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a, Jlhfi*t, 4.2o qn vertcnlav, I rpoke to l)ctcr'tiYe Suprinrendon JolT Pcnroce (Fedcnl

futi&) rcgardin! nty coiorirs at*tut *lrrt htd jul ukcn ph<;c'

Tolccom had iwt returned to me, two (2) idcnticsl qoPitx of rm Aurtcl lctcr cddrtclcd ro Tclecont

"ru"tcrt 
to r*-" (Z) dilfcrcot tyPcr of hcsdcr thcctr of iliffcrcnt d'{rcs'

My purpoc. for beins sr,Telcco{ }Iousc was ilur when TG!t*.t tlf;;ffiai'#TJ5a'fl*
ai,iorenration, trcy-hrd aoooho*_off#rtfg,.Tffif,.H t*) **. rrrccrr in ru).
nccoorpenicd aonr; d thato t

It wra now rPPficnt luy conc.rns wcrc jutificrl.

ffi #Si-qi#'#{"$,r$igl}.ffi "ffiffigffi
ffi"{,ffi$":#qfliqffiffi$ffiffiffi
$odion.

I,kcd Rod Pottoct, hos q, Hj*11i;l;"f6g[ mffifi,'$,Hillff""r#:i!"jffi
S,H lil'',frHil*[:$:, rrre eupprving to mc is irt ract 'h;.;'i[i?'i";inii 

i o'iei*ttv

applied hr rurdcr thc F.O.(. agrccrnent'

Evco thougb 9n office had bccn allearcd for mc, with 
'r 

ttolc or lhe doo( to rhgt cffecq "rcscrvcd

$tr;Hffi X*d*rtd*r-i:.-;:'"Hismxiggq*nffi ffi:
ffi ,*i#,xft Jhx'.x,1*li:1ffi 

-:','"tr,iiil1["*ffi'];,**.n;u'[1"i"*'rv--Ia'

ffiui. fr iil;r. 9* r.9 L i*"i,'n"'i6' c'us laid o.t'S,Yf,"H1nT"I*0,",:S.t:tTl
iiff"r"nt *ooto ,,a.(t Oeot trnrcrrt otc', thcy werc findirrg it hent

Hcadcr Sheoti to cpnespond vi$ $o origiml documcntatrort'

wirh rcfor€nQc to thir sigrred dcclacrtion and thc admissionr o{ thesc Tclccolu employccs

#iiir.i,ii,-ilii"'-;;;ii#[#-ft1l-;i:"1"i:lrAi*lfr,ikSif ;f,Xffi tm
Duruauy rcccivod illsk aPP.roqPr_lTll:::1)i":^yl::i,,1,;:;r.iii"iii."l,ir: r,'"*n uy rhe corncr
tlrenr iL htvc evcry opponunity to hlYc drcir knowtr colnrnutttct

dlta Ptls€ crt bY 'f clccom'l

AND I make this solemn declaratkrn conscicnliously

b€ true and by vittue of thc Provisions of an Act

bclicving thc $ame to

of thc Pailiam€nt of

punishable for wiltulVictoria rendering Persons making a falsc

and c!rnlpt pcr.iury.

DECLARED * (] o,,"..\'e..,, un*A inthe

state of victoria rhis I d t b'

day of C'\,^5 Onc thousflnd

nine hundrcd Q'{

Before me

N O CREASEY
Sc・;lior`:olll:`t,1021524

dcclaration
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l$ffi#ffiffi rs tu oo* qpsipdrr pcr* b co@n,car

I L8:Ir rlso dcq,rEd o oootrt (ho &gt.s to rocLhL vic*r H at ttria poirt hsooisultY.ihhL.

