry Ornbudsman, Adminisffior of thc Fast-Track

Arbitration Proccdurg today releascd o thc parties thc Arbitsator's Asard ia tbc first
COT Casc a6itmtion

Thc arbitration is a confidcutiel proccssi with tbe arbitrtion agr*Dcrlt having becn

negotidcd by the parties ard thc Adnidsator with the assist Ecc of Spccial LceBJ

Counscl io Eid 1994, This arbiEation proccss flowed tom a setdcmat P,roposal
broke,red by AUSTEL.

The Adminisrator notcd that the arbiuation process, under thc ditpction of the

indcpcndeut A$itrator Dr Gordon Hughcs, appointcd crith the agrecmcnt of the

parties, bad beea run in accordaace with principles ofnatural justicc.

*Wbile the issue of ttre customer's accrss to documcntatioa via FOI had carscd delays

ia the proccss, the arbitratiou procedure provcd to bc a Bir and succcssful mcals of
finaly resolviqg this loog-saoding disPute" the A'l'ninistr"ror said.

Whilst not idcntifring thc clai'nant or tbe quantum of the Award, the Ado'inisuator
Dot d thrt the fiadings of &e Resourcc Unit, the spccisli$ tcchdcal advisss to the

aftitrator, iDdicatcd that tbc claimant had oficrcd coasidrrablc tcchnical.di8Ecultics

drrring. &c pcdod iE questiou. It vas formd thd Afts did cxist wLich causcd the

servicc to fall bclow a reasonablc levcl, aad tlat aPart ftoB som.e customer premises

cquipment (which includes tclephone cabl.ing, phones, aosweriug machines ot
facsimilcs conaected withio the customer preEises), most of thc problctos were in the

1n16 lxghange Network.

For fwther ioformation please conuct: MRWARMCKSMITH
PH: (03) 9277 E777

"... p.ordl.,g indcpendcnt, jusr, informal, specdy resolurion ofcomplaints "

3c?
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3 Oclobet 1995

Mr Steve Bladt
Group Cteneral Manager
Customer Aflairs
Telstra

Facslmlle No: (03) 9632 3241

5 Qu..n Rood

Yrdorio 3m4

Iol: (03) 9628 7300

rcr {o3} 9820 3021

Ftcr Coll: l8@ 335 526

TTll: (03) 9E29 7a90

a

t

Dear Mr Black

CALL CHARGTNG AI{D BILLING ACCUBACY OF TELSTBA'S
008/1800 sERvtcE

I wdte conceming charging disoepandes ralsed ln 1994 by Mr Alan Smith of
Cape Bddgewater Holiday Camp r€garding hls 008 ssMce. and tho wider
issue these discrepancies ralss lor Telstral 00U1800 cusitomerc. These
matt€t3 hav€ b€en lhe subiect ol previous lettels fiom AUSTEL to you and to
Mr Ted Beniamin, dded 4 Oc'tob€r lg94 and I December 1994, respecdvely.
The charging dlscrepancies have again been raised with AUSTEL by Mr
Smlth {ollowing the conclusion of hls Fast Track AbitraUon Procedure.

As nol€d in AUSTEL's lstter ol 1 Oecsmber 1994 (copy attach€d), the maflers
raised by Mr Smith concsmed an issue which has th€ pot€ntlal to atlect a
conslderabla numb€r o, Telstra's ctsitom€E. Spedfically, the matbrs Eis6d
issues about the call charging and billing accuracy of T€lstra s 00U1 800
seMoE.

To datg, AUSTEL has not recsived a responsE from Telstla which allays
AUSTEL's conoems aboul thls issug. T€lstra's inlroduction of a 12 c€nt flag
lall lor its 00&1800 seMce has increased AUSTEL's concams, given the
issues raised by Mr Smith lncluded matters related to short duratlon calls.

AUSTEL has a responsibility to investigete potenlial syslemic nEtwork
psrrormanc€ lssu€s which come lo tts attsntlon. Accodingly, I rgquestthat
Telstra provide a rcsponse to the issu rs rais€d in AUSTEUS l€tt€r of 4
Odober 1994 (copy dtached) by COB 13 Oclober 1995.

