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Exhibit 1(a)
Fast Track Settlement proposal

signe d,22"u November 1 gg3.
Please note the date should rea d,23,d

November 1993.
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Mr J,R. Holrr/s F
Corporatcf,ccretsry
Telecom
242 Erhibition Strcct
Mclbouine 3000.

Denr Mr llolmes

ohn

hc mid.

I am concernod thit thcrc is no deadline statcd ln the Fast Track
Proposal;only that 'specd is of the eg$encgrr. I hope that therc will bs
no unncccssarl' dgla'ys in handling'the mrttcr.

Alan Smirh
t

copies to: Thc Hon David'Bcddall, Minister for Communications
Mr RC, Davcy, Chairrnan, Austel

I enclosc thc Fast Track Scttlcnont Proposal (lat"st vbrsion) whlch t
havg signed. I acknciwledge,the significant shifts which Tclecon: has
made to bring this matter to settloment.

a ln signing and frtunring this prut,ogal to you I am rclylng on the
assumncos of Mr Robiri Davcy, Chalrmon of Austcl, rnd Mr Johrassuhncss of Mr Robid Dayiy,
MacMahon, General Manager. Consumer Affairs, Austql, that this is a
fair document. I was disappointed that Mr Davey was unwilllng to put
his assunnces in writing, but sm nevcrtheless prcparod to eccept what

I would not sign this agrecment'if I thought it prevonted mo from'continuing my cfforts to have a.sstiufgcrlory service for my bu'sinegs, It
ir *y clcar underswrding that nbthing in this agreement prdvcirts rnc
frorn continuing to yelc a sitisfactory telephone servic€.

A05141
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Exhibit 1(b)
Telstra's ,oFast Trackro proposed

Rules of Arbitration
faxed to the Tro loth January lgg4
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hfrW Smilh
Tal*onmurbrdons Inductry Ombuhfiatl
Ground Floor
321 Erhibtuim Srost
TnELEOI RNE VIC 3m0

Dcor Mr Smith

" Frd'fmdrn Arbibslion Pmodurc

I rcflr ro your ruucot concspondancc wih I8n Campbclt coru'crning thc pracdutts onrl
timing to rpply F drc "FlstTril;k" dispstcrcvieun.

t)riginulty. rtlcrc wus g$achld ro Se 'Fd Ttu:L" alrEcnrnt I ser of dcailed Orrft rutcs
whirir rcrc bcing dsydopod for grenl urc in rcladon o tlr rrbiuadon of clcphone-rclatcrf
rlirputat 'llrosc dnft "stondud' rules ue refened o in slousc | (b) of drc "Fost Tru*'
ogncnrcns. Thc 'srndud" ruhs rre sdll bdrg Bndircd hr tlrcy !r! now rcnuivcly rlor o
finalisadm.

'lllcsom has rnodificd s copy of the cuncnt drat'slondard" rules so u* to be spcr"ificatly
uriqblc t'or usc in rchtion ro drc cst itradon of thc 'Fa*t Trar*," disputcs. Thc rrodifrcarions
trke into u:count the following:

o thg prrovisions of thc "Fut Tracl" !gr!?menr.
ylme relcvantcomnEnts whkh Auscl hus rerrntly made concerning thc rlraft ".;turdard'
rules. md
our funhcrvicwc or the rrrlc.s which shouH apply to the s!!ies.

A copy of thosc modificd rulc ir enclosed for yorr consllcrrrion tbr usc in reluion to tlte
articution of drp "Fst Tllck' dispucs

You no donh rypreciuc rhu $cre ir a nrrd for srch nrlcs ud proccdurgs b bc tst bcfbre
itny "Fust TrocL" Eview is comnurcd. ltu is bcrnus dro "Fant Tttc&" oE rsffiEnls sigttctl
by Mr Sshorcr. Mn Gurrlr. Mn Gillan urd Mr Smith. only cor*tinrtc ugrclmcnt3b crtttr
ino on urbicetion ptoocsn. Ac ruch. thcy do nor fully du,runent the rules und procedrro to
bc applictl to drat arbiradon prrrr*c.

. "t t. .tlrlalbat ? '{kO

..;.t:,it ' ; ' 'r $6

D01185



ln $c obmsc of agrad rube lnd plocoCnrcs, tlrc &llowing poblcru sould rri.s:

r tbc rwicryD uouU be ucca ul bc unflirif rulsurr porrducs rtappliod witontpic
ll!$mcog

. tlts rwicrr could bc conmdy ddqrcd f Urtcrut ir roryht o ra rolcr c Foedult
put *ay &rough r rwiou rnd/d

. lhc trvicrr aould hil to rchiwe nrolndonr uhich rc hgdly birdilrg if nrlcg whiuh hrw
not been rgrced to. lrc ryplid.

tt ir inponalt6sttctroccar ro ryrcc rnd rdoptr sdof nlcsrdptwdrrer bc
UryUmarcd quickly in dE ligbtd yocr ptuncd dnroHe fq hc revicn of thc Tr$-TncL'
dirpucs. ncuc bc rssrrcd &u Tdecor will pnwilr! crcry rlsinurc in rhir reglrd.

I *ould TFEi!tr rring bpr ldqlld of uy docirlorudcsrffinins ury nrrcr rnd
groedwcrE bc adopGd fortcrcrcrbr*

Yourufrilhlly

CROUPGENERAL MANAGER.
CI'.STOMER, AFFATN,S
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2.

dl'l'f
'FAST-TRACK " ARBITRATION PROCEDURE

Scope of the Procedure

?his  Procedure ( " the Procedure")  prov ides arb i t ra t ion

pursuant to the victorian Commercial Arbitrat ion Act L984,

as amended, ( "the Act" ) as a final and binding method of

resolving the disputes listed in Schedule A ( "the

Disputes") between the custometr naned in Schedule B ("the

Claimant") and Telstra Corporation Lirnited ("Telecom

Aus t ra l i a "  ) .

The Clainant and Telecom Australia will be bound by the

Arbitratot's decision, and the Claimant, by accepting the

application of the Procedure to the Disputes, wil l  be

deemed to have waived all rights to conmence proceedings in

any court or other forum in respect of the facts giving

rise to the Disputes or the Disputes themselves.

Arbitration under the Procedure will be administered

independently by the Telecommunications Industry Onbudsman

of 321 Exhibit ion Street, Melbourne ("the Adninistrator')

and conducted by Dr Gordon Hughes C/- Hunt t Hunt,

Sol ic i tors ,  21st  f loor ,  459 CoI I ins Street ,  l le lbourne,  3000

(  " the Arb i t ra tor"  ) .

A request for arbitration under the Procedure in respect of

the Disputes does not relieve the Claimant from any

obligation the Clainant may have to pay Telecom Australia

any other anounts which are due and are not part.of the

Disputes the subJect  o f  th is  arb i t ra t ion.

Conuencenent of Arbitration

5. Each party shall  complete and sign a Request for
Arbitration fonn as set out in Schedule C annexed in
respect, of the Disputes. The form must be completed and

returned to the Adninistrator by a party within ? days of

3.

4 .
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receipt of the form from the Adninistrator. The .Adrninistrator

shall notify the parties and the Arbitrato! in writing when he

has received completed and signed Reguest for Arbitration forms

from both part ies and from the Part ies to the arbitrat ions

between each of the three claimants referred to in schedule D and

Telecom Austral ia. Neither Party shall  be bound by thls

procedure until the Administrator has despatched this nritten

no t i ce .

The Adninistrator shall for:trard with this written notice an

exclusion agreement in the form set out in Schedule E. fhis

agreement must be completed and returned to the Adninistrator by

each party within 7 days of receipt.

Arbitration Proceedings

6. Unless the Arbitrator othenrise specif ies, the arbitrat ion

will be on documents and rrritten submissions only. lfhe

Arbitrator may form the opinion that he requirea one or

more oral hearings in which event the Arbitrator will

advise the parties of a date, tirne and venue for those

hearings. SubJect to Clause 8.3, any oral hearing wil l  not

be open to the public not any other nen-parties to the

arbitrat ion apart from any of:-

The Adninistrator;

A representative or representatives of the

Admlnistratori

Special Counsel to the Adninistrator, llr Peter

Bart lett,  C/- t i l inter Ell ison l{orr is Fletcher,

Sol ic i tors ,  40 Market  St reet ,  l4e lbourne (* the Specia l

Counse l " ) ;  o r

A representative of the Special Counsel.

In an oral heari.ng no croas examination of any witnessee is

to be allowed. Legal representatLon of the parties shall be

at the Arbitrator's discretion.

t l l fJs40?l0l



AII writ ten evidence shall  be in the forn of an aff idavit

or statutory declaration. AIl oral submissions shall  be on

oath or affirmation. Either party or the Arbitrator may

request a transcript of any oral evidence or submlssion .

given at the hearing. A copy of the transcript shall  be

given to the Part ies, the lubitrator and the Special

Counsel. The cost of the provision of the transcript shall

be part of the adninistrative cogts of the Procedure'

A copy of  aI I

Arbitrator to

be fon*arded

documents and corresPondence fonrarded by the

a party or by a party to the Arbitrator shall

to the Special Counsel.

7 . The Procedure will be as follows:-

?.1 The claimant shall  within 4 weeks of receipt of

written notice from the AdninLstrator Pursuant to

clause 5 that he has received conpleted and signedClause 5 that he has receive€l conPreEeq ancr srgur'\' 
:

Request for Arbitration forms send toi{relecom and"tfif,1ry,;9'

the Arbitrator in duptlcate, its Statement of ClaLrn

and any written evidence and subnissions ( "the claim

Documents") in support of that claim. The statement of

. claim shall ,  with suff icient part icularity'  state the

fo l lowing:

7 .1 .1  the  i den t i t y  o f  t , he  C la iman t ;

7.L.2 the faults in the telecommunications senrice

which are alleged to have occurred including the

dates and periods over which such faults

al legedly occurred;

?.1.3 the }oss a l legedly  suf fered and par tJ-cu lars  of

how that }oee is calculated

together with a reguest for any documenta the Claimant

reguires which the Claimant believes are in the

possession custody or Po$ter of Telecom Austral ia'

d/fjs{{}2101



t

4

7.2 Telecom Austral ia shall  within 4 weeks of receiPt by

it of the claim Documents send to the claimant and the

Arbitrator in duplicate i ts statement of Defence,

including any counterclaim or set off and any written

evidence and submissions ( ' the Defence Documents") in

support of that defence, counterclaim or set-off.  The

Statement of Defence shall ,  with suff icient

part icularity, state the fol lowing:

7.2.1 Telecom Aust la l ia '8  answers to  the a l legat ions

referred to in the Statement Clain; and

7.2.2 any affirmative defence which Telecom Australia

wil l seek to rely upon,

Copies of the documents requested by the Claimant

pursuant to sub-clause ?,1, or an explanation as to

why those documents have not been provided, shall

accompany the Defence Documents.

7.3 The Claimant may send to Telecom Australia and to the

Arbitrator within { weeks of receipt of the Defence

Documents, a defence to any counterclairn made by

Telecom Austral ia and/or a reply to the Statement of

Defence together with any supporting documents. Such

reply will be restricted to points arising Ln the

Statement of Defence, and nay not introduce any neYt

matters, points, or clairns.

7.4 Either party may, upon reasonable notice in writ ing to

the other party, apply to the Arbitrator for

directions upon any matter in relation to the

proceedings including the production of further

documentary infonration, further particulars of clain,

defence, counterclairn or reply or an extension of the

t i rne l imi ts  set  pursuant  to  sub-c lauses 7. I ,  ? .2 ox

7  . 3 .
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7.5 The Arbitrator may by notice in writ ing require either

party to provide any further documentary information

and/or part iculars which he reasonably considers would

ass i s t  h im . .  ' ' ,+

7.6 ff the Claimant does not furnish the Claim Documents

within the time allowed pursuant to sub-clause 7.1 or

any further time allowed by the Arbltrator and does

not remedy this default within 2 weeks after diepatch

to the Claimant by the Arbl.trator of written notice of

that default,  the Claimant wil l  be treated as having

abandoned the Clainant's claim under the procedure,

and the arbitration will not proceed.

7.7 If  Telecom Austral ia does not furnish the Defence

Docuents within the time allowed pursuant to sub-

clause ' l  .2 or any further t ime al lowed by the
Arbitrator and does not remedy this default within 2
weeks after dispatch to Telecom Australia by the
Arbitrator of written notice of that default, then

subject to any directi.ons the Arbitrator may give and

subJect to Section 17 of the Act, the dispute may be

decided by the Arbitraror by reference to the Ctain
Documents onJ,y.

8.1 ?he Arbitrator Rdyr as he sees f i t ,  use as a resource

unit the services of personnel employed by Ferrier

Hodgson, Chartered Accountants, 459 Coll ins Street,
Melbourne and DMR Group Australia pty. Ltd. of I

Southbank Boulevarde, South ltelbourne ('the Resource

Uni t "  )  .

8.2 The Arbitrator may require the Resource Unit to
exarnine documents, inspect prenises or systemg or
carry out such other enquiries or research as he
directs. A report of any such activit ies shall be nade
available to the parties who shall be entitled to make
a written submission upon such report on such terms as
the Arbi t rator th inks f i t .

I
t
I

-
-47
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. 4 , 5

of the Resource Unit as. the Arbitrator

be present at all or Part of anY oral
8.3 Such members

reguires maY

hear ing.

8.4 Subject  to  sub-c lauBe 8.2r  the Arb i t ra tor  shal l

l i be r t y t oconsu l t t heRegou rceUn i t aehesees

and shall be under no obligation to disclose to

part ies advice given in such consultations'

8.5 The fees and expenses of the Resource unit shall be

part of the administrative costs of the Procedure.

The Arbitrator oayr as he thinks fit, combine part8 of thie

procedure with parts of the identical procedure being used

in respect of claims by those whose nanea appear in

schedule D including the hearing of oral evidence

concurrently.

be at

f i t

the

9 .