ttulS lhro comadro&o l{ctl6oo rtAr*cl b s if tc wes rwrrc of ay
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I etso notcd tlet the abseocc of.proof ia thc form of docurDeats aay bc scrn aswcakedns his casc bur could ar"o uc;i"J-,*JJGii'rIL-.3 dafoace erd hcshould b€ar tbis itr oiad whca cxaraiaing a*,rr"r"r" il i'fri, *., also c,oncemcdabout docr'ncnts which strrGd ,t , o.*"*"-iilil""i"wrierc no atacrrment w""avaitablc. ttro Ioft an crarrylc of ,ai, *itt u, t.fi. iiiJdi"'
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complnints handling pr
contusioo wh.reby key

To me$ certaiD committu.otg to AUSTEL mtrlc by Mr Blac& and Mr Fickling s incomplete

.^matriarr hrndtine ar,accss:ii(rg.:E.Et'ifoncetd.d.ojtrt sl;tii ilia{6. resi{ting in Euch rcsr:{tt.ncni .n l

2. The manrgemant of COT custonrcrs by ll r Rorl Pollock is nothing fitotc thnn c uoPmf€5sional, 
.

"a*..or;ot 
s;proach fowtrds cllstomers. M r P'llocks rrppoach !o tbess cusiomers hts be€n one qf

lllaniPい lailon`nd d町 ti。口鰺 in his d“ l:l,ss with th● top Four OOT custoers`nd subsequent

elCve'1 custo[rers Mt Potlock h&S tied nnd decaivc'tl tl]qsc custorners'

Cr;9a5;";'c'ji.lo..i. a!rri Jl" Teld.;otn:hss ht-c-fl chn]/lrJ'nll.r 'crnov"i 
tr Slt"rct'' lo

i";Ai.,"r"i i,; A.loi", ide{t-y-'s-cE-if liiv; hecn ie+1ii&t-eiJ hot 'ra pleci pertinent

o$ttotng. filta Eo i-c no to weakcn Telgcom'5 gi.se iirr(her' へ̈ ルーーマ

COT sustomsrs rbd may orova !q be a lhr€at to Telcdom havs be€{r sxPqrtidly maoiFlleted rnd Psid

..GilcB.nt . tloU'1.,-u <
:
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4. TteI€ 1rt thrce mrio ffees which Sieve Blaqi eotl his seniot;xiutives hr"c iught to influeiee

doing

snd manipulat :

l. Rsmove o( cbeage cldar i tfontration co thc Positioo of lhbilig' 3
-^- 2- Diariuish rLc level of cotrpeasrtioo pryabl'o to COT cusronrars'

3. Dismissivo of breaches in relltion to matle6 regarding cusomer Privacy'
."s

In rclation ro rh.e Rohen 8ny cuso Sllve Black heC aough! !o cor,rsr up the truc frcas of disolosurt of

or6rorner infornatioo, P*ticuli4y ha hns sough! to co;et uP 'bmadcacting' of thc surtorDs.s Privele'

ialbrmation.

AsyoucaoEdfromwh.tlhave'neotione.ltoyougoric.hingoedsmdonc"Asyouc.srPp|tci.tc
rre ire not in a Posirion to go rrny dciPcr th{t whtt has aludy b*o ourlinerl As to rvtco ncxt

that lies in youihanar. WJ tave rtonc what is uofiorhrnatcly our only tbrm of addr*s fO tho

riruatiqn.
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My Telstra Fax Account for.tLe23d May 1994

,/

Me lhournE --AG[;IEITS=L
lrlc lbourne --T. 48:ii?
Itle Ibourne --OgfiiEi7fi=k
hlerrnamboo I :@ft6-fA-
llaroichydor e O714.9,1OZZ

DUPLICATE BILL
D  CDTL 19 」UN ,4 LIVE

"i●
r uuttiγ ●Vi●  V=‐ r‐ 9■_`ι
‖eiし●tlrne    ooる 1487●0

l4e I bourne
Fle lbourn:
lrlelbourrre OgeBt7O99
Maroochydore O744G4EB4
Marooc hydo r e OT 4414OZZ

