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detail 0 explain the signifganpg of Telgcom'sfaturo to adequatly
adviso Mr Smigh on matters relating t this issug, o
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80 The firsy Written mmmufﬁcaﬂcn from My Smith to Telneom

aomplajm‘ng of the Ry roblem wag on the 20 June 992, following
On from a fayp py mad by Mr Smith g 16 March 1995

COmplaining of this letter was gqq to the Hamilion
Manager of CustamerSe » Mr Smith'g 1 Provides an Insight
nto the Significancg of the Rva from the oy,

Perspectiye, .

81 Smith detaileq in his lettar how an English tourist hag informeqg

Succession on g day in Mareh 1992, The lourist hag Informeqd pgy
Smith, afie, Sventualyy getting through to him, that she hag feceived 4
Messagg Stating thay '?hr'sﬂvﬂwerfs 10t conngctgey » As the tourist

had caflgq Mr Smith the Previous day trom Adelaide, she knew they /
the camp Was in operation and that the Camp umber shoylg pe ,
Connected, The RVA Message was obviousyy incorrect, the cail |[
Should haye been Connected without any Message being feceived by |

the calling Party, f

82 Inthe letter to the Hamiiton Manager of Customer Services Mr Smith
Noted that he had receiveqy Complaints of th;s Rva
the report from the English tourist g had s Many
Complaints, ; did ot put puo and " (The
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Alter noting that his camp must meet certain criteria set by the 140
Education Department to be listed as an approved excursion venus, I
Mr Smith went on to detail the potential damage to his reputation of

the RVA message:

33

Five weeks ago a friend, in jest, said: “I'm glad to see that
you've paid your phone bili". Those words, although said in
fun, give a pretly accurate summation of the opinions derived
upon hearing ......."This number Is not connacted.” What
effect does it have on the general public? What effect does it
have upon prospective patrons? Would you recommend a |
venue which appears incapable of paying its bills? |
Mr Smith was also concémed that i'a grolp of teachers met and were
discussing the Cape Bridgewater Holiday Camp comments may be
made such as “Stesr clear of them! Thay can't even pay their phone
bill,” |

As Mr Smith paints out, the RVA message had the potential to
saveroly damage his business. An important point In relation to the
possidble financial impact of the RVA message on the Cape
Bridgowater Holiday Camp service is the camp's dependence on
group bookings. In June 1992 the camp tariffs ranged from $1500 to
$6000 per week, 80 the loss of aven one booking becausa of the RVA
problem could mean a substantial financial loss. On calling up
Diractory Aselstance a calling party would have been informed that
the number was connected, but many callers woul! probably not '
have taken this action, accepting the cantents of the RVA message at '-

face value.

From examination of Telecom's documentation concerning RVA
messages on the Cape Bridgewater Holiday Camp theré are a wide
range of possible causes of this message. A list of known causes of
RVA messagas affecting the Camp is provided below, although this
list may not identify all possible causes of RVA on the Camp services.
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incorrect Dialling of Cape Bridgewater Number

87  in ceriain circumstances incorrect dlaling of the Cape Bridgewater
Haliday Camp aumber could produce an RVA message. Telecom
documentation canvasses incomect dialling as a possible cause of
roports of RVA from callers trying to eontact the Camp. A analysis
from Telecom's undertaken by Telecom's National Networks

investigation states:

it Is worth noting that, by caliing D055 267 26 we oblain &
fomale Recorded announcement "The number you have called
is not connacled, please.......". It Is therefore possible that some
of the reported RVA may relate to mis-dialled numbers 3

88 i shouid be noted, however, that most cafiers would be expected to
chack the number they have dialled and/or attempled a second or
third call, which wou'ld minimise the potentlal of incomect dlalling as &

source of repors of AVA's,

RVA's originating from Portland reglon due to ‘intermittent dligit
storage problem’ at Portland exchange

89  An Intermittent digit storage problem* was found in a register in the
Portland exchange and repalred on 7 October 1992. This prablem
couid cause oither wrong numbers or RVA's on calls made from
subscribers on ARK exchanges parented of the Portland exchange.
Subscribers calling Cape Bridgewater Holiday Camp trom these
reglons could therelore have experienced RVA's when calling the
camp, and, in fact, some subscribers did and reported the problem to