The Award

10. The Arbitrator shall make his award having regard to the

qo""iions of Telecom Australia'g liability and gueetlons of

loss as set out in this clause.

r0 .  I In relation to Telecom's IlAb,iLLEy, if any' to

compensate for any demonstrated loss on the Part

of the Clainrant the Arbitrator willl

10.1.1 g ive ef fect  to  any contractual  or

statutory l initat ions on Telecom

Austral ia's legal l iabi l i tyr and any

lfunitatioAs-.oni'fblFcom Austral ia' I

Iiability to the Customer as determined

by Austel pursuant to section 121 of th€

Telecornmunications Act, 1991 which

tinitations may apPly in respect of some

period or periods of time covered by the

Cl.aimant's claims and for that reaeon in

making the findings the Arbitrator wl-Il:

d/f j  s402 l0l



10.  r .1 .  I

10 .1 .1 .2

r0 .  1 .2 .3

7

determine for the time covered bY

the claim, the period or Periods

for which Telecom Australia ie not

str ict ly l iable or has no

obligation to pay and the period

or periods for which Telecon

Australia is liable and has an

obligation to payt

determine in respect of each such

period the amount of Loss, Lf anyt

incurred by the Claimant;

reconmend whether, notwithstanding

that in respect of a period or

periods that Telecorn Australia is

not str ict ly l iable or has no

obligation to pay, Telecon

Australia should, having regard to

aII the circumstances relevant to

the Claimant's clairn. pay an

anount in respect of such a period

or periods and, if so, what

anount.

10.f.2 set off against any amounts found by the

Arbitrator to be othemise owing by

Telecorn Austral ia to the Clainants any

anounts paid to, rebates granted to, or

services carrj.ed out for the Clai-mant by

lelecom Austral ia to date.

10 .2  In  re la t i on  to  the  C la iman t ' s  l oss ,  t he

Arbitratorr

10.2  .  I will take into account the Clain

and Defence Documents, written

evidence and submissions made by

the part ies and, i f  applicable,

any sworn or affirrned oral

d/fJs{02101



r0 .2 .2

evidence presented to the

Arbitrator bY the Parties to the

arbitration toqether nith any

information obtained bY the

Resource Unit or any advice given

to hirn by the Resource Unit.

will make a finding on reasonable

grounds as to the causal ltnk

between each of the Clai$ant'q

c4gin+ and the alleged faults or

problems with the relevant

telephone service and, aB

appropriate, may make reasonable

inferences based uPon such

evidence as is presented bY the

parties together with anY

infonnation obtained bY the

Resource Unit or any advice given

to hin by the Resource Unit.

10.2 .3 apply normal Au6tralian accounting

standaqds as applicable at the

tine of the clalmed loss and

accepted legal principl,es relating

to causation and assessment of

loss .

11 . The award nade by the Arbitrator shall be compensatory only

and not  o f  a  puni t ive nature.

12. The.trbitca,tflts reasons will be set out in full in writlng

and referred to in the Arbitrator's award.

13 . Telecom conmits j.n advance to implementing any

recommendation made by the arbitrator purauant to sub-

c lause  10 .  1 .2  .3 .

d/ f js402l0l
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14 .sub jec t t oc l ause lgandun lessd i rec tedo the rw i se in the
Arb i t r a to r , sawardo r thepa r t i eso thenv i seag reeo ra

court otherwise orders, within three weeks of dispatch to

the parties of the Arbitrator's award' palment shal} be

made of any monies directed by the award to. be paid. such

palrmenr shall be made by the Party liable direct to the

party entit led, and not through the Adninistrator. I f  the

Arbitrator detennines in respect of a Claimant's clain an

amount less than that paid under an earlier settlement,

Telecom agrees not to recover the difference'

The Arbitrator and Administrator shall conduct and progress

the arbitration as quickly as Juetice to all the parties

reasonably perrnits.q
15 .

t7 ,

18 .

'r-9

Confidential i ty

f 6. Save as reguired by }aw, the parties shall not comrcnt'

publicly on the conduct of tirb arbitration proceedinge at

any time aftef the conrnencement of the arbitration. The

Arbitrator may take such steps as he thinks appropriate,

including the disnissal of the claim or any counterclaim, /

in the event that either Party contraveneg this rule.

Save as required by law and subJect to clause 18'

confidential information relevant to the arbitration

including the Claim and Defence Docunents ( "Confidential

Information") may not be disclosed by any Party to the

arbitrat ion. The Arbitrator may take such steps as he

thinks appropriate, including the dismissal of the cldin

any counterclaim, in the event that either Party
contravenes th is  ru le .

The fol lorr ing is not Confidential Information for the

purl loBes of clause 1?:

18 .1 information which at the time of disclosure to

party to arbitration is in the public donain-

d/fJs40?l0l
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18.2 information which, after disclosure to a Party

to thea rb i t r a t i on ,becomespa r to f t hepub l i c

domain otherwise than as a result of the

wrongful act of the Party to whom the

informat ion was d isc losed '

information which was received from a third

party, provided that i t  was not acquired

directly or indirectly by that third party from

a party to the arbitrat ion.

18 .  3

b

19. This clause is to be read subject to any requirementg of

law or of any Court application relating to the Procedure'

Upon making his award, the erbitrator shall innrediately

fo:rsard two copies of it to the Adninistrator and the

Adninistrator shall thereupon send 3 copy to each party.

The Arbitrator's award shall be kept strictly confidential

by the Adninistrator, the Arbitrator and all of the parties

to the arbitrat ion. Telecom Austral ia has submitted to the

arb i t ra t ion in  considerat ion of  the conduct  o f  the

Procedure, the Confidential Information and the

Arbitratorls award being kept strictly confidential by the

Clairnant. If there is any disclosure of the conduct of the

Procedure, the Confidential fnformation or the Arbitrator'8

award by the Clainant any dispute as to any damages

tuffered by Teleeom Australia as a result of such

disclosure shall be detennined by an Atbitrator nominated

by the president of the Institute of Arbitrators Australia.

Such Arbitrator may determine any question that arises for

determination in the course of such arbitrat ion proceedings

by reference to considerations of general Justice and

fa i rness.

Costs

!0. 'The Arbitrators fees and expenses shall be paid by the

edninistrator and are part of the adminigtrative costs of

the Procedure

d/fJ s{02 t0l
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The adninistrative costs of the procedure are. subJect to
seParate agreement between the Administrator and Telecom
Aus t ra l i a .

22. Subject to clause ZL, each party shatl bear i ts own costs
of  the arb i t ra t ion.

Notices

23. Any document letter or notice may be eerved upon a person
if derivered by hand or sent by pre-paid post to th€
address of that person appearing in this Agreement and, if
sent by pre-paid post, shall be deemed to have been
received by the Person to whom it ls addressed on the third
day afrer the day of posting.

Liability of Administrator and Arbitrator

24. Neither the Administrator nor the Arbitrator shall  be
riabre to any party for any act or omission in connection
with any arbitration conducted under these Rules save that
the Arbitrator (but not the Adninistrator) shall be liable
for any conscious or deliberate wrongdoing on the
Arbitrator.s own part.

d/fjs402101



2.

Schedule A

( ' the Disputes')

For Claimants (plus other related clai:nants, companies,

etc) other than Grahan Schorer:

1. the l iabi l i ty of Telecom Austral ia to the Clainant

in respect of alleged faults in the provision to the

Claimant of telecormrunication senrices ;

the adequacy of the anounts paid by Telecom to the

Claimant under earlier settlements in relation to

alleged faults in the provision to the Claimant of

telecommunication senrices ;

3. the l iabi l i ty of Telecom Austral ia to the Claimant

in respect of al leged faults ln the provision of the

Claimant of telecommunication services since the

date of the settlement Palrment for the respective

Claimant's earl ier claims, uP to the date of the

Arbitrator' s decis j,on;

If Telecom Australia is found liable in accordance

with ( i) or ( i i i )  above, the quantun of comPensation

payable by Selecom Australia to the Claimant for the

Cla imant 's  proven losa.

OR

For Graham Schorer (pJ,us other related claimants,

conrpanies, etc ) !

1. the I iabi l i ty of Telecom to the claimant in resPect

of al leged faulte in the provision of
-telecommunication eervlcee I

4 .

dlfjs402l0t



2

2. If  Telecom Austral ia is found l iable in accordance
with 1 above, the quantum of compensation payable by
Telecom Australia to the Claimant for the Claimant's
proven loss.

DEIEIE e.9 f,BCESSenr
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Schedule B

( ' the  C la imant ' )

clairnants,
AddregsNane

(Plus other related

compani.es, etc )

d/fJs{02 r0l
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Schedule C

Request for Arbitration

xY (name of clainant) of and (here insert nane
of related crairnants, companies etc and their addresses) hereby
agree to the Procedure annexed tor the resolution of the Dieputes
between them and ?erstra corporation Lirnited in the manner
described in the procedure.

Dated this day of 1994.

Telstra corporation timited hereby agrees to the procedure

annexed for the resolution of the Disputes between it and (insert
name of clairnant and related claimants, companies etc) in the
nanner described in the procedure.

Bared this day of 1994 .

d/fJs402l0l



(Here insert names

Schedule D

of other three claimants;
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Schedule E

Exclusion Agreenent

XY (name of Clairnant) of

of related claimants, companies etc
Telstra Corporation Limited hereby

appeal under Section 38 (2) of the

. , . . . . .  and  (he re  i nse r t  name

and their addressee) and

agree to exclude the right of

Victorian ComnerciaJ
Arbitrat ion Act 1984r ds anrended, ("the Act") in reration to ghe

q

Dated this day of

a . l a a a a a . a a a a a t

1994 .

award to be handed down pursuant to this procedure and the right
to apply under section 39
question of law arising in
conducted pursuant to this
pursuant to section 40 of

(1) (a) of the Act with respect to a

the course of the arbitration to be

Procedure. This agreement is nade
the Act.

d/fJs402l0l



Exhibit 3

o
Fast Track Arbitration Agreement

Signedzl't April lgg4
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.. FAST.TRACK'' ARBITRATION PROCEDURE

Scope of the Procedune

Thls Procedure ("the Procedure') provides arbitration

pursudnt to the Conunercial Arbitration ect f98tl (VJ.ctoda),

as anrended, ("the Act") as a f inal and bindLng method of

resolvlng the disputes l lsted ln Schedule A ( ' the

Disputes") between the customer named in Schedule B ("the

Cla inant" )  and Tels t ra Corporat ion L in i ted ( "Telecon

Aus t ra l i a "  )  .

The Claimant and Telecom Australia will be bound by the

Arbitrator's decisioni and the Clairnantr by accepting the

application of the Procedure to the Disputes' subJect to

the Appeal provislons of the Act, will be deened to have

waived aII rights to commence proceedings ln any sourt or

other forum in respect of the facts giving rise to the

Disputes or the Disputes thenselves.

Arbitration under the Procedure wiII be admlnistered 
t

independently by the Telecommunications Industry otnbudenan

of 321 Exhibit ion Street, Melbourne .("the Adninlstrator')

L 
and conducted by Dr Gordon Hughee C/- Hunt E Hunt,

=, Solicitors, 21st f loor, rt59 Coll ins Stree-t, Uelbourne, 3000
.q

V I ( "the Arbitrator" )I
V

J 4. A request for arbitration under'the Procedure in respect of

t y the Dlsputes does not relieve the Claimant from any
lw,

njf5 obligation the Claimant may have to pay Telecom AugtralLa
V any other amounts which are due and are not part, of t,heI
| ,4. Disputes the subJect of this arbitration.

l ( \^  
L .

AA 
Disputes the subJect of this arbitrat ion.

\ A comrencement of Arbltration
YI
f \l #. Each party shalt conplete and sign a Request for
\{J" Arbitration form as set out in Schedule C in'respeet of the

ff rtlrjsfo56or atr/ ,xu*v '-/ry

1 .

2.

3 .
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from both parties.

erbitratLon Proceedings

6. UnIesE the Arbitrator other:wise specifies, the arbltrat,Ion

will be on documents and $tritten submissione only. fhe.

Arbitrat.or may form the opinion that he requires ons or

more oral hearings in which event the Arbitrator wl'll,

af ter consulting with the parties, advise the partl.es of a

date, t ime and venue for those hearings. Any oral hearing

will not be open to the public nor any other non-Parties to
. the arbitration apart from any of:-

The Administratori

A representative or representatives of the

Adninistrator i

Counse l "  ) ;  o r

d/ fJ r405601

Disputes. The forrn must be completed and returned to the

Administrator by a party withln 7 days of recel.pt of the

form.frorn the Adtnlnistrator. The edninistrator ahall notl.fy

the parties and the Arbitrator in wrl.tl.ng when he has

recelved completed and eigned Request for Arbltratlon f,ornc

Special Counsel to the Administr€tor; trtr Peter

Bart let t ,  Cl-  Minter El l ison l lorr is Fletcher,

Solicitors, 40 ltarkec Street, l.telbourne ("the Special

A representative or representativ""-o* the Special
Counsel .

Wlth the leave of the Arbitrator, a member of the
Resource Unlt  1as def ined in Clause 8.1).

With the leave of the Arbitrator, one or more
professional  consul tants to a party.  f f  such leave ig
granted, the other party may also have itg
professional  consul tants present.



7 .

3

In an oral hearing no cross examination of any witnegses is

to be alLowed. Legal representation of the part ies ghaltr be

at the Arbitrator's discretion. If  the Arbltrator al lows

one party to have legal representation then the other party

nay also have legal representation.

Alt written evidence shall be in the form of an affidavlt
or statutory declaratlon. AII oral eiridence shall be on
oath or afftrmation. 8lther party or the Arbitrator may
request' a transcrlpt of any oral evidence or gubmissl.on

given at the hearing. A eopy of the transcript Bhall be
given to the parties, the Arbitrator and the Special
Counsel .  The cost of  the provis ion of  the t ranscr ipt  shal l
be part of the adninistrative costs of the.Procedure.

A copy of all docunrents and correspondence forrraided by the
Arbitrator to a party or by a party to the Arbitrator shall
be f oryarded to the Special Counsel. A copv of, all
docurnents and correspondence fonrarded by a party to the

th.
Special Counsel and the other party.

