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lN THE MATTER OF an arbitration pursuant to
the Fast Track Arbitration Procedure dated 21
April 1994

Between

ALAN SMITH

Claimant

and

TELSTRA COBPORAflON LTD trading as
TELECOM AUSTRALIA

Telecom

WITNESS STATEMENT OF

一
曇

|,_fr,CustomerServiceManager,CommercialCountryVictoria,of
lst Fioor,Bath Lanel Ba‖ arat,in the State of Victο ria solemnly and sincere!y declare

and affirm as follows:

BACKGBOUND

I commenced employment with Telecom in '1978.

Behveen April 1979 and July 1992 lworked in different roles in the customer
service area at Telecom's Hamilton District Otfice. Betvveen February 1991 and
July 1992 I was the Customer Service Manager at the Hamilton District Office. ln
this role I was responsible for providing customer services to business and
residential cuslomers whose long distance dialling prefix was 055.

ln July 1992 I became Customer Service Manager for Telecom commercial
customers in country Victoria and relocated to Ballarat. Between May'1994 and
October 1994 I took up a position as Manager for continually aggrieved Telecom
customers in the Victoria,/Tasmania region. On 3 October 1994, lretumed to the
position of Customer Services. Manager for commercial customers in country
Victoria.

MR SMITH

I first became involved in the matter relating to Mr Smith in or around March 1992
when I received a telephone call from Mr Smith at Telecom's Hamilton District
Otfice. I spoke with Malcolm Smith of Telecom in Hamilton w1o said he had
taken a call previously from Mr Smith about his telephone service.

ln July 1992 it was decided to pay Mr Smith $1392 on an ex gra:ia basis without
admitting any liability to reimburse him for the costs of his advertising at about
the time of the MELU condition. lt was recognised that while the MELU condition
would only have had a minor effect, the payment was appropriate in the interests
of custgmer relations.
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When I transfened to Telecom's Ballarat Office, I took Mr Smith's file with me
because I believed it was necessary to maintain continuity. Al lhis time Mr Smith
would make complaints directly to me and to Telecom's'l 100 fault reporting
service. I ensured that the complainis Mr Smith's made to me were investigated
through contact with the relevant Portland technical and exchange stafi and
Warmambool exchange staff. Upon receipt of complaints from Mr Smith I

reported lhose complaints to Telecom's 1100 fault reporiing service when Mr
Smith advised he had not done so.

Between July 1992 and November 1992 I would have a telephone conversation
with Mr Smith about 3 times per week on average. These calls were sometimes
initiated by myself to enquire how Mr Smith's telephone service was performing,
to seek further information in relation to a complaint or to provide feedback
conceming results of invesiigations. During this period Mr Smith had my home
telephone number and I sometimes received telephone calls from him after
normal working hours. ln all my telephone conversaiions with Mr Smith I never
had any difficulty reaching his camp, calls never cut off and there were no
problems with the clarity of the line.

My discussions with Portland technical and exchange statf revealed that despite
thorough investigations, no further problems could be found with Mr Smith's
telephone service. Mr Smith was nevertheless still complaining about his
telephone service.

ln late 1992 Mr Bruce Pendlebury's Fault Management & Diagnostic group (the
"Group"), based at Telecom's Waverley ofiices, took over the primary
management of Mr Smith's complaints. lt was agreed that it would be in Mr
Smith's best interests if his complaints were made to only one area of Telecom.

1 0. Mr Smith still sometimes contacts me to generally discuss his perceived
problems with his telephone service and, on occasion, to make specific
complaints.

11. On many occasions when lwas talking to Mr Smith he swapped from
complaining specifically into complaining generally and then back again. I

therefore had to ask Mr Smith specific questions in order to determine exactly
what the nature of his complaint was. This made it very difficult trom the point of
view of investigating his complaints.
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991 Survey of Cape Brldgewater Customers

Z. I am aware that in Mareh 199'l Mr Maurie O'Flaherty, from Telecom's Hamilton
District Office, undertook an impromptu survey of Cape Bridgewater customers.
ln 1991 it was not uncommon for Hamilton staff to conduct quick surveys of
customers connected to smaller exchanges in the 055 area. The purpose of such
surveys was to ascertain il problems existed in the smaller exchanges. These
surveys were conducted during business hours and it was not unusual to receive
a poor response rate when calling rural areas during the day. The surveys were
conducted on the basis that if a customer did not answer, the nex customer on
the lis! was contacted. The response obtained was consistent with expectations
in a rural area.

AND I MAKE this solemn declaration conscientiously believing the same to be
true and correct.