Telecom.3®

g0  On 24 November 1992 Telecom’s Area Manager - Special Products -
Commercial Vic/Tas wrote to Mr Smith and said that the “register”
problem would have “affected a maximum of 1.5% of incoming calls
batween 2 October and 7 October 15920 it is not clear how the

-

39pocument entitied Analysis of 055 267 267 problem - from M$3
30 probably Savill and who elsa?- need lo locate quotes o rewond this - aiso important for

saiting me trame lor duration of problem

|
Alan Smith_draft - Bruce Mmm_mm_a_mmm____‘
e ———




91

g2

95/0674-01

35

duration or extent of the problem were so precisely identified, 142
although the duration appears to be based on some fault raports from o
local subscribers in early Octaber 1992. The analysis provided is
chalienged by a file note mede by the Hamilton Manager of Customer
Services after & conversation with Mr Smith on § October 1992:

Mr Smith received a lettor from a tady .......who lives in

Heywood. She claims (on) 22/9/92 (she) rang 267 267

between 10 and 11 am. Recelved RVA message this number is

disconnected. Rang 267 267 25/9/82. Rang from 9.20 am

onwards 7 timas recelved RVA message, 2 times No

Responss, No Tones. {note: callers number was from 055

prefix ragion)

Other evidenoe also Suggests the problem had existed for a longer
period than a 5 day period as Mr Smith was informed. An undated

nole from a Technical Officer et the Portland exchange to the
Manager, Nationa! Network investigations - Melbourne discusses hls
investigation of the matter. The Technical Officer had contacted the

Heywood caller, who had 1old him she had contacted ancther

subscriber in Cape Bridgewater "on many occasions .... and
sometimes she gets a recording (MALE)" stating the service had been

disconnected. The officer went on fo say:

We have had quite a fow complaints from ARK-M customers
(Inciuding HEYD) about this recording®!

it appears that the RVA problem the Heywoad caller was
experiencing when calling Mr Smith and ancther subscriber in Cape

Bridgewater was significantly greater than 1.5%, and had been in
existence for some time. From the recent information provided by the
Heywood caller via Mr Smith the problem had commenced at least
10 days earlier than the period Mr Smith was informed by Telecom. &
should also be noted that the problem seems to be quite severe, at

least from callers from the Heywood region.

b
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83  Information provided by the Heywood caller suggests this particular 143
RVA problem had almost cenainly been in existence for & much S
longer poriod than a few weeks prior to the fault being repaired. A
chronology of events on the Cape Bridgewater Holiday Camp
provided to AUSTEL by Mr Smith notes that the same Heywood cafler
had tried to contact him on 16 March 1992 and experionced an RVA
when attempting to see If accommodation was avaliable &t the Camp
for 12 guests at her premises seeking accommodation in the Cape
Bridgoewater area.42 ..

94  The letter provided by Telacom’s Area Manager - Special Products -
Commerciat Vic/Tas is a further demonstration of Telecom's inability
to co-ordinate customers' complaints...Mr Smith's faith in Telecom's
tault investigation procedures and integrity must have been further
ercded by a letter which minimised the extent and duration of the
“relay” problem, particularly when the 5 day period of the problem
which is admitted does not include dates identifying experience of the
problem which Mr Smith had reported to Telecom.

incorrect programming of Cape Bridgeweater number code st
Windsor Dighal Trunk Exchange (MELU)

85  Of all the identified causes of RVA's on the Cape Bridgewater Holiday
Camp sarvice the most severe cause, In terms of the volume of
Incoming call tratfic affected, was when the Cape Bridgewater number
code data was not comractly programmed at the Windsor Digital Trunk
Exchange (MELU). The lengih of pericd that this problem existed,
however, is contentious. Telecom wrote to Mr Smith stating the
problem occurred for a maximum of thrae waeks, whareas Mr Smith
argues, from intormation provided to him by callers to the Camp, the
problem existed for at least 4 months®,

96  As detailad above, Mr Smith's knowledge of this RVA problem was
first brought to his attention by an English tourist trying ta contact the '
Camp in March 1992. From Telecom’s LEOPARD fault data‘4 the first -

42This call woukd rot have tunked via MELU unfess she cafled the 008 number, as cal was &
ocal call
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report made by Mr Smith complaining of the RVA was on 16 March
1892, LEOPARD records two prior reports of RVA from other Cape
Bridgewater subscribers, with the first of these made on 4 March
1892,