The Procedure wi l l  be as fo l lows:-

' l . l  The time linits for conpllance referred to in thts
crause are subject to the overrtding dLscretion of the
Arbitrator and may be the subJect or_ subml.ssions by
the part ies.

7 .2 The Claimant shall within 4 weekE of receipt of
written notice from the A&ninistrator pursuant to
Clause 5 that he has recelved completed and signed
Reguest for Arbltration forms send to Telecom and to
t,he Arbitrator in duplicate, its Statement of Clain
and any srr i t ten evidence and submissions (" the.Claim
Documents") in support of that clai.m. The statement of
Claim shal1,  wi th suf f ic ient  part icular i ty,  state the
to I  Iowing:

7 .2 .1  r he  i den t iEy  o f  t he  C la iman t ;



7.3 Telecon Auetralia shall within 4 weekg of recelpt by

Lt of the ClaLn Documentg send to ttre Clalmant and the
Arbitrator in duplLcate its Statement of Defence, and
any written evidence and eubmiesions ( nthe Defence

Documents") in support of that defence. The Statement
of Defence shall, wlth eufflcient particularLty, state
the followings

7.4 The claimant may aend to Telecorn Australla and to the
Arbitrator, within 4 weeks of receipt of the Defence
Documents, a Reply to the Statement_of Defence
together with any supporting documenf,s, Such Reply

?.2.2 the senrice diffl,culties, problems and faults
Ln the provision to the claimant of
telecommunications servlce which are alleged to
have occurred including the periods over whl.ch
euch service diff lculties, problems and faults.
allegedly occurredl

7.2.3 the loss allegedly suffered and p8rtLculars of
how that loes ls calculated.

7.3.1 Telecom Augtral la'B answers to the al legatione

referred to in the Statement Clatrn; and

7.3.2 any affirmative defence whLch Telecom Augtrall.a

will seek to rely upon.

will be restrlcted to polnts arising in the statemEnt
of Defence and the Defence Docunenta, and may not
introduce any new natters, points t ot clalmg.

Ilithout lfunlttng any rights the parties may have to
obtain documents or evldence under the Act, either
party Bay, upon reaeonable notice in wrLtlng to the
other party, apply to the Arbltrator for directions
upon any matter Ln relatlon to the proceedlnge
lncluding an arnendment to the Statement of Clalm,



7 .7

7.8

rllfjsf0560l

Defence or Repry, the product,ion of, further d6cuments,
further particulars of Statement of Clalm, Statement
of Defence or Reply. Each party is entLtled to be
heard on any such application. fn giving d.irectlons,
the ArbitraEor, where approprtate, shall impose tirne
limits for compliance with such directions. On any
such application, the Arbitrator may not require the
productlon of documents protected by legal
professional privilege.

7.6 The Arbitrator may by notice in writing require elther
party to provide any further documentary informatLon
and/or particulars which he reasonably conslders wourd
assist  hfur.

If the Claimant does not furnigh the Claim Documents
within the tine allowed pursuant to sub;clause 7.2 ot
any turther tine allowed by the Arbitrator and does
not remedy this default within 2 weeke after dispatch
to the Claimant by the Arbltrator of written notlce of
that default, the Clainant mayr at the Arb.itrator's
discretion, be treated as having abandoned the
Claimant's claim under the Procedure, and. the
arbitration wiII not proceed.

If Telecom Australia does not furnish the Defence
Documents within the time allowed pursuant to gub-

clause ?.3 or any further time allowed by the
Arbitrator and does not remedy this 

-Cefault 
wlthin 2

weeks after dispatch to Tel€com AuEtralia by the
Arbitrator of written notice of that default, then
subJect to any directions the Arbitrator may give and
subJect to Section 17 of the Act, the dispute may be
decided by the Arbitrator by reference to the Claim
Documents onlv.

The Arbitrator $ilfr as he see6 fit, use as a resource
unlt t.he services of personnel employed by Ferrier
Hodgson, Chartered Accountants, 459 Coll ins Street,
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Melbourne and DMR Group Australia Pty. Ltd. of I

Southbank Boulevarde, South Melbourne ('the Resource

Un i t "  )  .

8.2 The Arbtt,rator nay require the ResourcE Unlt to

examine documentsl inspect prernises or gystems or

carry ouc such other enquiries or research as he

directs. Such requirement shall be in wrlt ing and a'

copy of it shall be sent to the parties at the Earne

time a8 it is aent to the Resource Unit. A relPrt of

.any such activit ies shall be made available to the

parties who shall be ent,ltled to make a wlitten

submission uPon such rePort, on Euch terms as the

Arbitrator thinks fit.

8.3 The Arbltrator shall disclose to the partles ln

writing all advice received from the Resource unit.

The parties shall be entitled to make a written

submission in relation to such advlce on such terrns as

the Arbltrator thinks fit-

g.4 The fees and expenses of the Resource Unit shall  be

part of the administrative costs of the Procedure.

8.5 Prior to undertaking any work or recelving any

documentation or informatlon relating to the

arbitration each individual who is part of or engaged

by the Resource Unit shall sign a form of

conf ident ia l i ty  undertaking as in S?bedule E and shal l

send thar signed confidentiality undertaking to the

Administrator.

the Arbitrator 1naY, as he thinks fit, combine Parts of this

Procedur:e with Parts of the identical procedure being used

in respect of claims by those whose names appear in

Schedule D including the hearing of oral evidence

concurrently.

0/fJ s40550 I



The Arard

10. fhe Arbitrator shall nrake his award having regard to the
guestl.ons of Telecom Austraria.s riabil i ty and gu€stione of
ross as seE ouc in this crause. The parties agree that rn
respect of some period or periods of the tine covered by
rhe craimant's claims Telecom may not be strictly riable or
have any obrigation to make'any palment to the clalmant.

f0. f  fn relat ion to Telecom.s Liabi lLtU, l f  any,  to
compensate for any denonstrated rosg on the part of
the Claimant the ArbLtrator willc

10 .  1 .1

J
V 

^v/\
^__a I  I

\ t/ I
.  t t  I  f'  

l I  l i l  - -
t  l t r/t tr

\'/ 
rtlfjs4os6or

10 .  1 .1 .  I

10.  1 .  1 .2

r0 .  t .  1 .3

give effect to any contractual or BtEtutory
linltations on Telecom Auetralia.s legat
l iabil i ty, and any l initations on Telecom
Australia's l iabil l ty to the Custo-mer aa
determined by Austel pursuant to sectlon
121 of the Telecomrnunications Act 1991
whlch linitations may apply in reapect of
some period or periods of tlne covered by
the Claimant's claims and for that reason
in maling the findings the Arbttrator wiltl

determine for the time covered by
the claim, the pegiod or periods
for which Telecom AustraLia Ls not
strictly ltablelor has no
obligation to p-\r and the perlod
or periods for which Telecom
Austral ia is Liable and has an
obl igat ion to  payt

detemine in respect of each such
period the amount of loss, if any,
incurred by the Claimant;

reconmend whether, notwithgtandLng
that ln respect of a period or
periods that Telecom AustralLa ls



10. r .2

T O , 2  I N re la t ion

I

not strictly l iable or ir"" no
obligation to payr due to a
otatutory lrnnunity covering that
period or periods, Telecon
Australia ghould, havlng regard to
aII the circumstances relevant to
the Claimant 's c la im, pay an
arnount in respect of such a perlod
or periods and, if, so, what
amount.

set off against any amounts found by the

Arbitrator to be othelrrise owing by

Telecom Austral.ia to the Clatnants any

arnounta paid to, rebateB granted to, or

services carried out for the Clafu ant by

Telecom Austral la to date

to the Claj.rnant's lgEs.r the Arbitrators

10.2 .1

10 .2  .2

will take into account the Claim and

Defence Documents, any Reply and

supporting documents, written evl.dence and

submisslons made by the parties and, if

applicable, any sworn or affirmed oral

evidence presented to the Arbitrator by

the parties to the arbitration together

with any infornation obtal.ned by the

Resource Unit or any adv*ce given to hln

by the Resource Unlt

will make a finding on reasonable grounds

as to the causal l ink between the alleged

service diff iculties, problems and faults

in the provision to the Claimant of

telecommunlcation services and the losses

claimed and, as approprlate, may make

reasonable inferences based upon such

evidence as is presented by the Parties

?
a

together with any information obtalned by
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the Resource Unlt or any advlce glven to

hln by the Resource Unir. Unless the

Arbitrator is able to conclude that

Telecom caused the loss claimed, there

wlII exLet no basls for a claln agalnst

Telecom.

11 . The erbltrator's reasons wll l be set out ln full ln wrlt ing
and referred to ln the Arbitrator's award.

12. If Telecom Australia appeals against the Arbl,trator's award
pursuant to Section 38 of the Act, Telecom Aug'tralia will

provide funds from time to time to meet all reasonable

legal costs ineurred by the Claimant in relatl.on to the

appeal and the applicatj.on for leave to appeal, which coste

are to be assessed on a party/party basis (Plus 10t of the

. party/party c6sts as assessed). should any dispute arise.

between the Claimant and Telecom as to the timing of such

tunding, such dispute shall be deternrined by the

Adrninistrator who shall nrake his determination after

hearing representations from.the parties. Neither Party
shall seek an orders for costs in such appeal proceedings.

13 . Telecom commits in advance to implementing any

reconmendation made by the arbitrator Pursuant to sub-

c lause  10 .1 .1 .3 .

14. Subject to clause l? and unless directed'othenrise in the

Arbitrator's award or the Part ies othenti€e agree or a

Court otheruise orders, wlthin three weeks of dispatch to

the part ies of the Arbitrator's awardr Payment shall  be

made by Telecom of any monies directed by the award to be

J paid. Such palzment ehall be rnade dlrectly tq the Claimant
\./

nV,-_. or in such manner as the Clalmant directs, and not through

V/ \ the Adninistrator. If the Arbitrator determines in respect

nf \ | ^ of a Claimant's clain an amount less than that paid under

Y \ I I an eartier settlement, Telecom agreeE that the difference

I \ /  |  l - . r i r l  not  be recoverabre./v
..H
v l-/

rt/fjs{05601



16.

10

15. The Arbitrator and Administrator shall conduct and progreag

the arbitration as quickly as justice to all the partlee
' 

r"""onably per:ml.ts,

Confidentiallty

For the purposes of this arbitration procedure,

"Confidential Infornration' means inforniatlon relevant to
the arbitration, includlng the Clainr and Defence Docrrments
and any other documents provided in, or oral evidence glveq

irr, the arbit,ration by either party other than:

16.1 information whlch at the t, ime of dlsclosure to a party

to arbltration l.s Ln the public donal.n.

L6.2 information which, after discloaure to a party to the

arbitration, becomes part of the public domain

otherwise than as a result of the wrongful aet of the
party to whom the lnforrnation was disclosed.

f6,3 infornation which was received from a thlrd party,
provided that it was not acgulred directly or
indirectly by that third party from a party to the

arbitration.

Thie clause is to be read subJect to any requirementg of

law or of any Court application refating to the Procedure.

Upon making his award, the Arbltrator shall innrediately

fomard two copies of it to ths Adr$inlstiator and the

Adarinistrator shall thereupon send a copy to each party.

The Arbitrator's award, the subJect matter of the

arbitration proceedings, the conduct of the procedure and
the Confidential Information shall at all t ines be kept

strictly confidential by the Administrator, the Arbitrator

and all of the parties to the arbitratlon, Telecom

Australia haE submitt,ed to the arbitration in consideration

of the subJect natter and the conduct of the arbitration

Procedure, the Confidential. Inf.ormation and the

Arbitrator'6 award belng kept st,rictly confidential by the

Clalmant. If there is any disclosure of any part of the

L7 .

d/fjsf0560l
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subject matter or the conduct, of the procedura, the
Confidential Information or the Arbttrator.a award by' 
either party, then the Arbitrator may take auch st€ps aa he
thinks appropriat,e lncluding the dismtssal of the clalm in
the event of a dlsclosure by the clalmant.

18. Notwlthstanding clause l7 a party nay disclose Confldential
Information to any of the other Claimante whoge nanes
appear in Schedule D or to the party's legal or other
consultants provided that the party ensures that €vgry euch
individual Claimant and consultant signs a confidentiatity
undertaking J.n the form set out in Schedule E and sends
that confidentiality undertaking to the Adninistrator prior
to recelving any Confl,dential Information.

r .9. Clause 1? doee not limit the right of any party to seek

lnJunctive relief or make a claim for any danagea suffered

as a resul t  o f  any d isc losure.

CoEtg

20, The Arbitrator's fees and .expenses shall be paid by the

Adniniotrator and are part of the administrative coEts of

the Procedure.

2L . The adrnLnlstraglve costs of the Procedure are subject to

separate agreement between the AdmLnistrator and..'felecon

Austral ia.

SubJect to clause 21, each party shall  bear i ts own costs

of the arbl.trat ion.

22.

Notises

AII  documents letgers

Austral ia in relat ion

notices to be sent to telecom

this Procedure shall be sent tol
or
to

rllffs405601
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!!r Paul Rumble
National }lanager-Customer Reeponse UnLt
Telecom Australia
LeVel I

242 ExhLbltion Srreer
Irtelbourne victorl,a 3o0o

by being delivered by hand or sent by prepaid naLl.

Llabllity of AdnLniatrator and erbitrator

2q. Neither the Adninistrator, the arbitrator, the special
couneel, a partner or employee of the legal fLrn of whl.ch
the Special Couneel is a partner, a mernber qf the Resourcea
unit, Ferrier Hodgson or a partner or employee of Fenler
Hodgson, Dl{R Group Australta pty. Ltd. or a Dlrector or
employee of D![R Group Austra]La pty. Ltd. sharl be lLable

' to any party for an act or omLsglon in connectlon w{th any
arbltration conducted under there Rulea or Lnvolved in the
preparation of theee Rules aave'that the Arbitrator (but
not the edrnlnistrator) shalf be liable tor any gonsclsus or
deliberate wrongdolng on the Arbltrator.6 own part.