Jo-S
ctfi,rrrcDx
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drt!tl oNt t6018286 0 ls 13n lsxs 13Js0v tz :g I 9661 
'r 10 t



I note from Mr Benjamin's letter of 16 Decgmbgr 1 994 that Telstra was then in
the procsss ol preparing a response acldressing ths issues raised.

Yours sincerely

cc MrJohn Pinnoclr, TIO

?

a

General Manager
Canier Monitoring Unit

-?o s-

"Tii? t.. ??rtxr t60t8286 t r9 'r1fl t3x1 lsIsIlY li:ql q66t ir0't
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MR AI.A}.I SMIIII

LYNCHTSHOIM

BILUNG DISPUTE ltOO TTI.EFHONE SERVICE

r6 rAI.luABY, lees

6162781E50;t 2/ {

on. t4 lrnuary, 199t, Lyn ctf$dn rad phir culcsr of Tctstrr's critoma Rcsponsc
unit nEt wirh Mr suirh to oraminc docmentstion h rdrrion to hir tnmphiotn lodgul
with thc Miniilc'r ofEcc rnd thc Tclccommuni*tiour lodurtry- onbudsirn
rogrrding hil lt00 tdcphonc rcrvicc.

tvfr qroiq in ,rhesc coopLrintr hod ardc glrrcnl rucgEtion* with rcgard to
ovcrohrrging of tlrc I t00 teleptronc rcrvicc, ho*wc, Tclctn had not rcc'fu any
$pporfing docunsntrtion dong whh hir congleints.

ln tdcphonc discuniong with Mr smith, I ldvi$d hiat thrt in order for Tdst. to
addrerr his claima, documotation rupporting bir conpteinls would aeed to bc
forwa,rdcd to allow Tclrtrr o fully irwcrtigato thc nutur.

Mr smith raiecd concerns with rcgud to thc nancr rad rhe Arbitirtion ud I adviscd
thrr I would bc invcstigciat rny inuarrccs be put forwud rinco tho conolurion of rhc
Artriffiion Mr smith stErcd thrt hc hd arideme of instsDcg that rprnncd through
rhc Artitretion a{d tblt the poblan va! not rldrcsrcd in the Atbirruion and furthl
rht thc re.are inruara continr.rod eftcr th Artitrrticrn,

I Hrtg6trd thal. wc met so ttar Talrtra could viar thr documcnts hc wrs refcrriag to
rad wo ai rcsolviog ttarnanor froo tttrr. .

Mrrctiog Noto l{ JrauuT, lg9!

Its$nt at M.aing

Lyn Chirholrn - il'elrtra Alra Smith - Cepc liridgowrtcr Holiday Lrmp
Phil Carlcss - Telalrr Rey Whitworth - Ofiaerwr

Alrn Smith cxgleind thrt hc hed rttonptcd
Arbifuion and via Au*el rnd thc Miniurs o
thrt thir irnrc lras not nd&crred in lir Artiu 'l n ---tndst&ing ro Aund in Novarbcr. 1fi. ,.) U-l
I cxplriocd to i{en thrt it wir ,ny undqiuding thsr at th! tLnc Austcl wrote to'l'cht'4 thc Aftftrntioa wr,r in proc... ad tha 'fclltn hd writtcn b*t to Austd ,od
tlc Artritrator that it holisvcd tLe nuncr would bc eddrcsrcd il tho Arbitretion.
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I thcn cxplnincd to Aiu thut'I'drt^ hrd replicd to rho lcttcr from Aurtcl daed 4ocrobcr, 1994 and to frdhcr rcncrr frour arx{cr on tEi *,ter darcd r Doccmbcr,1994 end 3 Odobr. 1995. and in thir providcd. *p* to hiu oomptainrr ofchrrging discrcprncioe rod *nrt duntioa talh on tlu lt00 telcphonc numhcr,

pies of tlc Lrrrsr Rrrourcc Unit roponc. One that hud
of the Artihrtion ud ono 6et hrA beeo obtaincd noar
whcn hc cdlclcd hir Arbimtion dmuncuts.

rcport, . paregffi tppcarr relrting to
E rcDort wu to bc providcd !r ! Ixle?