87 Telecom's Area Manager - Special Products, Telecom Commercial
Vic/Tas wrote to Mr Smith on 24 November 1992 providing
information on the duration and cause of this particular RVA. This
letter was the first written communication to Mr Smith providing details
on the naiure and duration of the problem. it was provided 8 months
after the fault had been rectified, after numerous communications from
Mr Smith concemihg this matter. This letier steted:
A fault at Windsor exchange in Malbourne was caused by a
network program change. This programming caused a
network recorded message to be given to some callers, and
affected incoming STD calls from Melbourne to Bridgewater for

- a period of up 1o 3 weeks prior to the fault being fixed. The

" maximum impact on your incoming STD calls from Melboume,

could have been up to 50% and would have depended on
exchange traffic at the time of call attempls. The Windsor

exchange was reprogrammed on 19 March 1992 and this has '

rectified the problem. &

98  The timae taken by Telacom to provide this Information to Mr Smith
indicated extreme negligence on this matter, particularly given the
gaverity of tha problem to the Cape Bridgewater Holiday Camp
servics.

99 Telecom's argument for the maximum 3 week duration of this RVA
problem is based on both customer fault reports and data number
changes performed at the Windsor exchange. After seeking
information from a number of sources this conclusion was reached by
National Network Investigations (Melboume) in a report dated 28
August 1992, over 5 months after the fault wes rectified. 48 Itis

4330 . 24 Nov 92 - from Smith gays @ months, but Smith orginally said 4 months.
d4g24 . COBPAK Adhoc Raquest - what is this?

144
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assumed that this analysis was used as the basls for the letter to
Smith of 24 November 1992 which stated that this problem had
occurred ‘for a peniod of up to 3 weeks.’

On 5 February 1993 the Manager - National Network Investigations
(Melbourne) produced another report on the issues of RVA and NRR
from the Cape Bridgewater Holiday Camp. This report was
distributed to other National Network Investigations Managers, to the
Manager - Tasic Commercial Business, Commercial & Consumer
Business, and fo the Manager Warmamboo! Operations Management
Group. In regard to the MELU RVA ervor, this report stated:

An exact period that this data erfor was effective for is difficult o
obiain but analysis of MELU information indicates that the data
change was In place for approximately 6 weeks.47

In mid 1993 a briefcase containing file information was tnadvertently
loft at Mr Smith’s premises during a visit by Telecom National
etworks Investigation personnel, and Mr Smith subsequently viewed
the contents of his file, which contained the 5 February 1993 report.
Mr Smith noticed the discrepancy in the duration of the MELU RVA
problem, and alleged to AUSTEL that he had been mis-advised on
this issue by Telecom. Telecom responded to AUSTEL stating that
the 6 waek pericd identified in this report was an error, and that the

earlier 3 waek estimale was corroct.4® NEw TErSTRA Dot e NTY

X SHow 8§ NenNTHE

AUSTEL has also viewed some documentation relating to the pericd
the daia aror at MELU was causing RVA on calls to Cape
Bridgewater. The circumstantial evidencs indicates the problem may
have ooccurred for only 3 waeks, but no precise or definitive duration
of the problem can be ascertained from the available data. A more
accurate assessment of the duration of the problem would

4530

48 gog . Hew Macintosh for Manager - NNI - 28 August 1983
475Nt fig - front page
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undoubtedly have been assisted by a much eariier examination of the
problem.49

103 itis apparent from Telecom's documentation that na Investigation of
the duration of the MELU daia emor problem would have been
initiated without the persistence of Mr Smith's complaints on the
matter. It also follows that ne Investigation was intended into the
circumstances which led 1o the error occurring. The fack of this
process raises serious questions about Telecon's abillty to ensure
such errors are not repeatad.

104 The assessment plovided to Mr Smith that up to 50% of STD calls
from Melbouma ta the Cape Bridgewater Haliday Camp would have
baen affected by the MELU RVA problem appears to be accurate.

Caonetuslon

105 The advise provided 10 Mr Smith on matters relating to the RVA
message caused by the data error at MELU was inadequate. The
impression conveyed by Telecom’s letter of 24 November 1992 to Mr
Smith was that Telecom was certain of the maximum duration of the
RVA problem, a certainty which is not conveyed by Intemal
communications on the matter. it should be noted that the original
advice provided o Mr Smith must b assessed in the context that Mr
Smith had submitted a claim for compensation.

106 Telecom also falled to investigate the cause of the MELU RVA within
a timeframe which would have assisted a more precise identification
of the duration of the RVA problem. This was a fallure to initially treat
this issue with sufficient gravity.