Return of Docunents after Arbl.tration

within 6 weeks of pubricatlon of the Af,bLtrat6r'g award,
all documents received under this procedure by the partlea
the Adninietrator, the Resource unit andlor the Arbltrator
and al.L coples thereof , shal.l be returneli to the party who
Iodged such docurnents.

lict of Rules

25,

In the event, of

the provisions

any inconeietency between these mlee and
of the Act, these rulee shall prevail to the
inconsiatency./ e/tent of that

/r/u
d/urf0560l
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l .  The l iabi l i ty of Telecom to the Claimant Ln r€spect

of al leged service diff lcult ies, problerns and faults

in the provision to the Clainant of

telecommuni.cation services (other than the tnatters

covered by the earlier settlement between Giaham

Schorer'6 company and Telecon);

If Telecom Australia ls found liable in accordance

with I above, the quantun of compeneatlon payable by

Telecour Australia to the Claimant for the Clalnant's

proven loss (other than in relation to the matters

covered by the earller settlement between Graham

Schorer'6 company and Telecom)



2.

3 .

Schedule A

( ' the Disputes")

For Claimants (plus other related claimintar, comPanles,

etc) other than Grahan Schorer:

fhe l iabil i ty of Tel.ecom Australia to the Clainant

in respect of alleged service diff icultles' problenrs

and faults in the provieion to the Claimant of

telecomnunication services ;

The adequacy of the amounts pald by Telecom to the

Claimant under earller settlements ln relation t'o

alleged service diff iculties, problems and faulte in

the provlsion to the Clalrnant of telecotmtunicatlon

services;

fhe l iabil i ty of Telecom Australia to the Clalmant

in respect. of alleged service diff icultLes, problems

and faults in the provision to the Claimant of

telecommunication servicee since the date of the

settlement palment for the respective Claimant'8

ear l ier  c la ims, up to the date of  the Arbl t ratgtr '8

dec is ion ;

rf Telecom Austraria ie found rraire in accordance

with I or 3 above, the guantunr oi €ompensat'ion

payable by Telecom Australia to the Claimant for the

Cla lmant 's  Proven loss .

OR

For Grahan Schorer (plus other related clainants,

compan ies ,  e tc  )  :

{ .
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Schedule B

('the Clalnant'1

ALIX Sltrrtl

RllB {{08, Cape. Bridgewater,

VlctorLa

Portland Ln the State

Iue other related clairnants,

companies, etc)

d/fJ1405601



Schedule C

Request for Arbltration

NAtf SltIfE of RMB 4{08, Cape Brldgewater, Portland, in the State

of Victoria, on 23 February L994, hereby agrees to the Procedure

annexed for the resolution of the Disputes between hirn and

Telstra Corporation Linited in the manner descrlbed !n the

Procedure.

thls 3 /"+ day of ; /  ree{.

Telstra Corporation timited hereby agrees to tir" ,"ocedure

annexed for the resolution of the Disputes between lt and (insert

nErme of Clainant and related claimants, companies etc) in the

manner described in the Procedure.

Dated this U.r-ftv or F 
1ee4.

+
/I

o /

o/lJ!405601



To :

Schedule E

Confidenrial i ty Undertaking

The Adminis t rator  -  Fasr  Track Arb i t ra t ion procedure
Telecommunicar icns Industry Onbudsman
Ground Floor ,  321 Exhib ic ion Streer
Melbourne VIC 3000

'au ^ /o:n 33o
(print, tull ninel

(print addresa)

acknowledge thac I may receive or become aware of confident,lal
information relating to the "FasE Track' arbitrat ion procedure
(defined in clause 16 of the Fast Track Aibitrat lon Piocedure as
the 'Confidential Inforrnation') and therefore I hereby undertake
and acknowledge to each of the Adnrinistrator, the Arbltraror, the
Cla i rnant  and Telecom Austra l ia  (as def ined in  c lauses I  and 3 of
the Fast  Track Arb i t rac ion Procedure)  at  a I I  e i rnes thac:

I shall noc divulge any Confidenrial Infornatl,on to, or
permit it (whether by act or onrission) to come into ehe
hands of or be or become available to, any person or
persons other lhan ln accordance ni th c lause 2 hereof.

I shall not use any Confidential fnformation for any
purpose other than ae I an direcied to use it by the
Arbitrator, the Claimanc, or Telecom Australia as the case
may be, lD the course of proViding services to that party.

I shall take all reasonable steps as I rnay be advised to
take by t,he Adrninistrator and/or the Arbicrator, to cause
and ensure thal any Confidential Information is kept in the
str ictest  conf idence

I shall return all documents cont,aining Confldential
Informat.lon which I receive, and all copies thereof , to the
party who provided me with such documents, wlthin 6 weeks
of publ icat ion of  the Arbi t rator 's award

These undertakings shal l  have ful l  forcq and ef fect  and
shaII  operate at  a l l  t ines hereafter notwithstanding that I
may subseguently cease to provide servises to the
Arbitrator, the Claimant, or Telecon AustrallLtat the case
nay be.

rt
Dared *" 3/ 3*- day of r99{ .

T ,

o f

l .

2.

3 .

4 .

5 .

Signecl by
nane and

the person
address are

whose
inser ted

ot :

)
)
)

gnature of Wit,ness

O'S4tJ-(v/+^l
Fu I I  nane  o f  W i tness

rtlfJsfo560l



Schedule D

Maureen Anne Gillan

Graham Schorer
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Exhibft a@)
Lane Draft

Technical Evaluation Report
dated 6th Aprit 1995
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Scopc ofRcPort

The rcpon covenr incidcnts urd eftilts pocnttdty affectilg 6e elcphonc scrtriccr prcvidcd
to dra Capo Btidgow*cr Hollday Cornp dutiag 0rc paiod F*trlrry 1988 to Aulugt 1994.

Source of ldorrae6on

Tlrc informatiou provi&d in this rcpott has bccn dcrivod and intcrpracd fronr thb following
docuncnts:

o Srnith -tctarof Chin (SMl)
o Srnitl - (horge CloscRepoft &tcd snFd$Dft)'
. smith - Qeorge Close Repon dstcd August 1994 (SM9)
. Smidr - TclccomDcfcrrcc Wiucss StrEmuts
o Srnirh -TelccouDcfenceB0O4Sen'iccHictry ' .
. Smith - Tclecon Dcfencc EOo{ Appcodx Filc 1
r Smith -TclccomDefenccBOO4 AppcndixFile2 . i/
o Smith-TctccomDefeoce8004AppardirFila3 7
'. Snith - Telccon De(cncc B0ol Apppulir Fih a
. Smih - Talccm Defencc B0O0 eppcodix Fft 5
' Snitlr -'Telecom Australie - Ref'l Stahrtory Dcdaratim of Rors Marshall.. Rd 2 As

Iauodrrcdon to Tclccoromunications ia lurstdie Ref 3 Tetecorn Ausqalir'c Nctnstk
Philosophy. Rcf lGlossary of Temu

o Srairh -FOIMt&rial 19 Deccnbcr 1994 (SIt{44)
' Smi0r - George Close & Associates Report 20 Jenuary 1995 - R"ply to Teleccnn's

Dcferrce (SM50)
. Smi0r - Srrnples of FOI TdccomDocnraent! (SM49)
r Srnith - Appeodir C Additiond cvidcncc (SM48)
. Smith-SummaryofTF200RcPott(SM47, ':.'

.r' Snith . Bcl[ Cmade lotcar*ioal Ino. Futttrer iafiinuatiol (SM46)
. Snitb - Additional infonnatlou (SM45) ,

A site visit was conductcd on Wedoesday 4tr Aprit 1995 colcthg:

r impccrion of thc CapeBridgswatcrR(Xvl exchurgq
' inspcstion of ths CPB at rhe Crpc Btidgevrtcr Holiday r--P . '
e irupcction of tha cxchrngc cqripment $Ponlnd RCM, AXE 104, ARF)
o discsrions wirh Mr AJan Smith, accmpaaied by Mr hta(.Glmblo of Tblccom

Auudia- :

&
o
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1. Pcriod. February 198t To21 Augufi 19!tl

Thc significancc of this pcriod is that it covers trc tirne from tekeup of CBII€ scrvicas with

Bxchange Configrrraqion 'A' wrtll tbis configrrrrtion rla1 cloUcd m 2L August 1991.
Scrt icci proviaci nom an RAX exchangp connoctcd to the Ponlrnd ARF exclange.

1.1 Potcntial Sourcc of 'False Busy' during pcriod Rbnrary l9t8 to 21 AugUst l99l

(r) Congcstion on the Intcr Exchmge Jrmctions

tlc following is an cxtract from thc Tclccom docmcat produccd by thc Connercid
and Consurner OfEce of Customer Afrairs, tccncral Informtiou Docurncnt rcf l, Att

Introduction to Tetecommunications in Australia' hsue 9 Deccml66 1994'.

"6A, NetvorkDtmmdoningSfndPtcs
iI . Di'Teagioning iq the process of @ernining Uro qFDCty of cquipncat needed

for a pqrticular taffic volune. Dimensioning is a m4ior astivity in-ncnvort
dcsign, ad is r€qllircd when an cntirely ncw tcloc@micatiqos facility is
beinl p1ggred or when ro excnsion to existing equipmcnt is rcqpired.

Dimensionins is casicat ort in accordenco wi$ hc following Einriplcs
' .

fineEorizon:

Network dirr.nsioning is airncd at ensuring tat thc ncxt ncnpork
; cnhanccment ip able to handlc traffic for the busiest satson in the year

following the year of installation-

TrafEc Base:

fleqificatiqtr for faffic value for use in network dimnsioning' This is
ko*oasthctra$ibasc. Tbom.casurcsareused. ..

The first, thc Rubii, is dsfincd as &o'busi"st 50 half{rour Pcdods in a ?-day
weelc

Thc sccond is thc pcak wccllry FeAnS I (wce.kly busiest), or mrxirnum
raffic intensity obscrrred s,ittrin 0le wcek and is spocified fur kcy routcs.
Weefiy Busiest exclodcs spccial cvcnts iuch as Cbristoas and days ott c,hich

"spot qrecials' nrch as bnoofr SlD and ISD price discrxmts' ue offered-

e DR€d-bold/itrlics)

65 Design Grrde otservice
: . :

Tclecommunications oenvorls ane desif€d and dircosioned in linc with the

, of Scrvicc. '. ''

Thc Design Crade of Sm,ice for ihdividual rouEs necds to be cboseo in
, order to rnsl<c dccisions abor,rt fd amount of gquipmcnt f$I"d-t"rcarry tho

offercd raffic. In choosiag a perticiutarnun*xical valuc for 6o deri!! etradc
., I of Scryicef6Ditrcrpnt sitndms; amrmberof q4ors arctakcn into rccouar

Themain oncs arc:
'  

:  t :

. "  . ' ; :  , . . .  .  .  1

4

U

Irnc Tdoconsrudcadru ftt Ltt
c\roroff,a*nin*oclldocs\dot@5

?:, ta. J

Plge4
?Apdl,1995

cFFcbctr'n re f.ffr-{-Ef ?.lfl SILT %, l9
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safcty ruilgins recessary to cover errols b traffic ostimanes

nnfOfesccn 9ygtrt6rds

' cquiPmcnt costs'

TItc Desrgn ftadc of Scrrricc clrosc,n in rry pgrticular cituttion rcpnxrots a
con$obise betrrccn trcse scveral cmpctirg EquircncnB and will
generally be better than the Pre+yibd qtd" of Secrrioc-"

There wcre rcportcd and aclnowledgd (by Telecom) pcriods of congcstion on cdls into
the Cape Bddgewarc( RAX: Telecorn Minute of l2l5l9\ rcf, Telecom Australia B0O4
Appcndix titJ 5lt, "Congsstion bawcen Capo Bridgpwater and Portlud had becn
prsvalart es only fivc junctions alailable;_lr! situatiol nT to ! u9@q$th th"
crotcr of Crpe Bridgevarcr Rr{X to an RCM parc0ted back to Ponlanil AJ(E 104."
an4

Refegce to the tiaffic profiles (graphs - see followingpags) provided (8004 Appcodix
5/-6), the weekly busiest hour traffic would indiceb thet ihcrc wcrc many insunccs
measurcd in rhe period TtIltgS to 1019/90 wncq traffi9 Porfl+nd to CB excecdcd 3.0E,
i.a thc p!-obabilrty of congcstion d 6:ro$u ! tZ!--nnth au ne'rage of 2.44 i.o.

I probability of congsstion Is 6% (r le level would b lle 6 2%\. ltcse FsPhe
' elso show sinilar congantiou in the CB o Portland directim'

The busy hour gcnenlly o"sutt"a during early cvcning (? - 8.30FEt). Maintcnauce
Tesring CIRI - Traffic Roup Testing) from reuote locations did not detcct this
condition (ref: TRT tcst rcsults BOOa Appcndix 5/8 tcst pcciod l\tlarci 19E8 to July
l99l) as tbe tcsts wcrc conducted during the time 1200 - 18(X) which is oubidc thc
busiest Period.

satisfactory gnde of, sc,rvicc on these n utrs Gtrbability of congestion less tban l% on
thejunctimsbeweenCB urdPodurd)- . l

(i0 Potendal Congcstion wi6in thc CB Exchrngc
.

The Cape Bridgewarer RAX cxchange was very old technologr, desigucd for very low
calling rarc' areas, for eremplo (bascd on thc unit having 8 Find Sclccton) thc following
are tho rnaximum calls that could be handled irres.pcctivt of thc uumbcr of serviccs
cgnnecte{ (of r,vhicht\re were 66 itr 1991) orjuncdons nrouaca;

. 
" 

rort of E locally tcrminarcA 
"aUs 

norn -y ,*rt" at thc ono timc
o if there werc say 4 local tb local crrlts in prctrcss, ttren only 4 calls to local

numlcrs gonld bc hanillcd ftrom outside the ama at the samc timc.
:

These siuraions (i) anil (D coulrt well cxplain rnany of trc.'Falsc Eusies' occurring
right rfurou$ $rc 3+, years of this configuration, in pudsrlar dudng thc Julyharly
August Pcriod 1991.