Mr smith rteted thet rho irard rcport did not incJude tle rddcnduro report nor did itnrlc rny rdcreoce to his lS0O cornpl.fur

lu1tcr ur smith produccd-veri,w prialou* of ccAs drrr in comparisnn wirfi hisTclrtre accounts._ In raeny iostan€, rhc crlts a&l ul Uor*,_, in s{ruc crns rhcrcrppcered to be ditrcrcrccs in thc dutatbn of tto,r[ tiics-

Mr Smith dso providod Telrtrr sccounts thdt ahowGd m ovorlqp in thc timc of calls.

dircroprachr in deteih trkcn by tbo

m."H,::"#'ffiTff:
Mr s'dti itEtos th,r rh.rs,, 3n 

for FoI rnatt6's,

thc co rr being mode to lvlr bcr ofcalb listcd by

the lt00 sccounl. bcon chargcd for on

lf} *" rhe eramplor givcn by Mr Smith rt thc neeting ryimcd (he pcriod of rheArbitration ald afier thc concluion of thc Arbitotioi. 
--- '

I ndvircd tlut Tchtn ,. Dot r.sr cofcr of hir urnprer snd hsd aot bcen abrc toclcarty rcrpond to hir complriats whhout bcirg Of" ,.-l*rrri* thc docurnerrution hchrd put ftrnvrrd rr the rncairrg.

Mr.Smith advised thu hc
we mry not havc reen all the TIo officg ) roepondcd thu
rbir point hd ;"i;;; ,ilfffifr#,*; the rlo u

I adviscd Mr Smith rh.t I would. rcot crpics of ray additional ioformation rha rhqynuy hrvc wit[ regerd ta hir corpleint.

Jo{
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I rdvircd that .ncc Tolctrr had rcccirod lhc irformrtion, turthcr investigarron could bccrniod out in Oo mcnlr.

on. I again advi$d thrt I
tr atter thc Artitration, and
bc provided.

:

:

3oT



._ .PR

sr. tr_
uEj ' Y4 UI : 4>F1'l LUI I IJIIE-K rf I Hrl<f or4 )c'qr

Commo.Ebl t Cqnsuns.

3ThFloor ' 8 6
212 Exhbuqr Slr!.t
lreDotxr|o Vi: 3000

TdePhar ((tl) fl2 rlm
Fa(simiL (03) 632 3?{t

(

(

I April 1994

Telecom's General comments

rJJr"iaiuV make such determinatons ot ra'/ or facl

prompt and

ffi..,ilRecommendationsintheReport-reflectheamendmenEand
liolu""iTiof,Lii!1i*iu, r,r, rvr*r"r'n* v"']?111v^:I*r.tlfm wourd consider the
auuruulrs ''cceotable 

and would so state'

ffi purposeof Austel,s Re as to assess delects in

rErecorn's e!!ss!iordearins*ith'J;;;;';';rili; -""'j"fl:ffii::fiX1i".iiff[t3l'

Recommendatlons br imProvernens rcrnee'Iwrnrvrev*''- -',o 
eoual sDaoe to Telegom's

unsubsEntiated, and in some cas€s detarnatory' claims wi t sivlr

repry, thereby sivinq exe-r-s ?19,ii;i'i1ffiffi'tJil;t;' 
n'i"'a'k"i r' not in a positlon to 

I

;;ilL1";; ti.r; teiits or those allesations'

Auster il"'f#:''Iiffi:#l'f'*i't$""''merits atlon that would enable it to
not Au

tr.- a.r..-,ta
&-z-.a- '
/,2,
2.2t

not always been ideal

and recosnises hat i iilII;'e'JJ;

