Phors

Telecom Australia
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Please 2:ind enclosed documentation im Tegard Tz & Grade
°f Service <Complaint frem Mr Alan Szit
Bridgewater,

var local technicians belleve zaas Mr Szith is corrace
in raising complaints abous irconing callers t£c =is
Auzber receiving a2 Recorded Veics ancuncenment saying
that the number is disconrectes,

They believe that it is a Problexm that is cccurring in
increasing numbers as mere ara nIre custonmers are
connected £t AXE.

Can you pleass investicate thi Frotiex and provide nme
with a written reply 82 as I can forward wxis ts My
Smitx and cur local rFedera: Hezber, Defcras what i
dlready & difficult situation, gets right cut =€ mand.
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SENATE

Hansard

ESTIMATES COMMITTEE A
FRIDAY, 25 FEBRUARY 1994

CORRECTIONS TO PROOF ISSUE

This is a PROOF ISSUE. Corrections that honourable senators suggest for the Bound Volumes
should be I:gPed with the Assistant Chief Reporter (Senate), Department of the Parliamentary
i (Facsimile (06) 277 2977), as soon as possible but not later than Friday, 4 March
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Senate Estimates Hearing - 25 Fedruary 1894
Telstra Corporation Limited
Senator Alston askad the following Question en Notice:

25. An internal Telecom Minute in nhﬂennmNquclpo
Bridgewaler siales “Our local technicians befeve that Mr Smith is coirect’
in raising compiaints abowt incoming callers to his number recelving 8
reconded voice announcement saying the number is disconnected. They
beleve that t is a problem that is ocouning in increasing numbders as
more and more customerns are connected 10 AXE" (Alachment 1)

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

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

¢) As Telacom imtends on upgrading all exchanges 10 AXE by 1997
00es t &xpect the same prodlems 1o dccur 88 ovtlingd in this minute?

Angwer

The Issue referred to relates to the procedures for the initia) loading of
data into AXE exchanges which, at the time, did nit ensure &
cenvaised approach. The problem arcse from the method of
preparing and verifying routing data for ioading into AXE exchanges,

paficularly a8 more small anglogue exchanges wers converted ©
m Network Operations management was aiready aware of he
need for cantralisiion and tightsr control over verificalion and was in
the process of deveioping this when the fault repont from My Alsn
Smih was received. A two pronged approsch has been implemaented
10 improve e processes:

1)  The Data Production Group under went & quailty

sccreditation process to ensure thet the data received by
the Data Cells in the field locations was emor free.

2) The number of groups icading thess daia changes into
the AXE sRes was significanty reduced. In country

Victoria, t was reduced fom 40 o S and it is planned 1o
be further reduced.
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The substartially reduced numbers of stafl invoived aliow better
training and control procedures 10 be implemented and thers is ne
record ¢f any further fauls of this type oocurring in the Country
Yictordan network,

‘n summary, there wag a single faut incident which affected Portand
AXE Exchange for a short period of time. This was nof & generie
prodbiem In the natwork, but reflacted the need for Improved

in the data preparation and loading procedures rlating 1o AXE
exchanges. Revised procedurss wers introducsd promptly,

The relarence in Question (a) is considersd 1o relate 10 the potental for
ioading errors ¥ verdfication procedures for routing data were not

This $sU9 I8 now beligved to be resoived.

The new procecures ncw successfully implementod will engure gt
this pasticular problem does not recur.



Dwyar, Kavip

From: Dwyer, Kevin

To: Gambia, Paler

cs: Hurggcn._' Alan

Suybject: RE! Saftware query

Date: Thursday, 24 Febeuary 1994 41;07AM

Peater,

You ara quits camrect in your Ihought that the anecdotai reference applies more to AXE lhan ARE-11. v

‘Lackuns' are ganarsily wail-kaown 35 3 prabiem In ges, not only in Ausirslia bt In overseas

couniries as wall, A aumbarof upgrades have inciuded softwars wou catha ance o N
"‘“’) lockups, . :

Thers is nathing 1o add te my peeviaus notes on ARE-11 exchanges conceming claims of ‘Incampatibifity’
' prodlems. : ; , , _

