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your local technicians believe that Mr Smith is correcs

Telecom Australia Minute

HA-AC 4/1/18 Subject GRADE CF SERVICE CCMPLAINT
MR ALAN SHITH 055-25 7247 000571

055-73 5200 From HMARX ROSS
CUSTOMER SERVICES MANAGER
HAMILTON - VIC/TAS REGION
CHERIS DCODY - NETWORK OPERATIONS

GRAEME DAVIES - FAULT BUREAU VIC/TAS

Chris/Graene

Please fing enclosed documentation in regard +c a Grade
of Service Complaint from Mr Alan Smith of Cape
Bridgewater,

in raising CClapiaints about+ incoming callers €9 R.is

jTumder receiving a Recorded Vv ice Announcenment saying

:that the number is disconnected.

They believe that it is a problem that is occurring in

-ncreasing numbers a4s more and rnore custcners are
Connected tc AXE,

Can you please investigate this Problen and provide ne
With a written reply sc as I can forward this to Mr
Sz=ith and our lccal Federal Member, before what is
already a difficult situation, gets right out ¢f handa.

LA

Mark Ross
Customer Services ¥anager - Hanilton
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Issues lavolved During the Resolutios - Factors Cogsidered

I. Alan requested $150k

2. Chances of legal action - high
3. Chances of medis action - 100%
4, Poupuﬁrmomm

- mwmmnm
-, wiring and cabling issues
- RVAQWK

S. Slow resolution of pest probiezns both technical and claims

6. COT involvement:
© = chanoes of class action
- chances of mass media action
- chances of membership growth
- Adelside Pizza
« Mt Gambia
- Pordand

1 Ehdm:ofpmblmr
M"Ymm&mm:tmwumm
- People prepared to make statements of problems
- Claims that Alan had rung himself from his Goldphone and not got through§
= Austel and Ombudsman both had trouble getting through
= Many clsims which might be difficult to substantiste in count but would be
credible in the media

- Viability of business for the future - increased bookings since the service
Period of time

§. Costs incurred:
- Additicnal phooe calls 10 chase up business - about $1000
- Legal costs - sbout $1000
- Camps prepared but not run
~ Advenising
- Time

9. Alan's tme and other consequential costs - health, stress, etc

- . 1 /9 a-
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Telecom Secret
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11. Loss of
- Ahdain-ﬂm.mhhuuhhdmmwa&hshmnh
lminmhnﬁsmuulocbmh parmer stated he
mmmmwﬂhﬂﬁhhhwm
available - heace withdrew his offer
12. Possible legal costs:
- If Alsa ook

S%hhxﬁﬁyiﬂﬁiﬂi
B:ql&iumm Costof ! - sbour

14.Cmorwmm-msmmuuqmmnm
&m-mhamh%m

xs.wm-lmm»mmwcuy)omam I
bqumhglppomﬁrwhﬂwddmhh i

Whmndhm-ﬁn-iqﬁm loss of business
i mmmlthTmb‘pﬂ-ﬁﬁM
mhMy&eu
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Inmyvilwmuusdﬁhwhabplmhe awarded
couid bave been
Paymesnt as high as $40,000. If we weat to arbitration a payout of the order of

$80,000 would =
— Rt be ot of the question: with costs of setting up the arbieration

* answenng arrangements when Mr Smith - .
- rmammmmummm,"h sty

6 ek, oty oo, 7 A~ clan .
s

—_—mmETTRTTTTTET T
i
i
1
I
¥
g
2
¢
|
i




T - IV EE B : 5 - 2
HUWKE v IDIOSS=721 &l 1= °F ks = = el e 1
‘ 5 . - i
g
A_.?.‘?"' NP .
I~ o Y
Davip HAWKER mP =T AUSTRATIALC
Federal Member for Waanon R sl
t PARIIAMERNT OF At S1RHALLA
w HOUSE OF REPRESI NTATIVLE

15 September 1883

Mr Graham Schorer

Fax: (03) 328 4462

What foliows is a list of the ten detailed complaints David Hawker has recently
received regarding Telecom's service in the Western Districts of Victoria. Mr Alan

—  Smith's complaints have not been included in this list as | understand you already

have a detailed record.

PENSHURST 1. Difficulty in having outgoing calis connected, receives a
recorded message saying wrong number when dialling out, but
number is correct. Gazette exchange.

2 Continuous problems with new fax machine - believes because
of age of exchangse equipment.

APSLEY 3. Difficulty with outgeing calls, takes 1/2 hour of trying on
Sunday evenings. Recsives recorded message that wreng
number. Bringalbert exchangs.