LacTdccs@nicgtioffiRylJd ' . i.. ., '..

. ' e\uotrcc\wlnrrsdtds$h2s -r1..,- '., 
'., ' .: ',:

.  : . p r g e 7
' .

- r f i  t : ? .  l ?  e  ) a  \ l - 4 {



6
1.2 During tbc pcriod Mucb 9l to Augusr 9l

orr thc 4th of Mrrch _Mr Srnitl rcponcd Not Rccotvlng Ring - Telccom survey, 3 out of
9 cnsoners indicatcd that drcy were cxpcriencing siroilu problcms. brut ,iaspction did,
not identiS ury problerns'. NFF was tbcrcfotp rcponed.

up to 2E June; several conphiurs of wmug Nos, Busy, No plogress, No Ring Rcceived
problems by Cape Bridgcwarcr scrviccr. On Junc 28th, onc of the cight finat eelccrors
was fornd to bc faulry. This would cffecr on avcngc:

o l2-5% of dl locd to locd traffic;
e 12.57o of all incomingto Cape Bridgewatcrraffic.

Thc duntion is nor clear, but bclieved to be (tdecom) of thc ordcr of only 2 to 3 days;
however thc feult could'havc occumd intcrmittcntly for sorrc weclrt prior, before
beconing a hard fatdt (and Oerefore explain earlicr diffrculties rcportcd ovcr thc
preccding monthe).

1.3 CANTccting

During this pcriod it is suggestcd whcn comglaints wcrc ordc, I\dr Smith's CA!,I and
@ werc testod and/or changed (including rcplrcemcnt of privrtc cablo) with NFF (no
.fault fomd) bcing grncrally rcponc4 whcreas it would appcd as dctailed abovg the
problens wcre predominantly in the nctwork (cxchangc, IEN). . T"stitlg was uot
highlighting theso conditions as it was gcucrally cooductcd out of tbc busy periods.
Howcvcr rcading of the exchange congestion ncarcs (wbich was rcgularly porforrrcal- shoufd (and did) highlight thc situadon. Duririg rhis period 12 farh calts wcrc logged on
the Tclocom fault rcport.systcm, although tlrerc appear to be sorrcral not logged (cg. 5th,
l4O August 1991 - rcfcrB004/5 scctions 23,U).

2. Feriod Post2l Arrgnstl99l

The significancc of 21 August ie the cxchange configuration uns changed (to configuration'B'), that. is 'individual deriwd scrviccs via an RCM unir ro &c Portland new AI(E
cxcbangc'.

2.1 This should (and did) rpJicve ttrc tink congcstiur problcm Porthad to CB. However,
subsequcody congcstion mry have occurrcd in othcr liolrr (rcfcrto 2.1O.

2.2. Consisrcm probtens with rhc RAv{ qystcq trfir Smith's scrviccs were crrricd on RCM
No 1 rurtil 2a February 1994. Withon going into exrcnsive d€tait this syscm had a
rack rccord of problems individnalll and.thc RCM sysrem corponcnts wqe tbe
subject of scveral desip conecdons (Work Specifrcadors). Itcrc. issues were likcty to
causc a rmge of ptoblcms (as rcportcd) orcr thc pcnod Auguq 1991 !o Fcb'ru$y 1993 (a
Pedd of 18 months) when Mr Smith's scrviccs were cansfcnpd offRCM I aud sonrice
improved- Speciftc problcms canscd arc covcrcd in tatcr pangrrpts (rcf: 2-t, Lg,2.zlr.

23 Calls directod to Rvr{.lttapl 192

In rcsponse to coruplaints from Mr Smitlt and othcn ftffir CB, Tclccom chccking
indicatd that duc to deta entrJ erro.r on thc Mclbouno Wiudsor Trunk exchangc
(lY@U) all calls thrcugh thir cxdrorge rc CB (a lcast 33ft of Mclbmnc endintcrsat€
mffrc) wcrc dircacd o RVAforer lerst 16 dsys ord nocsftly logcr.

DRAFrugF qtscussto
PURPoSES 0[[V'-
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There 8ne some conflicting s,tatrments is this sitnation:

Rsf: Mr D hcas, Arrea Murage( - Spoci"l Producs lcttcr to Mr A Smith 23
November 1992.

'Tbis fault aftsted incoming STD calts from Melbournc to CB fu a period of up to 3
weckg prior to ftult being fixcd. The naxinun impact on your iucoming STD calls
frromMolbournc would havcbccn up to 50% ....-;-'

Ref: Telecom Australia 8004 Alan Srnith - CtsHC Seryices Hbtory

'Whilst it was initially thought tbat thc pr*lem may havc cxisted for a 6 wcck period
subscquart invesdgation confirmEd it existenoc for a totrl oJ 16 days (refcr wiocss
staterncnt of Hew Maclntoeh andDavid Stockdde)." '

and :
'Tlowever, it is cstimatcd tbat Ore MELU problem would havc resultcd m39%of callers

' from MelboUme (or passing thmgh Mclbournc e.g. from South Australia) to all
customers in he O55 261ffilnumbcrrangerccciving RVA'

i

The Telecom report furthe,r suggpsts 'callcrs could have reached CBHC by adopting
onc of tbe following flF,thods,'

a) 'redialting' with no comment th*probability of ftilurc was again at leasl33%

' Mr Smith's estimstc of call disuibwion is'tbat 60% odginatos fiom dre gfrectcd areas;
all of wbioh bad a 33% probability of failure. Itis in cfrcct failcd at lcast 20% of
CBHC business trafEc with direction to RVAforthe Pcdod of the farlt

24 Sundry Rcports, April - Iuly 1992 ($urmary Only)
' ,

a) l6rh April, callers from Melbournc Greyhouad Bus Terminal in Melbonme receiving
. RVA.NFF.

b) April Mr Smith 'missing caUs' - found 6at if the answcring nachine was'phgged
in brut not iu answering modcl thc telc,phone would dng oaly for 30 seconds and tbcn
receive a burst of rone from ilr answering machinc (rather thur ring out to 90
seconds). It ib likely that this situatiqr was cansing a lcral of thc call-in difhculties
duriog this pedod i.e. inconect olnratiou of the answeriog nachine corrld have
caused caller difficultics during this period.

' :

c) Iuly, caller Uored rweiving RVA on calling Smith from Strdon Pier. NFF aftcr
considerablc octvort tcsting' rnd no anributable sourcc mbsequcntly dctcctcd.

2.5 Tclecom Tcsting locls up Circnits - 2 August 1992

Telecom NM section resdng locked up all circu;ts tlamilton to Portland for
approximarcly 1 day (Smday). This worrld have proviilcd co,qgestion/buqy to 90% of
cellgrs n CBHC,

=

v

: LaocT&g@rrictdmlPlyl,ttt
: : I c$msotFcc\slnqqdldocs\dtdZl5'

Q./ t : t 'A

. 7April.1995
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2.6 Sofiwre Fauh Portlurd A:G, - Bloclc rll Circrrit, Ilrdltoo . P.rilRllBfgQffiSfll{LY

1992

AII calls ro aad fron CB wsrc blocked (congostionAusy) for thc order of 1.5 hours.
Callcrs to CBHC rccsived No Progress: 2 conplaints rchning to CBHC wcrc reported
during this pcriod.

2.7 Register faulr and Cmgestion Portland Exc;hangc, ? Ocrcber lW2

Qrre of rhe forty registers in the Portland ARF Minor Swirching Ccnre was faulty for
fivr days @ - 7 Octobcr), The cffects werc:

611 1 in 40 (2.5%)of catls originuing fron the ARF and ARK erclrarrgps oo Porttand
would nail twruug nnrnbcr, RVA ct9). Tlrcrrcfore a'srmll pcrpcntag? (2.5 of

(ii) In an ondcavow to locab tb hult (and ffrc :l@-U fault in 2"3 above), in lecer of
23 Novernber 192 fiom lvlr D Lucas, Area l\'fan4ger - SP.daI Ploducts;

"Congestion could, have becn experiencid by 
"atlers 

dne to a combinadon of the two
fauls indicated abovc ad thc volune sf tc$tcells biing gueraed by Telecom to locarc
fauhs. I understand that som of your customcrs expresscd this condition as 'getting

brusy tonC whcn you wcrc not using rbe totcphones." :

2.t RCM f Faihre due to Lightning Stike - 2l Novenrbcr 1992

A ligbrring stike on 2l November dama$d the Cape Bridgswalcr RCIvI equiprent:
Telecom receivod 22 customcr complaints ftom CE custorrcrs for No dial tonc, No ring

. rcceive, noisy. No conplaint was idcntified from CBHq howcruRCM 1 was affecte4
and this was 6c unit CEIIC scniccs wcnc on. fre conditim atrectcd scrviccs for 4
days, before resrorative action c,as takm. which rnay havc been less than succcssfirl,
rcfq2,9.

2.9 Network 'Rccepdoui Breaks Dudng SlD Calls - 6 Juruary 1993 (rqlsned 'fault
ocotring 2-3 wccks priorto this)

Bclievcd to bc nctwork'probloms (ref 8004 1/4), atrd ocanning in RCM I - RC.IV! 1 was
reporting a large uumher of dcgradcd minutes (rcf 8004 l/4 intcrnal lcttcr of 12 luly
1993 rcportiag on this rDsccr). :

Problems harrc bccn occuning fot sorne tirnp- (clickbs bm*s iD tansmission, callers
not gottitrg fu*A). Mr Smith's serviccs.(with rhe exceptim of the Croldpho,no) werc

nansferied finally ro RCM systens 2 ud:3 on 24 Fcbroary 1993- Srdthis serviccs wcrc
affcctcd foret lcast 50 days (probably 70 day$ whilst thc RCIvI problcms utorc tradcd
doum. TetBcom initidly investipbd CAI{ with NFF - 5sj again qas a 'nctwork'

problem. (Subsequent invesgigarioas 'revcaled 4 probtens with tbc CB RCM' - refer to
r1e copies of corrcspondcncc darcd 12 July 1993, and furthcr systsn difficulties
occ.uxring euly iu L994 -22L)

3

. LnoTdocosrurdcstisrsRytd
, q f f i

e l c T ' a
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- '

, a,:

'![ajor problem, faulty terminuion of registers on bearer block protcction" - this is
bclieved to be protection against lighr";nt srrike$ and the problem corld have been in
place sincc the tcPair due to the sirikc, of 2l Noverrber, nd 'anodrer (problem) caused
by non modification to channel cards'- tbat'is modification to corect dcsign faults (as
detailed in Work Specifications) had nor been carricd out

In the lefrer of 12 JuIy 1993 to Stockdate and, Morris, refcrence is made to (DlO
degraded minutes (minutcs in which erro( ratio is worse tban I in 10'6 ), ('ES') error
seconds (scconds in which errots werc detcctcd in tbc Cyclic Redrmdurcy Check
character sent with each frann). Thc systErns, partiorlarly RCI\4 I was registcring high
levels of ES and DM. A test on the 2 March l993,rrun overnig[r on RCM 1 rcsulted in;
Portland to CB 435N ES - i.e. for e 12 hour test pcnod, essentially cv€ry second was
enored and also 405 degraded dnutes were recorded. S to Portland direction, 246
ES, no DM. .:

Suggestions att made, foroample:

'In my opinion ES only cause problems when digital dau is tfiusmitted, and have no
effect on voicc sewices, and DM have only a mininnt effect otr voice services and may

dateA l?December 1994.

Thc signalling systcm which seB-up tle call and supervises calts including answer
' received, cdl cleating, is (it is understood) tran$nitted in the channcl associated with the

' service, and is tralrsmitted as a dltr sigpat thercforc as indicatcd above, high levels of
ES or DMs could markedly effecr trc call set up, answer anil dearing scqueDcc.

2.10 'Ibree Numben in Ballarar Receivcd NOP when Ca[ing CBHC - 2 February 1993. ' '

Fault was subsequently found in the callers PABX cEripme,nt at Bailsrat (not CBHC).

2.11 Problcms auibutcd to CPE operation, Fcb/nury and lttarch f993 - Cordless Handsct
:

To enable reception of calls whilst Mr Smith was rnoving around the canrp site, a
cordless handset system was irrsulled on linc 055 267 267: during thc period it was
cormected there worc situatiols wherc rhe operation of ttris unit cause diffrcutties, for
examplc:

. 19 Fcbruary lgg3 -reported 'problems with Telecom (sic) cordlcss phoue -
the switch u/as not operating corrccdy prcve,nting the phone ftom ringing'
(the unit was obained fiom a Rgtravision ourlet).

r The unit as installed (by l"Ir Snith) did not providc full coverage of tbe sia
: (theSe units inuinsically havc coverqge limitations). Conscque,ntly if calts

were taken on thc cordless unit and rhe handset was moved out of raoge of
thc base systedt tlc call tray Dot bc correctly clearcd dowrr, leaving the
scrvice in an apparent 'of hook' situation.

The units (ir is belicved 2 typcs werc und) wcre trialcd for sorrc 3 rnomhs and rhen
removed .  '  , . , : . '

. LocTdcconmnicstions Pry Ltl
c:\rnsoffi cc\yiawod\deU wAXLs
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PORTLA}ID - CAPE BRIDGE\trATER
.RCN{ SYSIE}v{.