VA
Regarding (he probiems in AXE :

l inihe NASM daub“s‘ ( which has a record of faulls reporied fram AXE éxchanges, dafing from 1983 when
It was introduced, although it was net in widespread use till 1992/3) there are 105 repons of Lockups affecting
cuslomers. Two of thase reports refer to PBX Sérvices, but there 3re n¢ repornts referring specifically 1o
' ‘Cormmanaer services, ; - ' : '
" The TR darabase (Trounie Keport System controlied by TNE {0 monitor prebiems reporiad, passed lo
, on, and fixed ) which was used prior to NASM for ail records of faulls doss
l AXE equipment which would have affecied cusiomers and PEX functions, but does not provide any realistic
count of prodlem eecumrences. |t dees not recerd any lockups specifically related 10 "Commander systems.
AS 3 general commant, If the fret line was locked up and calis aliowed to flow on 10 1he other lines. then no
l £2ils would be iost ymtl ail linas were busy, 26 | fall (0 sec hew sn cstimate that “csl! loss couwid ba up 1015%
_ * could be mage or repested with any degree of inlegrity, " |
I -—) There is 3lse anather NSIS diladase which would eontain records of AXE fauits which | have nct cheeced yel
but which | Believe h3x recsrus of large numpers of lockup Instances affecting Individual customers linas, |
am reluctant (o initiate & search of (he NSIS dalabase at present as the fauits recorded ‘hergin wouid have
I N0 Dearing on he CoT servisas in question, unless tha [aull oecurred on thalr individual lire.
s Kevin, )
S ——
l -Fl_mm: Gamble, Peter i .
©: Humsich, Alan; Dwyer, Kevin
Ce! Waglana, Fran
Subject: Softwere Query
I Daie: Thursuay, 17 February 1954 7.04PM
Feen, | am not sure where Alan is « plause pass (o Alm if ne Is on the 241 foor, Al1383(U
I Kevin, Alan
Kavin. | did nel usa your comments on sofiware (COMPATBL) al this lime 83'they gldn't secm retevan! ta the
I l_ad!ilqm! hfonnwon_ﬂx_il ustel have provided. John MacMahon writes as follows:

"} have references 10 Ericesans havi considerad a lock up faull which was occurring whers the first fine :
would be b&mﬁmm\'m the alher linas. - It was sald th arizs throuoh tha
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> GEORGE CLOSE & ASSOCIATES

DATA-TELECOMMUNICATIONS CONSULTANTS

ADDENDUM ONE

* Top Ten List Problems in AXE Exchanges

e “Restarts with Easy Call” and multiple other problems

Tel/Fax (07) 5445 3198 — 6 Flint Court, Buderim QLD 4556
GeorgeClose@ozemail.com.au
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ATTACHMENT|
REP (NOWNP AUSE .
LARGE GIVING -
= DROP QUT, NOT RECEIVING RING (NRR), BUSY TONE WHEN NOT
BUSY (BWN) A w QYO :

The following list identifies the main equipment items known (0 be potentially involved
i network fault conditions causing Drop Out, NRR, BWN and ANV:-

MUK . Can give wrong nu mbers (WN's), cut offs (C/Q's), peer transmission,

(aMbs Systems) on¢ way conversalions which manifest as ANV's ar CNV's(see - -
atachment). .

*FIRs = Faults in devices (usually wear and icar) can give wrong numbers (WI;I' H
NRR. ANV's & CNV's '

*SR's - Faults in devices can give NRR. ANV's, and CNV's.

» AXE Exchanges - Can cause symptoms of ANV and CNV as a result of nnder-dimsnsiqniq!

of Software Dev (ces (eg. PD , CL etc.) causing one burst of ringet.

Time Slot slippage \n BT? Devicss (faulty DIP's) causing ANV's, CNV's
and poor transmission.

Sec also the attached list showing the current Top Ten design issues

« Customet Equipment - Customer Premumise Equipment has been known to cause symploms of
CNV's, ANV's, WiN's, C/O's, NRR and BWN's. eg. T200 and
-- Commanders - dug to slew recognition of callng A pasty release,
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Dwyer, Kevin .
From ﬁ.”