RVA Problem for calls made from Public Payphones

107 Complainis of RVA have been received from callers using public -
payphones trying to contact the Cape Bridgewater Holiday Camp.50

4BNgad to idemily documant which makas this claim
8spcumentation shown and discussgd with Clilf Mathisaon on 17/2/94,
50s00 18a - Maciniosh to Exchangs Managers.
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Telacom tested for this fault, but was unable o substantiate whether it 147

occurred. R is not clear how comprehensively Telecom {ested this :

issue. it should be noted that there is conclusive, however, that Cut
Oifs to the Cape Bridgewater Holiday Camp from Public Payphanes
occurred because of incorrect data coding in the network. The
documentation provided to AUSTEL is not conclusive on this lssue,
and provides fittle detail on the extent or nature of the problem.S?

Local techniclan’s perception of existence ot RVA problem

108 Mr Smith is sceptical of the advice provided to him by Telecom's
s&nior management conceming the extent and duration of the RVA
prablems atfecting the Cape Bridgewater Holiday Camp service. A
contributing factor to this scepticism was probably information
provided to him by local Telecom technicians on the RVA fault.52 It
should be note that Telecom technicians regularly visited Mr Smith
during mid 1992, An internal briefing history prepared In late 1982
described the technical service pravided to Mr Smith over this period

as catering "to Mr Smith's every whim.s3

109 The view of the local Telecom techniclans in relation 1o the RVA
problem is conveyed in a 2 July Minute trom the Customer Service

Manager - Hamilton to Managers In the Netwark Operations and
Vic/Tas Fault Bureau. This Minute stated:

Our local technicians believe that Mr Smith Is correct in raising
complaints about incoming callers 1o his number recelving 8
Ascorded Voice Announcement saying that the number is

disconnected.

Thay balieve that it is a problem that is accurring in increasing
numbers as more and more cusiomers are connected to

AXESA

SiNead to find more quoles ¥ | leave this in.

52 Smith to substantiate this.
53517 . Brisfing History - Mr Alan Smith, Cape Bridgewater.
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110 It should be noted thet this statement is made aver 3 months afterthe 148
date when the MELU RVA problem has been rectified. Although fleid -
techniclans are not necessarily in the best position to kientily the '
cause of RVAs, they cartainly recelve a body of anecdotal evidence
from customers of prablems which they are expariencing.

111 Itis clear that there was a certain leve) of perception by Telecom
technicians that other customers In the region were also sxperiencing
the RVA problem. This-perception was probably based on other
instances of data errors similar to that which affected the Cepe
Bridgewster Hollday Camp. One data emor affected the Mr Richmond
locality immediataly adjacent to Cape Bridgewater, where after an
upgrade to a.digital axchange programming-had not been changed
from analogue to dightal for calls switching to Mt Richmond via
Mealbourne's MELC exchange. This meant that calls switching via this
exchange could nat reach Mt Richmond. A July 1992 Telecom Minute
from a Warmambool technician which discusses both this error and
the MELU RVA ermor notes: "Both these problems were found a
considerable time after the (exchange) cutovers.™ss

112 |t shouid be noted that in reference to the Mt Richmond problem this
problem had been in existance for at least & months after the

exchange had been upgraded 1o a digital exchange. This
demonstrates that fault reports alone are not necessarily a refiable
indicator of the extent or duration of this type of probiem.

A Other Data Coding Problems

113 The July 1992 Minute from the Warmambool technician notes other
data coding problems occurting in his region. The Minute statés

We have also had problems with ARK's parented off the -
Portland AXE riot being able fo gst local customnet and 008

codes bacause the A-Number analysis for these exchanges =
were not In the data in the Warmambool Node.- '

54)ark Ross to Chils Doody and Graeme Davies - 828
§6Geott McCann to Chiis Doody 517




9
What concerns me is that with the number of ARK 10 AXE 14

reparenting being carried out across the state how can we be
sure of and who Is going to check the A-Number and B-
Number analysis, routing etc in all the Nodes throughout
Victoria so that this does not become a major problem in the
network.

1 suggest to enable us to have confidence in the whole network
Mthosapmbl_o!nshavarabeaddrassedandmafdwdts
should be performad in all Nodes across the state.