However, in resPect ol the narrawe in the Repon' lilJtJl.""r\ T"'
;;-;i;;;,J,-= ^^-inatrar..^mbv ?:ff;{'-*,1:*unbalanced I Telecom's l--'andstirruns I xiil;ffi;[-rh;;;;- l7:7
resPonse to

\ -<-c-| -+z-I or--.-

/^,---t-1,.<-
-4-*1-t_

Mr Robin Oa/€Y
Austel
By Facsimile: 820 3021

Dear Mr Davcy

Prellminary Dt?ft Au!t.l Report ("the RePotf')

The oumose of this lettel ls to confirm Telecom's @rnments made to your otficers in respect'of

il"#i,H;ilil;ft;ffi; A"6i;o(t*hiot' *t" "'a" "vailable 
to relecom br comment'

Those comments are covered in he folloJving three seclions: G-eneral Comments' Key lssues of

ffi;;irnffi ; itle'com, and comments on secondary lssues'

credibility.

T!l ra Cor!oo'
nc,rcs,7;ss$.4 

O U
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8?
Mahon yesterday going through in detail

tive of the Report ln general. Telecom
I intolmation in the RePort has the potential to

r9:?g.-1'.TlJ':["11T38X?,i""'T[:.,l
general areas the inhmation presented demonst'ates an unacceptable blas against Telecom'

ln our discussion yesterday, Mr MacMahon offered me ttre opportunity to provide responses loal**1
;lil";;i-d;.; iLlarioni ana I have agreed to do so. I wi1 provide these responses bv 

- I
Monday 11 furil 1994.

oublic awareness of lh€ availablllty o

ieference to the normal limitatrons of

world,rride. ln addiiion, cusbmer rea amage tic Telecom plant in Melbourne(

( and Hobart has demonstrated the need for stabilw in tnls alea

allegations were

ffig y:t,I^"l"f,I#m"i"1ffil?:l'J?Tonn*, /5!727
apparen ..:^,, i- ih.l rhic .tla^afi^n - 

-*it AJ,jiii'ini,"iln'j'il;";"n'; ru

Key lssues of Mlior concern to Telesom

There are five kcy issugs of major conc€m to Telecom' Each is dealtwith in turn below 
Z' /z)- --. --.-.--..-

1. rhe allegation lhat the Chairman. o1rg19co1 4-'*!t-.tEiy:i::::]:: ''r..., .--*/

il;ffiffi;;;'il;6.u0 e.ddar. rnis atte-e?E6i'is supposedrv '!P!:l:9 :{ 11']et 
a' ?'-

,17 ;ft;;;#;-#; Ett.." t*i.i"*..., "nt iL',11 -- ^--," -#::H*gL,lP =1:.//- -*-. - :1.::::":'i:;:l:,i;;;;;;;cnr on this alleoation, releclm is al-so concerned that :
+- --.i^..- ir:^t-l^. ^- h;a \ria,uc ^^ thi( -- 72

,/

matler. Telecom's view is thatthis allegation must be removed from the RePort' 
"y"
/"

The allegation that Mr lan Campbell misled the Senate and that Telecom misled other

p"airr-"-"t"rr"n., From our review of the R€Port, there is no evldencTl"-T-d^1"^,- -- - 
noUell misled the Senate, and lrom my personal

support the allegation that Mr Car.. 
^. .t a. ^ .a-.nsupPer r u rs qr'|eer ' - - 

iast one of the senal rs b'iefed at these sessions'
knowiedge of the c66661t5 of at 1.. 

, ..^',^--.^^,, ..^a iri;ffi';;.il;i-ti,"t iii. arresution is comPletelv untou.nded:-l-Tg-e'"1?,11,'i?I. y'
Campbell that you have indicated that this allegarion I

2(l. I UIIqEl sldl lu
,ryithdrawn. Would vou y' y' 

''oc 4. ','-

2.