D
D
D
D
D
D
D
D

014`
0145
0145
0145
0352
21lo
C,145
2102
15,55
2134
0,4,

0.3,
0,38
0,38
0。 38
0.32
1.20
0.38
0.82
5。 6■

1.40
0.53

TELECO‖ AuSTRALIA
055  267267  626 A  z
‖R ALAN SMITH
RMB 4403

61/1ol V‐」4 025 00,

Page 45 from Telstra's B004 Arbitration Defence Report

On 23 lday 1914, Snith corylaid thrr he was getiag engaged signal wbea sending a
facsimile to &e Arbitrato/s o6ces at HuDt & Hurt (614 g73o). A subscgueot
investigation revealed that facsimilc numbcr 614 B73o is pafi of a two line roery Guag
group togethcr wi& uumber 614 21E9. Both 614 8730 and 614 2189 wcre tested and no
fault was found- Telecom's Tony watson tclcphoued Huat & Hurt to iaform thcm tha a
pcrson had rcportcd getirg busy x&ilg crlliig their facsimiic. Thc reccptioaist told Mr
watsoD that thcir facsimiles wcrc vay busy alt ths rime. In light of this ciscussion and tbe
testiag ua&rekea, Mr watsou coaciudcd thar Huat & Iluat was probably busy at thc
rinc wheu.sruitn utcaptca !o seod his facsimile and thc iaci&ut was Dot thc result of a
aetwork problcm (rcfereocc docuoeat 4.10).

ヽ
Bricdlg Prprr B@{ - Ala SEi6 lm2794
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28 January 2003 G◎PY
.loltlt Plinod
Ombudc n

Total Pages: 19

Dear

LEYEL3 COMPT.AINT
TIO reference: 02101638-1 - Mc Kenzie

The Telecommunications Industry Ombudsman CflO) has reccived a complaint against Telstsa
Corporation tom Mr & Mrs Darren & Janny Lewis regarding telephone nurnbcr 0355267267.

The TIO has raised this complaint at level 3 because ofthe complexity of the complaint and likelihood
that extensive testiag may be required. Mr & Mrs Lewis have advised the TIO that they have an on-
going complaint with Telsfa Corporation in relation to their tel€phooe service and have as yet been
unable to resolve this matter. The TIO has invested time assessing Mr & Mrs Lewis' correspondence
and believes that firther investigation is warranted.

Mr & Mrs Lcwis claim in their correspondence attached:

. That &ey purchased the Cape Bridgewater Coastal Camp in December 2001, but since that
time lave experianced a nurnber of issues in relation to their rclephone service, many of which
remair uruesolved.

r That a Telstra teohnician 'Wr Tony Watson" is currently assigled to his case, but appears
unwiliing to discuss the issues \r.ith Mr Lewis due to his conBct with ttr previous Camp
Owner, Mr Alan Smith.

o That on 27 Septernber 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 tlus.

o That on 28 Septernber 2002 "Renea" advised him tlnt that the local exchange could only
handle a certain amormt 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 Telsba Corporation advised him on 26 November 2002 that the phone cxtcnsion wuing
was laid too shallow and was not insalled correctiy, thus it believed that Telstra Corporation
had not installed that wiring. Mr Lewis also claims that it was suggested that the line had
been tampcred with.

o That Mr Alan Smith had provided him with docurnents cotrftmhg that Telsba Corporation
did all the cabliag and wiring in question.

（（

o That the phone problerns have decreased dramatically since Telstra Corporation rewired
business on 9 December 2002 and discormected the phone alarm bell, howcver he is

'ン所あなれり餞レ4,電 力́ ″4●め 沼ο麟″√″η″″お"
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cxpcriencing inlcrmittart probrems with receiving ca[s, and continued to havc probrcms withhis hx ,inc' 'v rE'E FU'erErr

r That Telsta corporation havc checked his fax machine and confirmcd that it is workingcorrectly.