HAMILTON 4. A business. 25% of calls not connected, 2l area codes.
Advised by Telecom engineers that probably the exchange, not
their telephones.

TIMBOON 5 For 3 months incoming callers have been cut off after 2 rings.

VICTORIA VALLEY 6. For 18 months incoming callers have received a recorded
message that the number is not connected. Viclorla Vailey
exchangs.

HARROW 7. Incoming callers receive an engaged signal when phone n2t in
use. Telephone rings when no caller. Telephone cuts out after a
few rings.

APSLEY 8. Incoming callers receive engaged signal when phone not in
use.

ISe

Flarinrste Office 97 Thomnson Street, Humiltan, Vie 1300 Telephune 185 72 1100wt 1ol Free PORS[N3K] Fax (0583721141



BYID HAWKER NP

PORTLAND 8. For a number of years incoming callers receive engaged signal
when phone not in use, and caller says telephone rang out whean
no ring heard.

TIMBOON 10. Outgoing calls not connectsd.

Mr Hawker also received a number of complaints about the reduced servicss offered

in country areas, in particular that itemised accounts are not available,

Other complaints related to the time taken to service difficulties, one ccmplaint about

a "draping" telephone line (now fixed), and one complaint about the time taken for

Telecom to pay an account (also fixed),

Trust this is of assistance. Piease do not hesitate to contact me if | can be of further
assistancs.

Yours sincersly

KATE HARVEY
Ressarch Assistant

Ref: L156KH.93



19-18-1995 21:@5 FROM CAPE BRIDGE HDAY CAMP TO @32778797? P.84

PARLIAMENT OF AUSTRALIA 97 THOMPSON STREET ife KOROIT STRECT
HAMILTON, VIC. 1300 VARRNMAMBOOL, VIC. 3280
HOUBE OF REPRESENTATIVES TEL (065} 72 1100 TEL ©048) 62 6472
PAVID MAWKER, M.
MEMBER FOR WANNON
18 August 1993 LC105KH.93

Mr Alan Smith
Cape Bridgewater Holiday Camp
PORTLAND VIC 3305

Dear &Srmth ,44-_-

Further to your conversations with my electorate staff last week and today | am
enclosing a copy of the correspondence | have received from Mr Harvey Parker,
Group Managing Director of the Commercial and Consumer division of Telecom.

| wrote to him outlining the problems of a number of Telecom customers in the
Western Districts, including the extensive problems you have been experiencing.

Thank you once again for keeping me informed of developments at your end.

Yours sincerely

/I;;'I ‘/f Vs / :
ﬂé HAWKER, MP

79¢c
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Davip Hawxer mp > MJII
Federal Member for Wannon : 1

HOUSE OF REPRESENTATIVES
9 December 1993
Mr Alan Smith
Cape Bridgewater Holiday Camp
RMB 4408

CAPE BRIDGEWATER VIC 3305

Dear Mr Smith

Thank you for your letter of 6 December 1893 enclosing the Coopers and Lybrand
report and Warwick Smith's correspondence.

| appreciate being kept informed of developments and would like to congratulate you
in your persistence to bring about improvments to Telecom's country services. | regret
that it was at such a high personal cost.

Please find enclosed your copy of the Coopers and Lybrand report.

With best wishes for a safe and happy Christmas and New Year.

Yours sincerely

) e

AVID HAWKER, MP

onec
L214KH.93

g Office: 97 Thompson Street, Hamilton, Vic. 3300 Telephone: (055) 72 1100, Fax: (035) 72 1141

Canbers Suite R1 113, House of Repe, Canberrs, ACT. 2600 Telephone: (06) 277 4231, Fax: (06) 277 4989

/9D



The Hon. David Beddull, MP

9 DEC 193

Senator Michael Baume

Senalor for New South Wales

PO Box 473

WOLLONGONG EAST NSW 2520

Dear Senator Baume

Thank you for your representations of 5 November to Senator the Hon Bob
Collins, Minister for Transport and Communications, on behalf of Mr Alan
Smith, Cape Bridgewater Holiday Camp, RMB 4408, Cape Bridgewaler,
Victoria, concerning the standard of service he has received from Telecom
Australia. Senator Collins has referred your letler 1o me in view of my
responsibility for matters relaling to telecommunications.

| wrote directly to Mr Smith on 10 November 1993 with regard 1o this issue.

