'
-

I,. ALAN SMITH

of CAPE BRIDELEWATE R -

‘ o in the State of Victoria
HoLipry ¢aiMP  [oRTLAND

sincerely declare 3 3 0 6

do solemnly and

At mly 4.20 pm yesterday, | spoke to Detective Superintendont Jeff Penrose (Federal
Police) regarding my concems about witat had just taken place.

Telecom had just returned to me, two (2) identical copics of an Austel lett;r addressed to Telecom
attached to two (2) diflercnt types of header sheets of different datcs.

My purpose for being at Telecom House was that when Telecom had originally supplied the F.OI
documentation, they had somehow failed to supply the adjoining documentation that should have
accompanied some of thess Fax Header Shecis, (fifiy six (56) header sheets in all).

It was now apparent my concerns were justified.

Telecom had no intention of supplying the full documentation either maliciously or by the fact of
their own admission made yesterday by Mr Pollock the Telecom R.O.L Officer, because that much
of this documentation is out of the correct chronological order order due to so many viewings that
had taken place, either by Austel, Coopers & Lybrand, Commonwealith Ombudsmans Office and
others. Mr Pollock also stated in the company of two (2) other Telecom employees, onc male, onc
female, in the office provided for me, that because much of the F.OI documentation was so

bhn‘hiadontm:titwasha:dtomntchtheumeuemmpondemmdwTehmMMin
question.

I asked Rod Pollock, how can [ put my ¢laim together if the material, that 1 have requested under
the R.O.L. ugreement is in such a mess, that even Tolecom themselves, their own office, is unabl¢ to

be sure that the information they ure supptying to me is in fact the correct decuments [ originally
applied for under the F.O.1. agreement.

Evea though an office had been allocated for me, with a noic on the door to that cffect, "resesved
from 8am to 6pm", the moment [ brought tu their attention the irrcgularities regarding the two
Fax's in quostion, there was an immediate urgency to terminatc my presence and | was asked to
leave at 4.40 pm. These two Telecom cmployees made it known there was no bad feelings.
however the male Officer nlso made it very clear, that like Rod Pollock had previously said,
becuuse of the way the R.O.L documentation was laid out and had been viewed by so many
different People and Depariments eic., they were finding it hurd o match the correct FO.I Fax
Hender Sheots to correspond with the original documentation. '

With reforence to this signed declaration and thc admissions of these Telecom employees
mentioned, one can cso only perhaps wonder for good reason, has the C.O.T. Case Members

usctually received theix appropriate documentation under F.O.L. conditions (Act), which will allow

them to have every opportunity to have their known communication faults shown by the correct
data presented by "Telecom?

AND I make this solemn declaration conscicntiously believing the same to
be true and by virtue of thc provisions of an Act of the Parliament of

Victoria rendering persons making a false dcclaration punishable for wilful

and corrupt perjury.

DECLARED at (P s et A inthe
State of Victona this o o
day of O™ oy One thousand
nine hundred 4 y
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Before me G)f @\ﬁwﬁ\é‘(
amaarwell Police Station

N. D. CREASEY C

Senior Conatalito 21524 317 Cambarwell Qoad.
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PS MrSmithmheqnendyarﬁvodinﬁmoﬁce. Hsasked'.tim‘someone&omtbe
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would call as te; -
= advise Hughes and/or Bartlett of his concerns when they were
: available; ‘ '
E seek your advice as to whether the Commonwealth Ombudsman's
~ office should be involved, S P
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Circumstances and past actions of seaior staff within Telecom bave made it necessary to bring to At
eﬂ your attention some very conceming activit-;_' hat ._m;'_;uli-fsgms;an_cfl‘ f2e! can no longer be ignored —~

M . . Sate e
b'@l.u\ or dismissed. . - ‘5]‘.0

We hegitate to bring the following instances to your attention but decided it was necessary as this
situation is far too serious to be allowed to con tinue, and attempts we have made within the
organisation o bring our coneers to li ght have fullen unheard. ’
In bringing this matter to your attention we do not wish t paint the picturs that all staff are involved
in certain sctivities, we strenuously would like to make the point here, there are staff within the

B whole framework of the staff of Mr Steven Black who have and are continuing to work towards the
recommendations of the Cooper and Librand and Austel report toward addressing customer issues
fairly and ethically.