;o; SR, AR SIS, ovie

D‘:u‘m Hmmy 22 June 1994 11:57AM

You ma ouuthammmwﬁwaufm our software dttabuuthnmau:hed
aquw‘;r;mJohanchmuAUSTEL We wers ulm-lhummnnﬁgmhau
caunuacommubiﬂwmmt:l’e._

Wae first the sﬁmbmmmmaxsmmmmm Al.lsra.aecuudusof
looking with tog Narow 3 search criteria,

The “Telecommunications Sthndvdswﬂonm' recsntly bdq-dvamemmvides the
following handwritten file note:
“Ref: 1993/18

May 1993

Rob Brooker of eri nAumadﬁmmTtmnhldambhnfnrtlmcmwhhan
incapability DW computsr software in their exchanges and telephone equipment. The call loss
resulted ina § loss.

Took 1st of all along time to identify, After some time Ericsson were asked to Soive the problem. Took
them 9 months 1o identify. Rob Brooker advised that this was delayed becauss T.
did not pigce this problem in the top 10 fauits.” v———

lfnor.canlsquutmnvuuconuc:ﬂob&mkumw“thﬁdd.ofm . As we will
mmmnngmtﬂsaspanofwrwmm i mto
a statement in writing,

Peter.

7 S /r;'..‘.i.é,;_, - --7_£.¢. Ar& "Xk (Mfwﬁ_w
/;ﬁmﬁ_mlﬁ‘- = 7_‘_6

M Kl o i g,

Fe G e *-*-/ © A, a "'?A-‘-—-h p-o E s o
Cc;7 7" iinliimn foinn  (LARMS BROO£ED
o g f: :‘, - 8 ﬁ‘ﬁ‘-fn T C;'..aM!?,

Al13725
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Internal Mema - ':e’ ecom

AUSTRALIA
To Difficult Network Fault From Pater Gamble Commarcial
Customer Co-ordinators Manager Planning Oparations Support
(see list) 8242 Exhbiton Street
d Meboume
Commercial and File Vic 3000
Consumer Aeinls
Dse 29 Novembsr, 1983
Subject DNF Customers - Service Teisphone (03) 634 G
Data Message Bark
Facsimils (03) 634 8474

Distie.  Ken Beattie, Regional General Manager, Queensland (Fax: 07 210 0847)
Rosanne Pittard, Regional General Manager, Vic/Tas  (Fax: 03 562 19286)
Janet Sayer, Regional General Manager, NSW (Fax: 02 397 4155)
John Harrison, Area Manager, Canberra Service Centre (Fax: 08 257 3737)
Graham Powles, Customer Service Manager, Queensland
Cheryl Prins, Customer Service Manager, Vic/Tas (Fax: 03 562 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 arange and co-ordinate a detailed set of Customer
Access Network measurements and the attached list represents the best information
avallable In this office at this time and has been compiled from a number of sources. The
information required is all service numbers that enter a customers premises, together
with any Information regarding the CPE that is connected to that service (eg Commander
System, T200, fax line, Gold Phone etc).

Whers the service includes a Rotary (or PBX Working) facility, 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
a customer's premises are measured and analysed. Where more than one line anters
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 antering a remotely located customer's premises were
measured because not all of the service data was readily available.

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

Wb L

R09919

Teistra Camorsfion | mied



:?iéaiB§33 FROM: P. Killeen

MANAGER - BCS NORTH (VICTORIA)
q Attention: Mr T. Hoskins
!