Let me say that the Government is most concerned at allegations that Telecom
has not been maintaining telecommunications service quality at appropriate
levels. | accept that in a number of cases, including Mr Smith's there has been
great personal and financial distress This is of great concem to me and a full
investigation of the facts is clearly warranied.

| have personally communicated these concems to the Chairman and Chief
Executive Officer of Teiecom and asked them io take a direct interest in the
resolution of the so-called "Casualties of Telecom" (COT) cases.

You may be aware that AUSTEL, the independent ielecommunications
regulatory authority, has a clear function of safeguarding consumer interests. It

has powers under the Telecommunications Act 1991 to investigate consumer

complaints about the supply of telecommunications services.

AUSTEL is currently conducting a thorough investigation to determine the exact
nature and extent of the problems experienced by some Telecom customers.
AUSTEL expects lo finalise its report shorlly.

o Diwmemt Dhiis, (Comberra, ACT 2 Ty Teptwae oW 277 24300 Jacsombe (10 273414

/92
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Telecom, for its part, has deployed a dedicated customer service review leam

to work with affected customers 1o rectify their problems. It has also
commissioned independent experts {0 assess Telecom's technical and
administrative responses to complaints of this nature, and to recommend ~—ax

changes to improve its complaints handling procedures.

| will be giving close attention to AUSTEL's report on the results of its
investigations and proposed action to address these issues.

Yours sincerely

DAVID BEDDALL

The fast track settlement proposal, with Dr Gordon Hughes at the helm,
had foundered during November and December 1993. By March 1994 TELSTRA
were using their corporate strength to force the C.O.T. members into
expensive and time-consuming legal processes. If TELSTRA could not get the
arbitration process they had wanted since September 1993 it appeared that
they would pick up their ball and go home.

. /9D
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From ‘
P emge Pair Gains Support s sy S
9 Floor
S R —— %
Swbect  Portland 1o Cape retEs

Bridgewater RCM System. Des  12thJuly 1993, =

C.C. Manager Network Investigations Att. D.Stockdale

PORTLAND - CAPE BRIDGEWATER
RCM SYSTEM.

At the request RGP Manager, Warmambool COG. (CPE) , NSS-Melbourne, Pair
Gain Support Section, visited Portland exchange on 2nd March '93, to investigate problems reported
on the Portland - Cape Bridgewater RCM system.

Initial reports where of a vocal customer at Cape Bridgewater complaining of VF cut-offs in
one direction. The customer had been transferred off system 1, onto systems 2 and 3 on the 24th
February ‘93, and had experienced no further problems. Investigations revealed that system 1 was
running a large number of degraded minutes (DM) and ervored seconds (ES) in the Portland to Cape
Bridgewater direction, these errors could have caused the VF cut-off problem.

Initial error counter readings:- ‘
Portland to Cape Bridgewater direction:- iy
System 1 System 2 System 3
SES 0 0 0
DM 45993 3342 2
ES ° 65535 . 65535 87 S
Cape Bridgewater to Portland direction:-

. System 1 System 2 System 3
SES 0 0 0
DM 1 1 0
ES 246 751 23

Al this stage we had no idea over what period of time these errors had accumulated.

———

Attempts to test the inground repeaters using the "trios" system where unsuccessful as the
strapping records could not be located.

Other faults identified with the Cape Bridgewater installation where:-
-the presence of SOOHz. noise on all customer lines at -58 dBm causing minor noise
problems.




- cable ducts into both the cross connect cabinet and the concrete fut whet’ 0.0i
sealad allowing the ingress of moispure, which could affect the error counte. -

‘IMMMM&MRNWMMMWMWM
have prevented any local alarms being extended back to Portland.

_ Thbmwﬁmmwmmﬁmdmﬁ#ﬂmmuthﬁmomm
to Cape Bridgewater direction, accumulated approximately 450 DM's and 43500ES's while systems 2
and 3 recorded no errors in either direction. . :

A problem with the instaliation of the enhanced Eghtning protection modules in the IDS block
overnight, no DM's or ES's where recorded.

All the SE boards used in the Portland - Cape Bridgewater RCM system have now been
modified to eliminate the S00Hz. noise problem. SE boards installed in the Portiand - Alcoa RCM
system where also modified to eliminate a SOOHz2. noise problem on cut over. -

The problem of sealing the cable ducts has since been rectified by the local lines staff.