Gain Suppon Scstion, vishcd Pontrnd cx*nige oa 2Dd tvfirch g3, to;i"*igtto groblcnrs ?eponed
on thcPonlud - CapcBridgar,lrcrRQ[ rysiat '

.
Inilttl reporu wtrcrc ofa rocat qrstonsr !r Cape Bridgsnascr conrylaining of\IF a*+frs h

onc direqioa fbe cnsorncrhad becaransfencd otrsy*trn f, onro fftams Z anO : on thc 24th
February ?3, -d tnc @arced ao nrn*f-uiit. I**tgd;* rerualed thar systcnr I rrras
P*ing a hrge number of degraded minrrrcs tOtO uC crrorcd-scconds lESl intre Plrthnd to Cape
Bridganrer dirccrio4 rbcsc clrors could bavr Frrscd the \lF alt orproureir l

Inftial error courrna,tirgF:- , r

Porr,lald to Cape Bridgsztcc drccrion:-
Sysrcra t Systear2
-f:l-t 9^r

...45993 ..; /3342 )
{ 65535, ( 55535.'
\-- .. \-.r

'rl
J

J sEs
DM
ES

lo

J

Capc Bridgalatcr ro Ponhnd dir€cdoff-
Systcrn I 

'Sysrcur2 
Spccr 3

sEs0oo
DM '  I  1 .  o
ES 246 751 23

At rhis stage we hed no idca overwhat pcriod ofrime tllrcsc etrors had ecarmulared-

AnemPrs lo t?st the inground rcpcrrcrs usirg the trios's1lstem urlrere unsccessfut as the
strapping rceords could nor be locarcd.

. r : '

Othcr fauts iderrrificd wirh thc CapeBridggrarcrinsrdtarion wlrae:-

problcrns. , 
-J

I

J

t[eleg.g,yg
lbdrt lSr|Ulhg Sgprl
g.o)

ShFb
AAIESI
Llcnrl00
&.!rL

w

Systen 3
-0
2

.E7

t . .  
. l  

:  . .

,  ' - .  -  ' .  :  . '  :
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.I - cab.lc ducrs into borh thi cross oonDesr'*n"t urd rhi conc"crelur whc', 0 , U i
Ttt* 9:rri"g rhc iryrcss 

"f;;; 
wtrierr couu afect the cf,rro. oouhrc.edrrilcd abova

a tl. "r.*t "y,,l' 
on alt $rrcc RCrd sysrcnrs had not bccn progrunmcd- This woutdtavc prerrcntcd any rocal erarns ua"i *rii.o back ro portrand.:-l- ., ,>

I

*:lffg,g" * t?*oP o'antshax;;; rhat sysrcn r, h rbepontand
:rTiflgf f3g1.pe'*d;t;'b;#;ffiffi#s'i3,l'i:ffi,and 3 rccorded no qrors i" 

"i 
icr di;;

.l

J->

I-f
i

.l
I.ll

Jl
I.,1

J
I

-t'
I-t
t

I
l ,

J
I

JI

A probicrn with 6e hstallarion ot*" *rr^'rcrd [gbofng pprcction nodutes in the IDS or* l['at caPeBridgcnrarcr"as aiscoverca eao-thiserou.affi;il;;b;rilijr"r"a 
JLovernighr, lo DMs orESb u*rcrc recorded. 

-.-- 
,

All the 5E bouds uied br tbe Ponland - capcBridg*,a,o ncrra qysr*ih.rr. nov becrr lmodificd ro eliminarc tbe 50oIIz ooi"" proutco- sr boaraiinstau in the ponland. Atcoa RCI{qystcrnwhcre atso Dodificd rc a;*"-,J;6tt;;;ffiT*, o,/cr. .

The problem if3p+ing the cablc ducts hrs sincc bccsr recdfied by the loca; thcs neff.

Nss-Mclbowre bas contiiued ro raoitor rbe Portland . capc Bridgcszucr bearcrs since rhc3rd March 93' In $c oed-od aon ru rJiiJ gl, i"-;;iz.h;*.i, 93, the €rrors on alt threcbearcrs barc beco nt#..l

ie:- Porrhnd to Cape Briagcnarir aircctoni systcm l, 4 ES
- sysrcrn 2, 3 ES

' :
CapcBridgcnarertoponlaad airod*, s)4srcct I, I ES

'  ' . '
. :

. : _ _

Dr  ,  ,  r "
for Supdrvising Enginecr, Narionat swirching Support - rvtdbo,ae.

"J
F\zltr %, L6 UdUg,/al'd
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2.12 Febnrarl 1993, Callcrs receivod lnoise' on 008 scrvicc

on I December 1992, Telecom provide cBHc wirh a 008 seruice, in theory to be' 
directed to the main business number 055 ?31 261; nfact the 088 sorvice was Orccted
to thc 055 267 230 line. During January (the acnral daes arc not clear) a facsimile
machine was installed on 055 267 230. Therc werc then complains receivcd on the OOt
senrice (rcf: G Close Rcporg Seqtion lE, Telecom e-mail of-8t'2493 "caller tied serreral
times from WcEribee on the 0O8 number and got eleccical noise'). It is believed thc'noise' was the fac.simile nrachine ansurcring the call and rying to establish fax to fax
connection, as would be expected. It would-appear that the tDE-service was inconecrly
directed to 055 267 230, atd was redirected to 055 269 267 by Telecom somc time after
the facsimile was installed and test calls aftcr this wcrp nrccessfirl. (ref: G Closc Rcport,
Section 18, o-mail af 8tZI93 - 'I havc arrang€d to have digit tanslation on 00t grc Sn
changcd from 055 267 230 to 055 267 267 to avoid VC calls on the 0OB line going to &e
fax machine'.

Incoming Cells ring onoe, on pick up receivc dial tonc - 25 Marcb 1993.
(Several reports over Pebruary and March)

For sonn time Wamarnbool A)(E was under providcd with call supcnrision devices
('Cl,-blocks'), lausing during high traffic petiods rhough this cxchange, calls to drop
out aftcr o,ne burst of ring - effected calls sourccd ft,orn this area, which is estimated to
be order of l0% of CBHC trafric. This was a'bown' problenl bad bcsr ocorring for
some tinp ('not lnown when condition comrmced'). Telccom indicates (rcf 8004

, Ll4L),
.
- 'Tbe fault was duc to insufficieat softnrarcblocks (CI*) at WBOX which was corected

by 30 March 1993". WBOX is ttre WannemUoot exchange.

2.14 CB Exchange - Off Air for Short Dunrion on 29 March 1993

All CB sewices off thc air for 9 minutes due to software fault in Portland A)CE
exchange.

' '

2.15 Period 3rd April - 18 Jrme 1993 - NetworkFaults Causing aRango of Pr,oblerns

3 April - CBHC has diffrculties catting Heywood, fault found in
Warrnambool - Heywood exchanges atrecting all callors to Heywood ('line
signalling tailrues on circuirs betwecn the Warrnanrbool A)(E and Heywood
ARK exchange - ref 8004 Service History P5E).

5 June - Cellers from Scbasopol having difficulty cailing CBHC - fault in
Sebastopol exchange, "which would have rrcsuhed in qrstone$, calling SID
destinations from Sctastopot intenoincntly expericncing "bo progrcss' 'r€f -
B0O4 Services History, Wg'.

' - .  :  r  I

lt June - Goldphone 267 26O cannot ring 008 aumbers - fault discovcrpd
afecting all Portland asea snch thu no payphones io the arca csn ring 008
numben, fault correctcd I Augusu

Lanc Tclocommunicadons Pty Lnd
clmso6cc\wlawordtdocrVn(Xl2ti
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2.16 Problems due !o Malicious call Tlace (MCT) Faciliry placcd on267 2,fmP0SES ONLY

267 230 -26Mry 93

The MCT provides a'Calling Line Identificadon (CLg facility for calls originating from
moclern cxchanges and a 'last party releasc' faciliry for calls from older exchanges; in
the lattcr case it (MCT) effectirely r?noves the protcction of an incorrect hang-up, The
effects are covercd in the witress staJement of Mr David Stockdale of E Decembcr 1994.

(i) Telephone 'dead' for a pcriod of 1.5 minues after hang up.

"17. During NNfe second investigation of lr{r Smith's service, we inadvertently
causcd a fault ourselves as pafi of inplerrcnted testing proccdurss: This fault amsc
frpm the use of the "nalicious call Eace" facility CMCI"), that was placed on Mr
Smith's service at the Portland Etchange in an attempt to ensure morc detailed data
rctating to Mr Smitbs incoming calls. The additional inforrnation (specifically
Calling Party nuurber infornation) was rcquired so Orat we oould more accuratoly
rrrarch possiblc problwr calls agairyr his fnrlt r€pons. !v{r Smith knew ttris form of
esting was being undertalccn, as we had discussd it widr him.* During the pedod
that rnaliciors call tracing was in placc" when lvt Smith received callJ no*
occlraages that can only provide lknitcd daail regarding tbe A palry aumber and
hung up his rclepbonc, tberc was a 90 second pedod after he hung up rhat the
Exchaoge contolliag.the call believed that his call was Dot over. (Lfunited cdl
dehils can occur for cxchaoge technotogies srch as step by step. This is luown as
kftial Calhpg Liae ldentification,'Padal C[.I). As a rasult; if parties attqnpred !o
call Mr Smith within rlris 90 second perid, tbey would not be able to do so.
Likewise, if Mr Smith atternpted to illaee calls during lhis 90 second pcno4 his
phonc would appcartobe'dead" with no dial tone.

18. This fuilt is likcly to havc had only a tnergind offect on lvlr Smirh's
: telephqrc service and was possible only benvecn latc May 1993 and euly Aqgust

1993. The.custompr whose complairrt atened us to the problem was calling from
Horsham." .

' : : i

* It shorld be notcd thar Mr Smith disagrees ttrat any such discnssion took
place, and denies that he had aty howledge of the MCT facility being

on 4 April 1995)'

(ii) If the Telephone (at CBHC) is incorectly hung up, the catl 'continues,.

On 9 August, a 00E call is reco'rded as 132 miautes duration (ard so charged?) whilst
the ectlral convcrsetioa appeared to be for only 15 miuutcs - that is the caller cleared
aftcr 15 minutes - this, as starcd below was probably because the handset ar CBHC
was trot replaced properly - nonndly calls are undc 'A' (calling pa$y coDrrol) and
on 'A' hang up the call would have clerued (charging stoppcd).-Ho*rtver the MCT
facility overrodc this normal si$ation; agar& Mr Stockdalc:

'19. The parry, calling from Horsham who alerted us ro the MCT problem
rePortcd that they had a telelhonc djsorssion vidr Mr Smith which lastcd for.about
fifteen minues. However, tlrc SlvlART l0 line evtnt roonitoring records suggesred
that the call in question lasted for two hours. Mr Smith belicves this is evidence rhat
the netr*rork hss serious problc,ros. My bclief is that Mr Snith did not hang up his
phone aftrer the calt was complctcd urd therefore ilre St"lART 10 c+ripnent dii nor
record Ns call as cnding until thophone was later hung up. I base Ani Ucnef on the
tcstinq coaductcd as a renrlt o{ *re discovery of the sidJ cffcct of using MCT, as well
as analysis of ccs7 data for dre period rhat the Mcr facitity was in use".

Luc Tdccommunicrtionr Ry Ld
c:\msoffi cc\winword\docfl dm022i

g/w,'d
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MCT removed from 267 267 on 1e August 1ee3, 2s7 230* g s.e.ttRRAE[f_0R Df SCUSSIoN

?.!7 . -congestion warmambool to Portlurd Exchange - polcntial cause of .F"gHrg$FS oNLY 
-

March 301993 to April 1994

Otl- 30 March 1993, Ponland was rctunlced/connected ro 0rc Wannanbool cxchange
ra$er than Hanrilton. This meant all STD calls ro CB carne via Warmambool io
Portland. It would appear the route Warrnanrbool to Portland was under dimensioned
(rcf 8004 History pages 60,61).

It was confinrred that callers to Smith from Melbourae were receiving 'false busy,, -
callers were receiving congcstion. Telecom's Nctwork Operations grouf, 

"otgtt*O 
O"t

there had been regutar ocsurrences of nctn'ort congcttioo auring peak pcriods on
Wednesdays and Sunday eveninp. Conected 6 April 1994 by 'increasiry thc roue
gapacity W 30%' (tbe Z route was increascd from 30 to 60 ccrs - ref G Cl-ose report,
section 18, copy of e'rnait of Aprit 6). Potentially this rcutc was under dimensiensd fsy
some 12 months - investigarion indicated the rorrte change was as follows:

At30March t993

Warrarnbool

' r'&e

Portlud

t

2

3

lsoE

30-60B/at

rc
Accc$ tolfran
'rtnof uodd'

The VC and O/G routes 'overflow' to the B/W routs: that is if all 15 circuirs in the giveu
routc aI€ busy, then a free circuit ie sought in the BA[t rcutt.

On 6 April 1994 the B/til route was increased by 30 ciro:irs ro I toral of 60. Tbis would
indicate a 5:0vo incrcase rather thao 30% (bascd on the assumpion the 50% of thc BAil
circuits are available for ovcrflow). ' 

-

2.t8 cBHc Goldphone cbning out on calls to 00g numbers lE June - g August

Fault reported from CBHC on lE Juae - srbsequently 'discovcred that calts frorn coin
opcrated pay plones connectcd ro the Portfand ruC fO+ would drop out on answer
$ry_:ttling 008 number. Incorrect charglrg analysis dara at portland AXE 104
(POruO was discoverpd to bc responsiblc foi ttris condition' (ref 8004 S;;Htr;;
P59). Durotion oJ condidon is not kaown, but corrected oo 8 aogorr tfef. Orty
affected cam p CBHC 008 number from payphones in Portlmd iio (oraer of,20, palphoncs) and calls frotrr &e Gotdphones to 009 numbers.

orG
B/\v

Ircoml$toPdtrrd(mdCE)
outgoinS
Bottwry

Lur Tdcconrmuaic*iqrs Fy Ld
e\nsoffi cdwiurornaocc\dd225 .  '  

. . .
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2.19 Pcriod June 93 to March 94 - Fauft Rcpons
DR{Frf_oR DTSCUSS|0N

PURPOSES ONLV 
-"

Ivfany fault rcpotts werc zubrnired deatling BSL RVA receirrcd, one burst of ring
occulenc€s and recordings of short duration calls - rcsting was pcrfonncd, NtiF. nrere

. are insances of BSY bcing reported and cdl daraindicating rhat in ftct that was the case
' the line was genuinety busy.