DECLARED at Glen Waverley

in the State of Victoria )
a1+

this l1 day of December 1994. )
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LEVEL 3 COル PL劇懸ぼ
TIく)reference:02/101638-1‐ Mc Kenzle

ne■にconlmttcatms hdusけ Omh硫ms軋
還誌誕ぶ:鯛驚2渤ガ1・

1勲
Corporatlon tOm鮨 &ⅣL Darren&JmyLmi

甜蛋諸競職富留鶴結驚rtteご
燕∞叩exlty」血●●mph血綱llkellb配
L"is have ad宙 sed the IIo■ at they have an on―phg cOmpl血 宙血 Ш 臨 c"。面 ∝ hd等
圏 黒 炒 熱 l翼 〕驚 轟 盤

unable tO resolve轟s matcr_■ E■O has hvcste
and believes that ttter mvestlgat10n is wamnted

略 &M聴 Lc、4s clalm■n血3r cOrrespondence atched:

・驚盤導蠍驚盤寵 1雷遺iC°
att Camp h■ cttα 20∝,b■ゞ“e血=n rclaion to dК i telephone s―ce,_y ofwhlch

remln uコFesOlved

・
職i尋熙 I卜

鯰硼沐糧 瀾 嵐棚 r盤∬凛 恩覇
e nat on 27 Scptmbcr 21X32“ Ian''ad宙sed imぬat an EMG was caushg the faults atthe local
exchange and l■t a techdcian wOuld bc sent outto量 血 s.・
鷺也穏割鍼鸞職富織鳳肌躍麗酬篤』¶1誌snotncw o Capc Bn蛯¨ tere難
鮮 郡 蝶4麒驚鷺鮮酬 苗

● TLt Mi Alan S面 伍 had prO宙dcd hm宙ふ d∝uments coninhg that Telstn corpora,on
did alithe cablhg and“ 士hg h quesiOn.

● Tht the phone prObleIIns have dccrcased dramalcally shcc Tel載

“
Corporatlon rewred the

busmcss On 9 December 2002 and dlsconnoctcd“
Phonc alann bell, howevcr hc is stl
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expen,cing int―itcnt problcms輛 由 receiving calis,and cOntlnued to Lve口 。bletns wlal
his fax lme             _

0  1lnt Telsta COrpOration have checked his fax machinc and conflnned 
麟 t i is wOrklng

Co―tly.

・
露鮮響r識需悪な減i輛辮柵躊椒
● ¬腋t■e probicnts exPchcnccd resulted in the ttsmadon Ofhs clients bch8-ble tO cOntact
him tO make bOOklngs fOr Hs camp and are arFecing the pro■ 饉Ыlity ofЫ s business   ―

M常輩締M、淵議滉撫:職蹴ム,電e3ごЫs consPOndence mchcd h
o nat he has been conttcted by a number of pcople ad宙 gng ht aleにlcphonc had not been
answered when Hnging previously,despite卜 缶Lwis'a― on」ntsomeone wasthm atthc
time

O Lt many faxes sent to his potcnual clients have nOt b_“
ived at thc intendOd

dcsttations,despit his fax transmission rccOrds c― ing鮨t」К fax had bcen
suc∝ss缶1ly sent FunhcrmOre,Mr Le宙 s daims tht he has“ m chged fOr each of hese
calls_

e nat he has expenenced problems r∝
91宙ng nⅨes tom isclhts.

e■1はt when he uses■ 1僻 b redcve mお sed phOne c」 Is,he is sometlmes 81Ven nm時 s tOm
days before whlch had not reglstered carlier

O That people had reportcl施 t when attempmg tO cdl tt Lewis'b通 にs hey flrst hcar a
mettage ttat the tlephonc has bccn dlscOnn∝ted,but whm、Ⅲg agan¨ cOnn∝tcd
thrOugh On thc samc nulnbcr

● 羽陸t when pichng upぬc rcceivcr tO makc a call,he had hmttently heard anotherpmOn's
conversation qulte clearly

・Laめ QtOber η∞ac』∝reportri譜
紺乱警iF」瀾激

L宙S earll軋掟
heard Only clickng noises on the telephonc

O ■nt a caner rcPoned tttthcy had caled and heard an engaged sgnd,de頭
鯰ⅣL Lewls

ha宙ng call waiing actlvated on thc s― ce to prevent nssed calis.

O  That another callerrepOrted that every tlme hc called he received a fax comectOn tOne

●

騰 胤 13No詢
b釘 2∞2 he,ctd叩 簾

“
∝i―祠 heard a崎 薇 価 g somd btt n。

Thc Tlo asks l elsm cOrporalon to prcsentits perspecuve onぬe∞mplaht.

1}糧檄震蹴驚艘 珊鼈冨lM｀mtt aner品価g tt cOmph血 ,

熙撚掛H嬉滋臨 淵螂
『
♂朧撲W賠

e An Customer care Notcs for ttc account

O All Fauh RcpOrts fOr the account

O Telst● cOrpOrauon's asscssmCnt Of whether tt L鍋 減s is an●」ed to cOmp― tOn tmder the
Customer Servお e Cuarantcc in relaIOn to any Ofthc raulも mortcd above Please include iも
reasOns fOr the assessment fbr each fault reported
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鵬翼猛観欝篤艦::留潔篤ふ織霊鴇籾 蹴 Ⅷ
suspend Crcd■ magment on any dlsputcd charges.

The TIO may also forward Telstra Corporation's response to the courplainart. For this reasoq please
ensure that it is written in plain Egelish.

Please forward yor.n reply to this lettcr within the next 28 days. The TIO may escalatc thc complaint to
Level 4 status if Telst'a Corporation does not respond to the TIO within this time fraoe o'r provide
information requested.

Pleasc contact me ifyou would like to discuss any aspect of this complaint.

Yours sincerely

.,..-\ ^r -./ ,/'\/\
// t

Gillian Mc Kenzie
Investigations Ofrcer
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