NSS-Melbourne has continued to monitor the Portland - Cape Bridgewater bearers since the
3rd March '93. In'the period from the 3rd March '93, to the 17th March ‘93, the errors on all three
bearers have been minimal. '

ie:- Portland to Cape Bridgewater direction:- system 1, 4 ES
. -gystem2,3ES

- system 3, 0 ES

Cape Bridgewater to Portland direction:- system 1, 1 ES

- system 2, 1 ES
-system 3, 3ES

- upervising Engineer, National Switching Support - Melbourne.

@ - /9
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:
D. MADDEN & CO.
Lawyers of Warrnambool
Ausdoc DX 28041 IR Liebig Street,
Facsimile ;: (§55) 62 0545 wARRN.Ill_uBOOL. 3280
Telephone : ({55) 62 4855 / |

To :
Fax No. :
It
Your ref :
Qur Ref :

=  Date:

.—f'/

FACSIMILE TRANSMISSION

Al / 1@ (222
26 7230 I
TELLECOM FAULTS ”
ALAr Szt TH

A. Tomsos

[O~/)- 93

Number of $heets

(excluding this page) : Z__ :

Any Special] Instructions :
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1A Liebig Street,
L, 3280
Fax! 62 0545

10 Fovanh.: 1993

|

Mr. Alan Smigh, [
Cape Bridgewgter Holiday Camp, |
PORTLAND, 3B0S
Fax: 26 72

Dear Mr. Smi

re: TELEQQM FAULTS

iting in reference to the proposed Sgnate committee
into Telecom.

I am
investigatio

As yo§ are aware, I am employed as telephonist with a large
legal firm i§ Warrnambocl. In the course of my employment, and
particularlyjduring the months of July and August s year,
numerous sergjice faults have been brought to my a tion. Thesa
problems incjude:- | |
1. Calls|being disconnected during conversation.

- 2 Recorded messages informing Melbourne clients and callers

that fhe number has been digconnected when the correct

numbef was dislled;

3. An endeged signal received by callers despite a number of
lines |being available:

4. Compldints from callers that the line has rung out when no
ringi‘g tone has been received at the number dialled.

Our firm duly contacted Telecom on a number of occasions in
an effort tolhave these faults rectified. However, Telecom
Technicians re constantly unable to identify the numerous
problems and jsubsequently remedy our complaints.,

1t islevident that problems such as these have cost many
companies infwhich the telephone plays a substantial role, a great

deal of busifess.
Not orflly does poor telephone contact have a negative effegt
on business, [but it is also a poor raflection on the talephonist

who mora oft than not, bears the brunt of such grievances.
1 strdngly support Senator Ron Boswell's call for an inquiry

into the proljlems with the Telecom network.
---/2
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Mr. Alan Smi 10 November 1603

eigt in reaching results

ful this letter will as
ffered by business and

gte for the losses sU
s alike.

I am
which will
personal cus
Yours faithfully,
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TPV 0201(S) son
SECTION 1
FAGE T RKEVISION A

GENERAL
Lrossbar €quipment was originally designed to haye an Cperationa)

11fs {n €xcess cf 40 years, Lefore major upgrading of eQuipment
would be require ) '

It was expected that & sman number of components (generaﬂy
relays) would , fa11 a¢ 8n earlfer time, but maintenance
phﬂcsophits. using indicators, would identify thess faults ang
heve them rectified before degradation to service was noticed by
the Customer, .

Experience with Crossbar common contro) equipment has shown that
the operational 11fe, before major upgrades are required, is closer
to 20 vears than 40 years due to :-

- Increasing ang higher traffic rates than expected.
- Low maintenance effort, ‘ 4

. _Under dimensioning of some ranks of equipment.
- Working envi ronment,
Al$0 a number of relays have been found to have a short operational s

11fe due to factors such as il

- Number of Operations per year,
- Sequencing of ipringuts and contacts. Y,

- Dutgn problems causing contact erosion,

These problems have caused early crists periods in equipment
performance,

The fonwlhg conditions have been observed when an exchange
resches 2 relay weap crisis point:

74
- Service to the Customer 1s degraded. v
- _Lurrent fndicators do not Mmlight the problem ares, o

.- Existing resources, using normal mafntenance practices

Lannot rectify all faults and problems.

When relay wear becomes sfgn'fﬂcant. ‘s different approach to
m2intenance Practices is required {f the same performance targets
&re to be achfeved with existing resources.

The intentian of this manual is to provide fnformation relating to_:-(w.

- Alternative maintenance practices,

K4277
" Mechanisms and effects of relay wear. ;0290

Tl o=

A
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