Regarding the service received by customers off North Melbourne B
; exchange, the following information is provided.
f At the last meeting between Telecom and Golden Messenger (G.M.)

resolved that Network Investigations would assist with problems L
" where customers could not reach G.M. » and tah G.M. would provide
't)l a list of such customers. -

~~ We have only ever obtained one
numbers on the 27/7/88. T highlighted that 10 of the 12
customers were served by A exchanges, the remaining 2 by ARE.
All customers reported that they had experienced "engaged tone"
with 11 of the 12 reporting the cases on or before 6/7/88. 1t is
presumed by NI that this may be busy tone or congestion tone as
Customers can generally not discern the difference.

ist of customers names and

It was found that at or before this time there were changes made
in the trunking of IDN originated traffic to North Melbourne, and
Footscray DSC realizing that the IDN exit route from Footscray
Node to North Melbourne was severely congested initiated action
to increase the number of circuits. This route has subsequently
been increased from 37 circuits to 57 at 5/7/88 @nd then to 81
approximately one week later.

*f‘ig\further complaints have been received by this office from G.M.
g o ‘Te‘that time. ) :

b Je recently the route has been increased to a total of 111
circuits. Metro Network Engineering advise that this route is
designed to be 180 circuits for the 8th Axe Bulk Order. Current
traffic readings show that the 111 circuits are carrying a TCBH
traffic of 86 Erlangs which means it would be offering a grade of
service of better than the designed level of 0.002. However the
traffic 1is increasing and discussions between this section  and
MNE has resolved that the route will be increased by a further 10

to 15 circuits, depending on GV inlets and MUX availability at
North Melbourne.

F s sn ~ =7 R30014 .
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Stockdale, David
e, T “
Te:
Subject: . Further to my original message,
Date: 19 August 1883 8:23
David,

Incidences of LI devices held in state busy are Quite common in both mainstream and ryral and require
Test System procedure to release them.
Often faults are reported 1o NS$ Field support involving locked up devices s.g. SULTD/SLCT or BT in
which the involvement of an LI device may not be evident. Call traces do not always reflect the
complete picture. RE individuals, for example, may have multiple users. Interim Operating Procedures
address these lockups, with recommend call traces, having particular reference %o look for PD individuals
which may incur ongoing mets after the termination of a call.

< Lockups not deemed to be affecting rvices are not given pricrity over those that do.

—

When lockups of this nature ars subsequently cigared, deviees not evident in_call tracings may be
cleared as & matter of course,

Lockups &re not automatically cleared by the system if they are under external control. E.g. 7

clear forward signal from a-supervisory device &s you described in the case of SR-Bor 3 Iocked ue
junction relayset holding a BT device. if other software devices (e.g. CJ,CL, RE, PD, CAW, MCT) are
involved, they too will net be released.

This is 2 possible scenario under which LI devices may be held in state busy. I'm sure others exist and
as CAW penetrates further inte the Network {partcuiarly in AXE Rural), the incidence is likely to
increase. Such lockupg have been addressed with Ericsson Austafia but solutions ave slow in coming
due to the difficulty in ing them as they occur. We don't have the juxury of LI audit or ROSI as is
the case with /66 Son

and we are not likely 0. :

Regards
For manager NSS Central West

Sucht: !urthcr to my original message.

Date: Monday, 18 August 1983 5:35PM
Priority: High

| Havo been discussing the sequence of events on this call with 2 colleage and we have realised
the probable scenario fer this odd call sequence.

The S8 - E at Horsnam will be set for Last Party Release and will not therefore provide a clear forward
shouid the A party hang up. When the B party hangs up the call, the charging point exchange doss not
pass the E party clear back to the originating exchange immediately due 10 the S0 second time
supervision period. Even though the A party hangs up after this point, the clear forward does not occur
due 10 the Last Party Reiease condition at the SR-B, therefore the B party will be held in the "awaiting
time supervision expiration” phase for 80 seconds. Once the time supervision period expires & force
release 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 b held or 2 8 party L/ be held
Busy for an extended period of time (e.g. > 120 minutes)?

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

/66
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AMIcd «
* AXF goftwarae performanca 3since Decgumber 199}

Aftar nine month
Limely to look at the

performanns of the AXE soflware.
Listed are rigqures for

each of the nodes wa maintain,

LCHF 717 System initiated ressarts 9
‘“ Manual restarts after gsoftware faulrcs T

" Qther restarrgy (CNA/1ISU) 6
9

8

&

- SPNF 717 System initiated restarts
e — .