2.20 Caller Receiving 'Dead' Line, 1? August 1993

A caller from Daylesford rcceivod a 'dead line' on 5 differcnr occasims on calling
CBHC and was finally connccted by thc Tclecom 1100 operator. Call data indicared
each of the 5 calls had a 'convenation tirne' of lcss than ZO seconds wittr the 'calling
paay banging up'. Subscqucnt rcsting did nor idenrify any prroblems.

2.21 Further difficrrlties with the RCIr{ Systems - Potenrialty Causcd by a Funher
Lightning Strikc on E March 1994

Diffrcutties had be€n experienced by thc local Telecom staff in daection of intermittent
faults or the RCIr{ systens, notably systcm l, althotrgf issres subscquently discovercd
potentially affected the alamring of all systems. The issues are covered in thc following
reference, lener of 24 March 1994 from David Polson, Tcchnical Man4ger (pages

: following). Ttre only scrvicc adversely affected with regard to CBHC was the
Goldphonc . this was removed from RCM I on tlre 19th of March "as a prccaution
because ongoing invcstigation had not yet discovered the intermiuent no dial rone hnlt"
(rcf: Mr Ross Andenon's Witress Statcmcnt, para2S).

2.22 CapeBridgcwaterExchange CCM) QfrtheAir. 2SMay l9g4

Sorne 13 complaints relatcd to callers to C-ape Bridgewater receiviug RVA or NOP (rcf
8004, Hisrory p61), '"An investigation ioto tbc corplaints discorrerpd that the code
requirod to trursmit salls to O55 ?57 )OO( (i.e. CB) number was inadveneqtly delered
during daa changes u Portland A)(E 104. me Cau changc in question occurred at
 30pm on 25 May 1994 and was regc{ial on rhe samc aay ar ?35p; .

In effect all Cape Bridgewater was Ofrthc Airfor sornc 3 hours.

223 00E Service. Conflict rc: Chargcd Calls and Anwered Calls

Throughout the period of operation of the 008 816 522 sqvicc (Decernbcr 92 rc prcecnr)
there bave been continued reportings from GBHC (or callers to GBHC) of:

. : .
r calls not ieceived (ursweled) but charged
o callerreceivingRVA
o 'call but Iiae dead'

' It ii difficult to aributc these conditions orcr ttre period of occurrelrccs to specific
events or faults. In corsidering these corrplainrs, an expluration of the operation-of 008
serrices may assisr (€f: to Configurarion 'B').

Lane Tdccnrnrnunic*ionr Pty Lrd
c\msoffi cc\winworddocr\dnr0225

s2/?2'd
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Iilhem a 008 tCO( )OO( numbcr is ctllcd from anyvhcnr in Ausarliq thc call is
cssentially dircctcd to rn htclligeut Nctnrork Ccntre (D{C) wbich is dcdicatcd j9
ptocgsging 'lntelligent Nenpork Sbrvices" such as 008, 1800, 13 type services. Itr thc
case of 008 serrrices, the B{C:

' analyscs the 008 codg and *O*ti* this to thc reqpired destiuation code - i.a
CBHC, to 055 267 ?57

sets up thecall to the pqurrcd servrccfiom thcINC

srpervises the crll, and cost accounb the call forbilting.

@....4.::.y

o
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o
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3. OtherSourcesofhoblcms

. It should bc notcd that during tlrc pcriod Decemba 1992 w October l9g1 tlre order of 200
.fault reports q/crc made contendng tto CBHC s€rviccs. Not withsranding rhc above
documtcd farrls and probleins, therc were problems quitc evidcntly 

"r,ti6 
by mis-

qrcruion oruuderstandinj of drc C?8,

Issues rclarc to:

the answerinq tThitp answcring cdls automadcalty eith rone after 30 scconds of ring
(amundnidApril lW2); ' '

I 1' handsets'occasioraffy Ueing left off-hook for extendeO periods (lvt smifr has stated rhis
., 
- 

odt -"ry on otre ortwo o,clsions);

. intcpction of the cordless handset (petiod of 3 mnths, early 1993) cansbg a rangc of
problcrns rs dctailed;

' '  . , . '  .
r a IaDBe of csllers -lhng 'lest calls' on behalf of CBHC considerably cmfrrsing the real

operationalpt"T* {rlng tbn laerparts of 1994 (MrSmith bclicves thir ir oo, fi. €so).

.

4 Sn'rrrn.1'1f

CBIIC tclephone scrviccs have suffcrcd cmsiderable technical difFcultics duritg the pcriod
in question. Telecont caainly initially fully conccorratcd on rhp cAriI/c?E olcri,nts, aad if
thcy were 'btact', faulrc would be Eaabd rs NFF (No Fault Found). es can bc secn frota the
abotte' faults did cxist that afrectcd rbe CBItrC servicas, ana amost witborrt cxception these
faults orproblcms were faults in nenvort elemcnts.

Lirc Tclcomdc{ioos fty IS
c\osoffi adlnrhwordldocr\&(t225

. '
e/e2 ' )
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CaDc BridgewatarCB
CBHC Capc Bridrcwrcr Eoli&Y CUDP
RA'( ncctrnrieat cxctrarp of thc stGP by

step (S x S) tlpe which uiilises nrcccssivc staScs of selcction on a rotary hunt
based on the diallcd disits

systcm that cnables custorncr blcPhole

*i"* to bc canicd ovcr dcrivcd circuib - fur cxamplc owr t cablc'carricr

ryrt"* AD RCI1{ of tfue typc used rt CB has a 30 cuitomcr QPacity Pcr
SyrarA cach witb a dcdicatcd linc over die cablc carrier systo6s to tbc P8l-cnt
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CPB eovcts tlc tclcPhonc cabling rnd

ffi*"t (telcphoncs, anweringnachincs, facsimile) counectcd n'ithin thc

",irtir*, 
pr.*iio. May be provided by Teteoon or_-plrchased rnd

r-nrotrA by ottrcrs so long as thc cguipmcnt carrics an AUSTEL Pcrmit to

coEnectbPSIN. -==
PSm puUticS"rir"nATclcphoncNctro*-consists o{Erch+g.s |4l

IEN i-'Jl-lA-o Fvah onoa NeJqtott

MCT MaliciousCallT?ase . .-
was rcPorted but tesdng did

not indicare shard or sPecifiq &ult
NFF

NNI ,- 'NM is thc find point of ttfcrral In

Tclecom for &c irrrcstig+ion of +sPc+# nchvo4pgoblo+!' .
tonc, dials uumbcr but does uot

r:cei;?Eyothertonesan46ecallllils= = == ,
for cxarryle if * 1 givcn instant a

o"fnir*,r of 10 cirstri6 f.t S calls.b Pnogress, it is carrying at that instant
a f i t

NOP

E

TCBH Timc Consistcut Busv Hoqf (of te

ARF, ARK ElectromchaniCal exchanges witb poOteO Ceilrat conllpr (rEgrstErs, I,r
'ctgssbs tsoe' otovided bv Ericsson'
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RESOURCE UNIT TECHNICAL EVALUATION REPORT

Mr. Alan Smith of Cape Bridgewater Holiday Camp

30 April f995

Introduction

This'document is DMR Group Inc.'s (Montreal, Canada) and Lane Telecommunications
Pty Ltd's (Dulwich, South Ausealia) Technical Report on the Cape Bridgewater Holiday
Camp COT case.

It is cornplete and final as it is. Therc is, however, an addendum which we may find
necessary to add druing the next few weeks on billing, i.c. possible discrepancies
Smith's Telecorn bills.

To establish thc context for ou tcchnical evaluation, we preface il with our positions on
three qpecific details'in Telecom's Sewice History. This is followed by a statement.about
other docurnentation which has been provided by bottr parties. And we provide a
characterisation of the level of service such a customer as Mr Smith could rcasonably have
expected.

Sections I and 2 itemise problems with Telecom's setrvice.to ttre Cape Bridgewater
Holiday Camp 1t ths pedod from February 1988 to October L994. There were serreral
differcnt problems, sometimes more 0ran one at a time; with seviral differcnt causes.
These are summarised in the Timeline at the end of the Introduction. They include:

congesuon
- low capacity

exchange fault
tansmission equipment (RCIvf) faults

sundry reports with "no fault found" at the time
Telecom lesting '

prcgamming error
uncompleted 008 callf

Section 3 addresses ttre issue of problems with CPE (Customer Premises Equipment). It is
not always clcar to the customer whcre to draw the line between CPE and prcper Telecom
reqponsibilities, and Telecom did not succeed in making it clear to Mr Smith.

o,
o

o,
o

-0

DMR Group Inc. and
Lanc Tclecommunications Pry Lra
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Sections 4 and 5 are an impaa assessment and summary. We have .ascertained that rhere
were times when the service provided by Telecom to IvIr Smith, quite aside from problerns
with CPE, fell bclow a reasonable level. These times ranged in duration from years in
some cases, to 18 months in one case, to an.estimated 70 days in one case, to shorter times
in other cases. These durations of poor service were, in our judgement, sufficiently severe
to rcnder Mr Smith's service frorn Telecom unrefiable and deficient

Cape B rid gewater Documentation

The "Fast Track" urUirution proceedings are "on documents and unitten submissions".
More ttranl4,Q00laages of documentation have been presented by both parties and
examined Uif,We have also visited the site. Not all of the documentation has real
bearing on the question of whether or not there were faults with the service provided by
Telecom. We revicwed but did not use Mr Smith's diaries ffelecom's examination of Mr
Smith's diaries arrived in the week of 17 April 1995). Like Telecom, we separate the
problems caused by Mr Smith's CPE from those in Telecom's service and conccntrate onll'
on the latter. A comprehensive log of Mr Smith's complaints does not apPear to exist.

The Technical Report focuses orily on the real fauls which can now be determined with a
sufficient degree of definiteness: IVe are not saylng anything about other fauls which may
or .may not have occurred but are not adequately documcnted. And unless peninent
documen6 have been withheld, it is our view that it will not. be fcasible for anyonc to
determine wittr ce$arqry, what pther,feul$,ltr,-e,r..g $u.€lrt.oJ mi.g[t n_oll,a::. E::"**_ .-...^.--,.-,-"*,_+-1

t" - '' '"*'" I
I One issue in the Cape Bridgewater case remains open, and we.shall anemPt to resolve it in {
I n. next few weels, namely Mr Smith's complaints aboutbilling problems. tt -n
!a
i Otnerwise, the Technical Report on Cape Bridgewater is complete ||
t,**i*6; 

dc;cd;i-is"Tiitecf i"Stffitory'Deciaratidn' of L|ou""*u"i 1994. rilithout

taking a position in regard to ofier parts of the document, we guestion three points raised
in.Teleqom's Sewice History Starutory Declaration of 12 December 1994 [Ref BA04].

t'Bogus" Complaints

First, Telecom statcs that Mr Smith made "bo!us" complaints 18004 p74, p78,
Appendix 4, p10J. 

'What 
they pean is his calls in June 1993 from Linton to test Telecom's

fault recording. As others have indicated (see Coopers and Lybrand Review of Teleiom
Australia's Difficult Network Fault Policies and Procedures, November 1993, p6)
'"Telccom did not have established, national, dosumented complaint handling procedures

t...] up to Novembq 1992," and "documented complaint handling procedures were not
fuIty implemenred between Nolcmber 1992 and October 1993." Furtlrermore, [P7] "fault
handling procedures were deficient" Smith's June 1993 calls from Linton were, as he has
stated, to test Telecom's fault reporting procedures, because people who had been unable
to reach him told him that Telecom did not appear to be doing anything when they
reported problems. We find Srnittr's tests in this instance to be unlikely to effect any useful
resuls, but the term "bogus" does not apply.

DMR Croup Inc. and
lanc Tclccommunications ttv Lrd
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There were occasions when Mr Smith mistook problems with his own CPE for Teiecona

faults, but this is a normal occurrence in the operation of any multi-vendor system, which

the end-to-end telephone system increasingly is. Telecorn takes pains to separate these

CPE problems fiom the legitimate fauls, which they acknow.ledgc.

None of the faults covered.in our Technical Report and attributed to Telecom is either
"bogus" or CPE. We concur with Telecoin that there were CPE faults, as discussed in

Section 3 of the Technical rePort.

Professional Service

Second, Telecom asserts that its employees always provided "professional" service "in
good faith." While we do not findgrliberate rnalfeasance oJn$",pj{ of the Telecom

employees who serviced the Cape Briilgewater facilities, we do find Telecom's approach

to i"ott reporting novel but less than adequate. Before Dccembe,r L992, Telecom says it
"tailored" fault reponing [Ref 8004, p33 "Telecom Eeated complains from Smit]t
professionally by rcsponding with a reporting processes [sicJ tailored to meet his
complaints."l After December 1992, Telecom says (p78) ttrat "Smith's complainr
reporting anangements were upgraded." Considering that it took Telecom too long to
diagnose and correct cirtain network faults (as indicated in the technical report), we find
thu Telecom's performance was not alway3 adequate.

A wcll-disciplined maintenance team would retain customer complainS until they were

resolved and clearly distinguish them from all other discussions with the customer, and

Telecom did not always do this. Because they found ceitain f.aults difficult to replicate or
to fuid, Tclecom cleared them as non-cxistent with 'No Fault Found." Telecom's
approach at Cape Bridgewater, though well-meaning, if somctimes also condescending.
was often more casual than professional. Telecom's acbons in Cape Bridgewater aPpear to

be aimed at level of effort more than level of service.

Care In Scrvice ProviSion

Third, Telecom does not cite any examples of Tilecom carelessness, but we find this to be
a matter of interprctation in the instanccs of Telecom wongly directing salls to Recorded
Voice Announcement (2.3), rcsting causing lost calls (2.5), software faults (2.6),
programming errors (2.12), and possibly o$rers.

Service lrvel

At issue ii whether.or not the level of service provided to Mr Smith of Cape Bridgewater
Holiday Camp by Telstra (Ielecom) was the level the customer could reasonably hhve
expectcd.

To make that determination, we first pose the guestion: What should the levcl of service
have becn, i.e., what could a Telecom customer expect in such a country area during the
period covered by Mr Smith's claim?

O
o
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Our Technical Repon covers time periods as follows:

February, 1988 to 21 August 1991

After 21 August 1991 (to October 1994).