42

114 Mr Smith's 008 number did not begin operating until December 20
1992, so the referénca 1o probiems with data coding for 008 numbers
in his reglon are not relevant in thisinstance.: The broader concern
relsed by the author of this Minute as to an apparent failure to
effactively co-ordinate programming of number data when upgrading
to digital AXE technology is relevant. R is possible that calls to "the
Capae Bridgewater Holiday Camp were affected by this problem. Itis
also possible that this problem was the cause of some instances of
RVA on calls to the Camp.58

115 Some problems with incorrectly coded data seem 1o have existed for
a considerable period of ime. In July 1993 Mr Smith repontad a
problem with peyphones dropping out on answer to calls made
utilising his 008 number. Telecom diagnosed the problem &s being to
Due 1o incomect data in AXE 104, CC-1. Fault repaired by Ballarat
OSC 8/7/93"57 The original deadline for the data to be changed was
June 14th 1991.58 Mr Smith's complalnt led to the identification of &

problem which had existed for two years.

116 AUSTEL daes not know how widespread the problem with incorrect
coding of data was (or is) throughout the network. It should be noted
that the data problems sesm to coincide with an region being
upgraded to digital technology.

S8CHH to conliTn
57555 - ¢ Sept 1993 - Rod Smith to Manager, Warmmambool.

68559 - K. Grant 1o various Manager - pro June 14 1991
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Summary 150

117 There s no incication that the multiplicity of possible causes of RVA's
on the Cape Bridgewater Holiday Camp service wers ever
adequately explained 10 Mr Smith. A number of factors may have
contributed to this failure, foremost of these being the length of time it
took to identify some of the causes of RVA on the Camp service.

118 When Telecom wrote to Mr Smith on 24 Novembar 1892 expiaining
two known causes of RVA on his servica the information provided was
inadequate. The duration of both RVA problems did not correspond
with information M Smith had recaived from callers of their
experiance of RVA's when trying to contact the camp. Telecom's own
intemal documentatian an the durafion of both problems
demonstrates that there was evidence that faulty relay problem almost
certainly existed longer than stated, and that uncertainty exists on the
duration of the MELU RVA problem.

113 Given the questionablo Information provided to Mr Smith on RVA's
affecting his service and the delay In providing this Informstion i is not
surprising he questioned the explanations provided by Telecom
when they arrived. Information received from local technicians would

hava compounded Mr Smith’s perception of the problem.

120 The consequenca of Telecon’s failure to adequately advise Mr Smith
on RVA problems affecting his service was that Mr Smith's faith in
Telacom's Integrity and capacity 10 resolve faults was severely
undermined. Mr Smith was subsequently highly sceptical of
Telocom's interpretation of fauls on his service, and he undartook
extansiva (nquiries within his industry and with people in comact with
the Camp 1o try and ascertain the extent of the problems affecting the

Cape Bridgewater Holiday Camp services. -

-

Fallure to advise of consequences ol testing program

121 In July 1993 Mr Smith complained 1o Telecom that caltars from
payphones In his local region could not make contact with the Cape
Bridgewater Holiday Camp. it transpired that the cause of this
problem was specialised monitoring equipment then baing used on
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his ine. The Telecom staff responsible for connecting the specialised

equipment knew that the problem would occur through utilising this
equipment, and failed to inform Mr Smith of this fact.

Mr Smith was only Informed of the side-effect of the monitoring
equipment when he complained of the faull, R is not sure to what
extent this fault would have affected potential customers for the camp,
or haw many callers were afiected by it. Mr Smith should have been
appraisad of the consequences of the use of the monitoring
equipment, howsevar, as it was ultimately his decision whether the
possible benafits of the use of the monitoring equipment outweighed
the potential loss of rgvenus fram the loss of callars.

- s L LT L

Fallure to advise of Anawer No Voice problem atfecting Cape

123

124

Bridgewater Holiday Camp Service

Mr Smith began experiencing faults which related to a condition
termed Answer No Voice in late 1992, although it Is possible some
earfier fault reports from Mr Smith also related to this condition.59
Answer No Voice Is defined in this instance as when the called party
racelves a burst of ring, but upon answering the call receives dial
tone. :

In February 1893 Mr Smith was communicating faults directly to
Telecom'’s Commercial Vic/Tas area. A senior Telecom officer who
was a regular Telocom contact for faults reported by Mr Smith noted
the following fault report of 2 February 1993:

He (Mr Smith) received on burst of ring at 1.15 pm and 5.05 pm
yesterday, when he picked up the recelver (sic) he heard dial
fone. This problem occurs intermittently through-out the
Network and although & Is recognised as a problem there -
appears (o be na one person or group involved in resolving
150

590 comoboration - see Smith chronology - 289 - complated May 20 1993.
80Cyugtomer complaint form print-out - Cape Bridgewater mongoring fokler.
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& was a problem caused by the AXE at Warmambool not B s

having enough soft ware blocdks releasad and this was to be

! done on 26/0/93. | then rang Mr Smith back and he accepted

| the expianation that It was not just him suffering the problom %2

129 | appears that this fault was not as difficult to dlagnose as originally
thought, and the resolution of the fault pertained more to an incorrect
structure of the local network serving the Portland region than an
inexplicable nationwide fault condition. Of note is that at this time Mr
Smith was obviously concemed that the fault was affecting his setvice
alone, whereas If Telecom had made known to Mr Smith thelr

! knowledge of other people reporting the same problem Mr Smith

Ty woulkl not have had this concern, and perhaps soma of his frustration

f with his telephone problems woulkd have been afleviated. A failure to

acknowledge other people reporting the same fault aiso relieved the
pressure on Telecom staff to deal with this problem at an early stage,
and it seems that this problem was not diagnosed and rectified as

" quickly as it should have been.

130 On 8 April 1993 Mr Smith wrote to AUSTEL and refarred ta the
apparent resolution of the Answer No Voice problem on his service.®8
Mr Smith maintained that it was only his constant complaints thet had
jod Telecom 1o uncover this condition affecting his service , which he
maintained ha had been Informed was caused by "increased
customer traffic through the exchange.” On the evidence avallable to
AUSTEL it appears that It was Mr Smith's persistence which led to the
uncovering and resolving of this problem - 10 the benefit of all
subscribers in his area. The time taken for reclification of the fault by
Teloecam was excessive, particularly in refation to the assurances
given to Mr Smith by the Service Manager, Telecom Commercial
Vic/Tas on 1 September 1992 (lefter previously quoted under -
Allegation (1)), stating that Telecom was:

-

& technical organisalion capable of responding. quickly and -
sfficiently to a service difficulty should there be a need.

62;ctomer compiaint form print-out - Cape Bridgewater monitoring folder.
8391
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Aliegation (ill) Denlal of existence of problem or ita
undereatimation

131 From the customer complaints records it is evident that Telacom
technical staff usually advised Cape Bridgewater Holiday Camp in
general terms of testing taken in response to faults/problems reported.
What Is not evident In any documentation is whether the customer
was advised of how the testing addressed the faults being reported
on a continuing basis or how the testing would isolate and thereby
identily the causes of faults/problems being reported.

132 No documentation was found of Telecom effectively addressing the
issue that many callers in the Cape Bridgewater area were reporiing
similar faults/problems as the camp. Despite continuing programs of
test calls to Mr Smith's premises, no comprohensive surveys were
conducted of other subscribers in the Cape Bridgewater area to
examine problems they may be experlencing. When limited lnquirdes
wera made in the area, problems of faults were substantiated to a
lovel which should have Initisted further inquires.

133 There was no documantation found where the results and significant
findings of major investigations were advised to the camp apan from
where information was specifically requested.

134 The approach adopted by senior executives of Telecom
corresponding 10 the camp advising that the network was working
satisfactorily, did not reflect the evidence available to Telecom that the
camp was experiencing problems over an extended period of time.

RCM Faults on the Cape Bridgewater Holiday Camp Service

-

135 On August 21 1991 a digital RCM was installed at Cape Bridgewater.
The RCM was essentially the terminating exchange for the services
delivered to the Cape Bridgewater Holiday Camp, and the final vital

link in the network serving the Camp.
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136  On 2 March 1998 a techniclan from the Pair Gains Suppott section of o

Telocom nvestigated the Cape Bridgewater RCM system. The
reason for the investigation was the continuing complaints of service
difficulties from Mr Smith. Apparently this was the first time
specialised expertise was requested to assaess the opaeration of the
RCM. This ralses questions about the basls for the service
assurances provided to Mr Smith in late 1992,

It seems that an important contributing factor in Telecom Inliating a
thoraugh invastigation of the operation of the RCM was a Telecom
officer's own expariance of service difficuliies when conversing with

Mr Smith. This officar, whom Mr Smith was regularly reporting faults
to in sarly 1993, noted the foliowing information on 24 Febiuary 1993:

Had a call from (Telecom employes) lo say a Ballarat customer
of A Smith had put a fault in via 1100 indicating she could not
- get through.....! attempted to ring Mr Smith when the ring
" tripped | recelved a noise similar to “camier noise” and a very
faint “helfo” after waiting & while the person at the other end

hung up. &

The officer later successfully connected a call to Mr Smith, who
Informed the officer that a "several people had rung and reported the
same problem°, The Cape Bridgewater Holiday Camp services 267
267 and 267 230, which were both located In one of the three RCM
systems, were immadiately taken out of this system and located in
each of the remalning two RCM systems. The next day the officer
requested that the local region cait in specialised assistance to
assess the operation of the RCM. it appears that the Telecom officer’s
own experience of the problem held considerably more weight than
the numerous repoits pravigusly mede by Mr Smith {o this officar and -
his colleagues.

it should be noted that some minor actions had been peiformed by -
local Telecom staff on the ACM prior to the request for specialised
assistance. A card in the RCM dedicaled to the Cape Bridgewater

847 glacom Customer Compiaint Form
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Holiday Camp service had been swapped with ancther card on the 156
10Febma|y1993msaetfatwnycardwasaposslblesaumoiw s
Smith's problems. Mr Smith continued, however, t0 make fault

reports after the swap.

140 The specialist assessment of the RCM was periormed by an officer

from the Pair Galns Suppon Section of the National Switching

Support (Mebourne) group on 2 March 1993. A Minute dated 12 July
1693 discusses the findings of the Pair Gaing Support officer in

regard to the Cape Bridgewater RCM. {W
AUSTEL's Investigation of matters relating to the problem has

been hampered by Telecom’s fallure ta make avallable to AUSTEL & v
file specifically relating 1o the Palr Gialps Support Investigation of the

RCM. This file was requested by AUSTEL on 9 February 1994.)

141 The 12 July 1993 Minute detalls a number of problems which were
found at the Cape Bridgawater RCM in March 1993. (The fact that this
Minute was written some three months after the investigation clearly
indicates that the author was working from notes or other documents
made at the time which have not been provided to AUSTEL). The
problems identifisd in the RCM were:

« error counter readings for incoming calls to Cape
Bridgewater indicated that on System 1 of the RCM there
were a signiicant numbar of *degraded minutes” and
~arrored seconds”, aithough the indicator of most severe
problems, “severely errored seconds”, read zero. Untii 24
February 1993 the Cape Bridgewater Hofiday Camp was
located in System 1 of the RCM.

« "the presence of 500 Hz. noise on all lines at -58 d8m
causing minor nolse problems.

« "cable ducts info both the cross connect cabinet and the
concrete hut were (sic) not sealed aliowing the ingress of
moisture, which could affect the error counters; =g g
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* "the alarmn system on alf three ACM systems had not boén
programmed. This would have pravemed any local alanns
being extendad back to Portland.”

* strapping records for the RCM could not be located, so that
testing of the “inground repeaters using the “trios” system"®
couid not be performed

* "a problem with the instaliation of the enhanced lightning
protection madties in the IDS block at Capae Bridgewater was
discovered”

142 The RCM system was monitored overnight and analysis the next day
revealed that System 1 was running a high number of "degraded
minutes” and "emored seconds”. The probletn with the fightning
protection module was discoverad and rectified, and the error
counters were monitored after the next night and no enurs were
recorded .

b7

143 The officer who wrote the 12 July Minute noted that when he had -
bean calied in to conduct the investigation he had been informed “of & ,
vocal customer at Cape Bridgewater complaining of VF (very frequent |
Jeut-offs in one direction.” After noting the readings from the RCM
error counters, he commemned "these errors coukd have caused the

VF cut-off problem.”

144 AUSTEL has raised the issue of the significance of the RCM error
counter readings with Telecom. The Group General Manager
Customer Alfairs wrote 1o AUSTEL on 18 February 1994 stating:

The effect of the Errored Saconds and Degraded Minutes may

cause some degradation of tha voice services, manifesting

itself as low level noise (eg “dlicks). The zero count of Severely .
Emored Saconds confirms that there was & low probability of

any call drop out or impact on the ability to receive or make

calls.6® ] i

148 The response from the Group General Manager Customer Affairs
clearly downgrades the potential severity of the “VF cut-off problem” at

-
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