Manual restares aster scftware faults 18,
‘Other restarts (CNA/ISU) :

LCHG /36  Systenm initiated restarcs
- Hanyal rescarcs after software faults
Other restartsg (CNA/ISU)

Ericssao wars,

3 ve haa A
beéen hav fruare - and a! vory INA/1SU FQ\\\
Ehat comes ai'onq pIoniges a lquEI#ﬁz.. s problem but
t

A the last while we have had & rpturn - to the bad
old days w Sofew upgrades causi . F
w oaded with CNALf and had toc be raevert ack because
of & goftware fault in bloek IT3 whers an Ericsson patch
had replaced & Telecom pPatch. Attempts to 1oad CNALE and
SOme corrections inte LCHF were an absolute disaster. The
firatv attempr was foiled after five restarts and a relocad
hack to the Previous CNA batween 5,30 an and €.47 am. The
Seécond atteapt resulted in a8 small restart at 1107 and a
large at 1132 followed with a larga at 1258 to revert

back when the previous CNA was loaded inte tha standby
¢ide :nd a side switen.

Frcmm il e
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$ Oof operating as an AXZ cell, (f s



—LELECOM AUSTRALTA MINUT

File: Subject: Recorded Voice Annocuncement

Phone: 8375057 From: Mick Ryves

The network pProblem of receiving a Recorded Voice Announcement along
the lines of *This number has been disconnected, Please consult your
telephone directory<*, te Current telephone numbers has at last been
{identified with Some degree of certainty,

This problem has been evident for Bome 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

- problem. However thanks to Bill Hinds & Chris Fitman from Sunshine Coast
EMG for their extensive efforts, the problem has been identified as follcws

The problem seems to occur to calls that suffer a change of
discipline. i.e. Where a call from &n analogue to an analogue exchange ia
routed via an AXE exchange or any combination theregof. If 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 analogue
origin. The zZ0OO digit sent forward for charging purposes is analysed as the

- first digit of the B gubs number, whilst the Correct parameters exist on
the I/C route. This problem éppears to apply Predominantly to /36 exchanges
but may well involve /17 exchanges algo.

The progressive increase in this problem reflects the increasing use
of AXE as a network switching medium, ang is a serious cause of
dissatisfaction to our Customers. This problem has been referred to
National Switching Support for action, however as thig is post likely a
nstional problem and of some significance. I feel that an adequate priority
should be assigned to the problem,

- RU9BGQ "/ é__ /'
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Grp. Managing Director, Commercial & Netwerk Invostigation SAgHT

Consumer Nelworks & Intereonnpe

Network Operations Diyision
Podiv m ,T. Natwetk Products Busines Uiy

PTITO2 Australia
Telephons oy Soatie]

Subjset Fault Management Facximils T
Date 29 November 1993
Fila
Attention
o
Ttrust the previous correspondence sent early in November has been received, v 1°[1 e Ta.

Ce rMp el |

. . ' ] . ‘:' ﬁ.‘ E lj' (\ ’
There is s0 much opportunity for real improvement in Telecom; the difficulty is knowing & di
where to start and how to best achieve genuine improvement. Certaintly change for the a bec !
best is unlikely to be realised if there is not a complete and intimate knowledge of the -

The attached report mainly relates to'to the Fault Manegement process: its deficiencics,
end concerns about the direction it it is heading. My interest js 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
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improvements incorporated have bean acknowledged, but nothing has changed. I consider
the minimum gdditional AXE requirements for eBective fault investigation are:

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

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

The capability to dump to file, on 2 needs basis, information relating 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 pg.5 of the Draft Report
previously sent "Telephone Service:- False Fault Reports.

Adding emphasis to this need for the employment of these tools is the Jargs current lev:
of outstanding network faults Phantom Rings, Not Receiving Rin gnd RVAs indicati;
the called customer is no longer connected. It is not possible with present fanlt analysis
tools to easily and quickly determine what are genuine network faults and what js
inadvertent customer misoperation, wrong numbers, not listening for dizal tone etc.

At present actual network failures ag 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 quericd, they received an RVA indicating the number was no
longer connected.

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

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