C

lecom misled the Aushalian
s in respect of her telePhone

an authoritative way. Telecom

lo / ^,-.'...
Federal Police in respect of this mafier' /-^-J' ^/r

Federal Police and

"lidcnce 
lo srpPort her claims.

ccnsu
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95/0611 *--.;

'/4r, --J.:H
on 27 February 1994, Telecom

88

t<2a- -4 *.<)
.t-7 J?
a- ^--^-L4 .-. -
'az<- 1,53
a--l 4.24

/t.27
//' 2'
//.27
/t.30
// .3/
//, 32.

uy?
this matenal bebre it is published.

ln view of the high medla profile that this Repo

to limit canier liability under Section 121 ot lhe

iy ietecom ttrat tre inclusion of this reference

(_

(

' ) i:lgHL# ;f':Lff.TE"'iL=;'-'!1. il#ffifsti+:i1.l t"--T::j ll:=.:"i''' ZPa ra graph 6. 1 06 of the Re Port use s ttre word iryy!Pl:::f :^I: "'.t"Y i":E ,ffi
ff;;i;t:;;ffi.rto.v no lnappioprlatc and reque ts that it b€ rcplaced bv the &,. /
word 'defensive'.

Comments on Othe] lssues

ASTelecomhasspentsomefourhoursbriefingMrMacMahononthedetaitedcommenLitisnot
pr.pJi.Jt" J;;r *ith thosa detailed matleE it this letter'

,-
hould be

t on this material b6bro lt is ptJblished

Yours slncerelY,

6aoup oeuenaL MANAGER

CUSTOMER AFFAIRS
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Dcar Mr O6.rY

Preliminery Drelt Aurtcl Rrport Clhc RcPof)

I ref6r b nV pruvious letter ddted 6 Apdl 1994 and our subs€quent conwn'Uon' and '

ln rshtion b lh. kly issu's ot rnilr conc'm b Tclecdri whi:h I rair€d in that letEr' I confim

th. followhgl:

seatiofi 121 of the Telecomtnunr@sonD '*" " - nE[ar of ufgencl'

1. ln llLtion to point 5, yotl hrye tccrd'd T'l'@m'' r'qu"t'd iT En6rn'nt

''#ffi WiEiiii:ff ,r."ffiF"ffi *ffiE 
"1 

si' ffi s*'.'"
'potentiat c$stence of 'Eom€ n

ad

lwill

"'no"'

.'Erar ol ufqencY.

Kry lrsu6 Yvhlch Re'nrln of M'Fr conc'm to Tolccom

Telecom still holds the lollo"ing concerns abgut the k6y BsuEs whiotr were rabed in my

prlvbus Btar.

L

Mr Oavid B€ddsll'

3o tt

caor*ttiaa a c|aau!l,

l}t 4..
xlErlE
l5lll vb $

Tqisr{tl)dE7ru
fEDP0)@nrt

T.lrlra Cargaatioi !tmi[l
rCX 0:! ,ig 555

4A-aE /
oT- /?*c o,***s'{
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md mEIt ba urffrdrlUvll'

ufir th. AFP.

h' oPPortrniv b ercIdc sPlqlc
rc-citld in tlc Rcaort 

'll(l 
Er'l

- f#;lf#I.l"I$H,"*
miElc'dlng'

vhws of th. COT al$om'rs'

',:sitrlffi :iffi #.ffi .':ffs':lff sTf'ffi ;iT3Hi#ff #'H'[

"Tha BCI rcPort $uggosB dre fulloM'frg wealnassct:

t

nm€nt P'oc'dur"'-

a
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pcinE. lt slrtes ' lf 3
s o oeEd and

,il,*:i5*:"#*'
f.ciY.lly

|Jjl:";I5:wflr"tffixtiHl1iarc 
nrade' thir s.ction ol lhe RePonwill bc mors b' mor'

srdin€ thc

ry findinga ol BCI ln th' Elcvanl gubt'dion o( the Rsport

T

'ffi:fflr:HffiHr1g5 
o''"tn rot Bau ca',"da rntemationerb ffi" 

: Jl
will ttEkD th6!' final '

E thos. cLitn5, is

OT cLlm'

Fine*y, m:,'S*tffiff"+"H',.'
you bY Po't'nttY o *'m"nt on anY Eucn

Tcl.@
changes.

Yotj.s sincerely'
a