Concerns and Issues.

Mr Steven Black Group General Manager of Customer Affairs who has the charter to work to
address and compensate Telecom's “COT" customers as wel] as the management of other customer
jssues related to Telecom @inmotved-in-and iniliates sonductand Work practices thal aré TOtRHY ™ -

unechicatand be has managed to achicve cartain results in relation to major cases due to the
assistance of eysEnioF:xeutines past colisnguensidsfriendsiwith whom key strategic activities
have been assigned. These individuals have P {FoskilsBreypentiss required for the job and has

jeopardised Telecom's position in attaining positive beneficial results for customers as the following

o) instances will highlight. ., Lo

P e Vo o
%; 1. Iraplementation of a coruplaint handling praczdure throughout Telecom though outwardly giving e O i
/ the appearance of acseptance and uni formity of work practices #sapt it gainoreian dutward 7 a.cc""’.:‘:‘.a- GQI‘

. deception to.external-regulating

lezention to.external regy pasties Mr David Fickling in association with Mr Stevea Moaro
. “Fave daceived AUSTEL as to the implementation of core initiatives.
LY Existing within Telecom nationally is different Reyional offices operating in various ways to address .

customer complaints, This situation is attribulable to & lack of: = A ; ) =
¢ comprehensive documentation to staff al time of training - Providad "mm Aotismmaihemot.

be <) = comprehensive training by competent individuals to all manner of staff .-1-..,,.::...,‘._9\ ‘wdrbﬂ-‘a‘,,mﬁ
- e & incomplete database unable to egpture and storé required criteria for most purposes specifically 5
’%\-ﬂ\ reporting .
‘t‘“\ s _continued failed deadlines 1o mgigr-idifikiives resulting in bla-tag,!lshort cuts being needed,
el e N T e i i -
— To meet certaip commitinents to AUSTEL made by Mr Black and Mr Fickling a incomplete
m 2~ compluints handling process iy iggn:T feed. 433‘::‘*_‘_;3&‘}5?;9&3@ . resulting in much resentment and
i confusion whereby key initiatives are ih piRce.
X -
2. The manegement of COT customers by Mr Rod Pollock is nothing more than & unprofessional,
sdversorial approach towards customers. Mr Pallocks approach 1o these customers has been one of
manipulation and deception ay in his dealings with the top four COT customers and subsequent ;
eleven customers Mr Pollock has lied und deceived these customers. e Hlo—en
Daipaging evidence againsl Telseomhas héen Epnvenigitl 7 removed of altered 10 suit the case.
“Junior Staff or temaorary agency scaft have been requasted not 1 place pertineat information on l ‘g -
customer files 50 as no to weaken Telecom's case further. \ = '
COT customers that may prove to be  threat to Telecom have been expertidly manipulated and paid
sactlemants. ((aﬂ‘m Z
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3. Untortunately the Legal sdvise and sxportiss that Telecom has sought from its internel legal group

has also been sadly lacking in ethical direcdon. I[n the management of major customer dtspuu:s the

lzgal area has sought to hldr.'. and skirt around Lhe truth. ﬁ%@ ARSI 0] .ﬁg; éi_@’ dtoTr Nt sue o
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4. There are three main aress which Steve Black and his senlor executives have sought to influesce
and manjpulate;
1. Remove or change clear information on the position of liability.

2. Diminish the leval of c.mnpanmmn payshle to COT customers.
3, Dismissive of breaches in rulmon tn matters re:gardmg customer Privacy.