. That bc bclieves that 
T g. ,"T: n 9Ut.[ 6,.g.*,;;*r*a whcn atrcnrpting ro send or

lffi.ff:: from a number of roc4ions, it jg uqlikerl'th5t rh" f"dri;;dr'iffii#;",ry,,
r That the problems expcnenced resulted in the frustration ofhis clicors bcing rurablc to contacthim to make bookings for his camp ana are 

"ffecting 
thc prolitability ofhis business.

Mr Lewis has outlined 
" 
.*I., :f t1y problems on page 3 of his corrcspon&nce ettaclrcd. Inparticular, lvlr Lewis has identificd thc following concemsi '

' That he has b.en conracted by a numbcr of pcopre advising that thc tcl€phonc bad not bccn

ffi:"*o 
when nnging previously, <tespite lr,ti Lewis' asscrdon tlat someinc *., o.J 

"t 
tr"

' That many faxqs seat to his potential clients have not bccn rcocived at tbc intcndeddestinations, despite his fax transmission .ecords 
- 
confirming that tbc far had be€nsucccssfully sent. Furthermore, Mr Lcwis claims that f,e frr" G 

"fr*gJ f"r?"i?,f,"*
. That he has expedenced problcms receiving faxes Aorn his clicots.

' That when he uscs rr0# to rctricvc missed phone calls, he is so'etimcs givca numbcrs tomdays bcforc which had not registercd carlicr.

' That pcopre had reported that when attempting to cal Mr Lcwis' business thcy first hear amessage that the telcphone has bccn disconn-ected, but whcn trying agai. are conncctedthrough on the same number.

' That when Picking up the rcceivcr to makc a call, he had intemdttently hcard another person,sconvasation quite clearly.

r That on 25 October 2a02 a carq rc?oned that wherr e{1q.tg contact Mr Lcwis earlier, heheard onry clicrcing noises on the tel+iro"" rir., uuitr,";l did not connccL

' That a caller rcported that they had cared and heard an angagcd sipal, dcspite Mr Lewishaving call waiting activared on th" .".r"i.e to pi"rlt *.s"a caf"
r Thit another caller reported that cvery time he cared he receirrcd a fax conrrcction tone.o That on r 3 Novenrber 2002 he picked ,p thc receivcr and heard a dcep brcathing sound but nodial tone. - uvcP ureuunt souncl b

The 1'lO asla l clsu"a Corporation to present its perspective on the cornplaint.

If relsu'a corporation decides that the comprainant,s claims have merit aftcr revicwing th complainr,how docs Telsea Corporation propose resoling the co6i"rnI' '

If relsta corporation is of the vrew .9, g* is no merit to sorr or_all aspccts of this cornplain!plcase providc reasons for irs visw, ,d.rilifig ;; ir'*'i, Jrp*.. In additiqr, preasc zupirv 
"rr

documcntarior, relcvant to lhe comprlm. n'p-"i.ir'l, riJ.. rlra.,r All Customcr Carc Notcs for the account
o All Fault Rcports for the account
e Telsea corporation's assessmenr of wherher Mr Lcwis is cntitrcd to compensation under thecustomer Service Guaranree in relation ,""ny 

"i*,"?Js r",qtcd abovc. prease incrude itsrcasons for the asscssmenl for each fautt r.ponJ

//



$

( fne nO iras forwardcd a clrpy of this letter to the complainant and asked thcm to pay any undisputed
' charges. While this complaint is under consideration, the TIO expecb that Telsta Corporation will

zuspend credit management on any diqputed charges.

The TIO may also forward Telsra Corporation's response to the complainant. For this reasoq please
cnsure that it is written in plain Eg8lish.

Please forward your reply to this lettcr within the next 28 days. The TIO may escalatc the complaint to
Level 4 slatus if Tclsta Corporation docs not respond to the TIO within this time tarnc or provide
information requested.

Please contrtct me if you would like to discuss any aspect of this cornplaint.

Yours sincerely

.al-)
/ -// /\

//,
Gillian Mc Kenzie
Investigations Oftcer

／う

‐
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