[n relation to the Rohert Bray cuse Steve Black has sought to cover up the trus facts of disclosure of ﬁi"’,‘;‘"‘dl Sn
customer information. Pacticularly he has sought to cover up “broadcasting® of the customers private {,_.,,“ ekl e
information. -y (e
As you can see from what | have mentioned to you something needs to done. As you can appreciate
we are not in a position to go #ny deeper that what has already besn outlined . As to where next
that lies in your hands. We have done what is unfortunately our only form of address to the
sztu..allbﬂ.

)




VO~

10
i1
iz
i3
i4

TELECOM AUSTRALIA

veo
0Z&
0zZé
0zé
0zé
02é
0z&
0zé
0zZé
0Zé&
0zé
0Zé

23™ May 1994 problems faxin docnm_ents to Dr Hughes

Telstra’s CCAS data and m

The fact that Telstra’s BOd4 defenc

y billed account for these calls show these five short

€ report was signed under oath 12 December

1994, which acknowledged on this occasion 23™ May 1994 that my faxes were not

received at the arbitrators office adds further we
aware they charge for non-transmitted faxes.
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My Telstra Fax Account for ti.e 23™ May 1994
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Telstra’s B004 Arbitration Defence Report

On 23 May 1994, Smith complained that he was getting engaged signal when sending a
facsimile to the Arbitrator's offices at Hunt & Hunt (614 8730). A subsequent
investigation revealed that facsimile number 614 8730 is part of a two line rotary (hunt)
group together with number 614 2189. Both 614 8730 and 614 2189 were tested and no
fault was found. Telecom's Tony Watson telephoned Hunt & Hunt to inform them that a
person had reported getting busy while calling their facsimile. The receptionist told Mr
Watson that their facsimiles were very busy all the time. In light of this discussion and the
testing undertaken, Mr Watson conciuded that Hunt & Hunt was probably busy at the
time when Smith attempted to send his facsimile and the incident was not the result of a
network problem (reference document 4.10).

N
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Briefing Paper BOO4 - Alzn Smith

12112194
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John Pinnock
Ombudsman
Total Pages: 19
Dear
LEVEL 3 COMPLAINT

TIO reference: 02/101638-1 - Mc Kenzie

The Telecommunications Industry Ombudsman (TIO) has received a complaint agamst Telstra
Corporation from Mr & Mrs Darren & Jenny Lewis regarding telephone number 0355267267.

The TIO has raised this complaint at level 3 because of the complexity of the complaint and likelihood
that extensive testing may be required. Mr & Mrs Lewis have advised the TIO that they have an on-
going complaint with Telstra Corporation in relation to their telephone service and have as yet been
unable to resclve this matter. The TIO has invested time assessing Mr & Mrs Lewis’ correspondence
and believes that further investigation is warranted.

Mr & Mrs Lewis claim in their correspondence attached:

L ]

That they purchased the Cape Bridgewater Coastal Camp in December 2001, but since that
time have experienced a number of issues in relation to their telephone service, many of which
remain unresolved.

That 2 Telstra technician “Mr Tony Watson™ is currently assigned to his case, but appears
unwiliing to discuss the issues with Mr Lewis due to his contact with the previous Camp
Owner, Mr Alan Smith.

That on 27 September 2002 “Ian” advised him that an EMG was causing the faults at the local
exchange and that a technician would be sent out to fix this.

That on 28 September 2002 “Renea” advised him that that the local exchange could only
handle a certain amount of traffic, that there was nothing that Telstra Corporation could do
about the problem and that this problem was not new to Cape Bridgewater.

That Telstra Corporation advised him on 26 November 2002 that the phone extension wiring
was lz2id too shallow and was not installed correctly, thus it believed that Telstra Corporation
had not installed that wiring. Mr Lewis also claims that it was suggested that the line had
been tampered with.

That Mr Alan Smith had prowdcd him with documents confirming that Telstra Corporanon
did all the cabling and wiring in question.

That the phone problems have decreased dramatically since Telstra Corporation rewired the
business on 9 December 2002 and disconnected the phone alarm bell, however he is still

"providing independent, just, informal, speedy resolution of complaints." ”S/
Telecommunications Industry Ombudsman Ltd ABN 46 057 634 787
Website www.tic.com.au PO Box 276 Telephone (03) 8600 8700
Email  tio@tic.com.au Collins Street West Facimile  (03) 8600 8757
National Headquarters Melbourne Tel Freecall 1800 062 058

Level 15/114 William Street Melbourne Victoria 3000 Victoria 8007 7 Fax Freecall 1800630614



experiencing intermittent problems with receiving calls, and continued to have problems with

* That Telstra Corporation have checked his fax machine and confirmed that it is working
correctly.

* That he believes that as the same prc;blen; has‘ﬁccncxpcz‘fﬂ'nced when attempting to send or
receive faxes from a number of locations, it is unlikely:that the fault is with the other party’s
fax machine.

* That the problems experienced resulted in the frustration of his clients being unable to contact
him to make bookings for his camp and are affecting the profitability of his business. -

Mr Lewis has outlined a number of these problems on page 3 of his correspondence attached. In
particular, Mr Lewis has identified the following concerns:

* That he has been contacted by a number of people advising that the telephone had not been

answered when ringing previously, despite Mr Lewis’ assertion that someone was there at the
time.

* That many faxes sent to his potential clients have not been received at the intended
destinations, despite his fax transmission records confirming that the fax had been

successfully sent. Furthermore, Mr Lewis claims that he has been charged for each of these
calls.

* Thathe has experienced problems receiving faxes from his clients.

* That when he uses *10# to retrieve missed phone calls, he is sometimes given numbers from
days before which had not registered earlier.

* That people had reported that when attempting to call Mr Lewis’ business they first hear a
message that the telephone has been disconnected, but when trying again are connected
through on the same number.

* That when picking up the receiver to make a call, he had intermittently heard another pérson’s
conversation quite clearly.

* That on 25 October 2002 a caller reported that when trying to contact Mr Lewis earlier, he
heard only clicking noises on the telephone line, but the call did not connect.

* That a caller reported that they had called and heard an cngaged signal, despite Mr Lewis
having call waiting activated on the service to prevent missed calls.

e That another caller reported that every time he called he received a fax connection tone.

¢ That on 13 November 2002 he picked up the receiver and heard a deep breathing sound but no
dial tone. :

The TIO asks Telstra Corporation to present its perspective on the complaint.

If Telstra Corporation decides that the complainant’s claims have merit after reviewing the complaint,
how does Telstra Corporation propose resolving the complaint?

If Telstra Corporation is of the view that there is no merit to some or all aspects of this complaint,
please provide reasons for its view, identifying any facts in dispute. In addition, please supply all
documentation relevant to the complaint. In particular, please provide: '

* All Customer Care Notes for the account
*  All Fault Reports for the account

* Telstrz Corporation’s assessment of whether Mr Lewis is entitled to compensation under the

Customer Service Guarantee in relation to any of the faults reported above. Please include its
reasons for the assessment for each fault reported.



The TIO has forwarded a copy of this letter to the complainant and asked them to pay any undisputed
charges. While this complaint is under consideration, the TIO expects that Telstra Corporation will
suspend credit management on any disputed charges.

The TIO may also forward Telstra Corporation’s response to the complainant. For this reason, please
ensure that it is written in plain Egglish. '

Please forward your reply to this letter within the next 28 days. The TIO may escalate the complaint to
Level 4 status if Telstra Corporation does not respond to the TIO within this time frame or provide
information requested.

Please contact me if you would like to discuss any aspect of this complaint.

Yours sincerely

54

Gillian Mc Kenzie
Investigations Officer
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- be true and by virtue of the provisions of an Act of the Pardiament of
Victoria rendering persons making a false declaration punishable for wilful
and corrupt perjury.
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