The expected service level before about l99l was not defined in unequivocal, measurable

terms, but was describcd by customer and regulator alike as "reasonable.'1 There are

service lwel indicators in the tariffs (e.g. Telecom Standard Conditions and Charges and

TELSTRA BCS Gasic Carriage Service) Taritr Manuai).

After 1991, the Telecommunications Act 1991 (rcf. AUSTEL 1992/1993 fumual Report

p 161) will have beerr in effect It includes among its objectives:

"cnsuring that the carriers achieve the highest possible lcvels of accountability and

responsiveness to customer and community needs," and

"promoting the development of other sectors of the Ausralian economy through the

commercial supply of a full range of modcrn telecommunications senrices at the

lowest possible prices. "

Thg princrple of univssality (Ref AUSTEL's 1992/L993 Alnual report), as-.an objective'

was in effLct in Australia before 1991 (called the "community service obligation") and

remains in effecf (Some 93Vo of. ntal households had telephones, versus 957o overall.):
' l ' '

'It is the Parliament's intention ttrat all people in Austalia" wherever they reside or

carry on business, will continue to have reasonable access, on an equitable basis, to

smndard telephone services and palphones-"

Starting in 1990, AUSTEL set (and continues to set) the tcchnical standards for eligible

services, for networks operated by carriers and for customer equipment and customer

cabling. AUSTEL is also to set network end-to-end performancc standards, but druing thc
pcriodi covered, performance parameters for telephone network service were being

identified, and work was proceeding to quantify performance levels against ttroSe

pafirmeters, according to AUSTEL's 1992/1993 annual rePort' so no easy-to-aPply fute

measurcment of service level is at hand.

Telecorn's own Nenvork irl-ugr-"nt Philosophy (issued g December Lgg4 and

addressing "Tclecom's performance against the defined standards for key nerwork

performance [..:] over thi period 1982 to the prcsent" [p 5]) gives several indications of

wtrat is meant by average network availability on a national basis, ie. percent of calls

completed cxccpt when the called party is truly on the phone. For example, national

net;ork loss from July l99l to March 1993 did not exceed 2.5Vo (except on Chrisrnas

Day), and from Apil 1993 it almost never cxceeded 1.5% [p 221. Local call loss

percentages are cven lower.

How did the service level piovided by Telecom to Mr Smirh during the periods measure

uP?

DMR Group Inc. and
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I\& Smith's claim is based sn his complaints made during the period that Telecom was,

effectively, tailing to fulfil is universal service obligations and was providing an inadequate
qualiry of standard telephone service. His complains have been made in terms [ike:

phones do not ring when [holiday carnp] customers call

[holiday camp] custorners receive a "busy" tone when phones ale not engaged

calls placed to the holiday camp "drop out"

recordcd voice announcements inform callers that phones are disconnected when

they are not

\ t"t rum recorded and responded to h{r. Smith's'complaina in a variety of ways. But
- 

M, Smirh did not express his.satisfaction--in fact, in his claim of June 1994, he refers [p 3]

to l'the continuing problems that I am.experiencing" and states that "my phone service is

still operating at ; t,aty deficient level." The alleged faults were not reaifred up to the

time of the clairru

Tclecom, as the solc gniversal scrvicc carrier for Australia (both before and after the

Telecoinmunications Act), has no alternative but to "ensure that a standard telephone

selvice is reasonably accessible to aII people in Ausualia on an cquitable basis."- This spirit

is confirrnod by Telecom in the lettcr to Mr Smith of I September 1992: "Should this

investigation identify any fauls in the Telecom comPonent of yotu sendce they yill be

rcctified in accordancc with norrnal practice." And again in Talecom's letter to Mr Smith

of 18 Septomber 1992: 'q\ile believe that the quality of your telephone sewice can be

gort*t""d and although it would be impossible to suggest that there would never be a

iervice problem we could see no re4son why this should be a factor in your tusiness

endcavogrs." And again in Tclecom's letter to Mr Smith of 25 May 1993: "Telecom

Australia endeavburs to provide at all times the telecommunications services in respect of

which a cusromer has made app1ication..." (Copics of the lcttc$ are attached.)

. Wc have reviewed the specific fauls reportcd, based exclusively on the sources of

information listcd at the end of the Technical Report 
'Wcrc 

they Telecorn's faults?

Whether they were Telecom's faults or not, what action did Tcleoom take to rectify them,
(or refer them to others, if they were not Tclecomls faults), and in what timeframes? Was

there appropriarc managern€nt of network operations, fault logging, and network

monitoring? Was the customer appropriately handled, considering the intensity and long

duration of his complaint?

Our investigations of the,documentation and the site focuscd only on the tcchnical issues

which might have affected the level of service, which we take to include:

. design of the nework--i.e., was the network correctly configured and was the

design (and capacity planning) process sufficient to give a reasonable level of

service?

DMR Group Inc. and . . .
[.ane Tclccommunicalions PN Ltd

Pagc 6
30 April 1995
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selection, insrallation and on-going maintenance of network equipment" or
replacement of obsolete equipment

.operation and monitoring of the network and services, which tlpically includes
informing subscribers in advance of outages, if any, due to equipment change-out or
maintenance

keeping track of usage of the nenvork for billing purPoses

. dealing with client fault reports-recording them, rectifying them, documenting
diagnostic and conective measures, verifying ttrat the customer has not continued to
experience the reported problems, and escalating them as appropriate, until they are
resolved.

We conclude that the Cape Bridgewater Holiday Cump experienced genuine technical'
difficulties--i.e., service deficiencics-which were not promptly diagnosed correctly by
Telecom. These are covered in the Technical Repor"*

Customers expect'world class scrvice from elcphonc companibs, and Telecorn takes this
expectation itto a"coonL as pointcd out in its Netwsrk Management Philosophy [p 4].

Telephone companics provide services which are reliable and consisrcnt cnough, even farll-
safe, to be counted upon in emergencies. Customers' cxpectations of affordable
telephones which always work arc reasonable expcctations-

Customers of public tclcphone services can also reasonably exPect telephone companies to
fix reported faults (or explain non-faults to the customer's satisfaction), not to clear them
with a I'NIEF' (no fault found), as Telecom frcquently did, even if they found the rcportbd
faglts difficult to rqilicate and difiEcrilt to diagnose. The process of explanatibn to ttre
customer (or the lack of it) .is a crucial component of fault report management, and
therefore of reasonable service as a whole. The fact that evenB have led to a protracted

dispute suggests to us that this process ffiry have been inadequatn in the early period.

Once an incomplete rcport-rqsponse pattern becomes entrench'ed, the criterion of
'teasonablc servicc lwel" becomes difficult o satisfy.

It is in neither the network operator's nor the sustomer'S interest for the customer to
engage in network diagnostici of his own. Circumstanccs which lead to customers
diagnosing the network themselves, instead of relying on the telephone company or the

regulator to do it, can be said to be symptoms of an inadequae level of service or a

AustrateO or possibly irrational customer. Customers do not gencrally have,the financial

resoruces or the technicat expertise to diagnose networks, as Mr Smift has anempted to
do.

A ieasonable level of tclephone service requiies that the network operator fix rcported
(and unreportod) faulrspromptly. This principle is factored in to the ariffs. If they ar€ not
faults in thc Elephone system, society's expectations of thc network operator behove the
operator to resolve them by passing them on, explicitly and officiallR to the liable parties,
which rnay include the customer in cases of the incorrect use of equipment or
misinterpretation of circumstances (e.g., if a customer dialled a wrong number and
reported that the phone at the number he intended to call did not ring)-

DMR Group Inc. end
Lane Tclecommunications Pry Lta

Pagt 7
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The types of faults rcportcd do not easily fall into definitc categories. In some cases more

than one fault may have been involved. And the further back in history we look; the more

we have to rely on phrases like "potential," or "could well explain," or "were likely to

cause," etc.

As shown in the Technical Report, there were fauls caused I congestion and under-

dimensioning, equipment problems, software problems, incorrect data entered, faulry data

changc ,ontool, -a Ugntning. Telecom diagnostics sometimes concluded that there were

no faulg (I..{FF) in cases when there were faults. Since the customer was generally not

satisfied throughout a peiiod of more than six years, il -"ple*t that it often took Telecom

too long to resolve faults. 
' 

fi""": 
''

In summary, some hundreds of faults, were reported by this customer. Some of theie

reports were madc whcn the customer misunderstood or incorrcctly used non-Telecom

dJVices. But many were bascd on insufficient network facilities or network equipment

which was not working.

DMR Group Inc. and
Lanc Tclccorirmunications Pry bd
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1.1

NOTES TO TIMELII\:E

RE: MR ALAi-'I SMITH

General Nsts A block on the Timeline does not necessarily impty ttrat ttre fault was
continuous for the whole Period-

(i) Many instances in the busiest hour of the week where probability of con-eesrion

excecded 12% oncalls bennrcen CB and other locations.

G) CB RAX cxchangc could only handle mal( 8 calls to customers connected to ir at

any one time. 66 customers were connected to it by 1991'-

Swirch fault fou.nd June 28: believed to havc been a "hard- fault for 2-3 days but rnay

have becn internritent from March 1991. 12.5% of all local and incoming calls lost

during "hard" Pedod.

Range of problems with RClvt over this period.

At lcast 33% ofall calls from Melbortrnc and intcrstarc to CB directed to RV..{ for at

for, tO days.

90% of callers to CBHC rcceived busy or congestion tone.

Exchange sofnrare fault Portland A)G-

Exchange hardware fault Portland ARF.

Various calling problems for 4 days due to RCM equipnrcnl-damage by lightning suike
(Novcmber 1992).

Various calling problems due to RCM faqls for 5Q-70 days @ecember lgg| '

February 1993).

Z.ll Some problcrns may havc been duc to infrinsic operational limiations of these unis-

Z,.n Calls misdirected by Telecom to fax machine during Janr:ary and vP tDBW3-

2-13 Not known when this condition commenced (several rePorts over Febnrary and

*-ch):

2.lS Faglts in Warrnarnboo\ Ileywood and Sebastopol cxchanges.

2.16 ildr Smith denics being *O* on MCT or its cffccts on slow cleardown of calls, thus

betraviour consistent with rcal faulrs was obscrvcd.

Z.l7 Regularcongestion confirmed onpeakperiods on Wednesdays and Sunday evenings-

2.f8 Confirmed 1816 -3/8/93. Could havebigunearlier.

2.lg Reports included busy, RVA received, one burS of ring, short calls.

2.20 5 calts from Daylesford caller to CB rcceivcd dead line-

Z.Zl Effecq on Ggldphong 8 March - 19 March 1994 (intermitlent no dialtone).

2.22 All CB traffic lost due to programming elroratPortland AXE,

2.2

2.3

2.5

2.6

2::I

2.8

2.9

DMR Grouptrnc. and. ,
Lanc Tclccommunications Pty Ltd
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Trlea //

This Technical Report covcrs incidens and events poentially affecting the tclephone services

- provided to thc Cape Bridgcwatcr Holiday Camp dtulng thc pcriod Rbruary 1988 to August

\ tf94. It is based on a revicw and analysis of all thc sourcc information, itcmised under
'1Sourccs of Information". It focuses on thb real tcchnical difficulties experienced by Cape
Bridgcwater Holiday Camp dufing thc period in question, which we deern to be wi*rin the
normal rqtm of Telephone Companies' reqponsibilitics. It does not go into detail about thc
mis-operation or incorrect understanding of the customcr premiscs equipment (CPE), where
these would normally bi considered the reqponsibility of tlre cuitomer.

Scope of Report

?

o,o

DMRGrotpInc- and
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1. Period - February 1988 To 2l August l99l

The- sftnificancc of t]ris period is that it covers the time from take-up of CBHC services with
Exchange'Configuration 'A' rurtil this configrnation was changed on 2l August 1991.
Serv.ices were provided from a Rural Automatic Exchange Rfu! connected to tlre Portland
ARF cxchange.

l.l Potcntial Souqc of 'False Busy'during period February 1988 to 2l ,August 1991

(t Many instanccs of congestion in the busiest horn of the week on calls beween
Bridgcwam and Portland: congestion on the Inttr Exchange lunctions

The following is an cxtract from thc Telccom docunrcnt prodtced by the Gommercial and
Consumer Office of Customer Affairs, 'General Information Document rcf 1, fur
Introdrrction to Tclecommrurications in Ausualia, Issue 9 Deccrnbcr 1994', which we find
describes network dimensioning as it was perfornrcd duing ttrc lp.riod from 1987:

'16.4 Network Dinrensioning Principles

'Dimensioning is the process of determining the quantity of equiprrrcnt needed
for a particular taffic volunrc. Dimcnsioning is a major activity in network
design, and is requir€d wtren an entirely new tcleccrtrnunircations. facility'is
bcing planned or when an extension to existing equipmcnt is required.

"Dimensioning is carried out in accgrdance wjth thc following principles

'fimellorizon:

"Network dimensioning is aimd at cnsuring that
enhancement is able to handle taffic for the busiest
following the year of installation

'
'Trafrrc Base:
'As taffic is of a irandom nature it is necessary to obtain a standard
qpecification for taffic value for use in network dimensioning. This is known
as the tafEc base- Two measfnes are used-

"The first, the Rubas, is defincd as the busicst 50 half-horr periods in a ?-day
weck-

'The sccond ii thc peak weefiy redkg * (wcekly brsiest), or morimum
traffc intensity obscrved wi$dn ttre wCt and is specified for key routes.
Wcckly Busiest excludes qpccid events such as Cluistrnas and days on which
"qpgt specials" such as ong-off STD and ISD price discouns, are'offetred." '

(* D Read - botd/italics)

Cape

thc next
season in

network
the year

DMRGionpInc and
[:nc Tclccomrnunicaions Ry Ltd
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*6.5 Design Grade of Service

'"Telecommunications netlvorks are designed and dimensioncd in line
with the principles dcscribed above to carry the forecast traffic at a
prcscribed Grade of Sqrvice.

"The Design Grade of Service for individual routes needs to be chosen
in ordcr to make deciSions about the amount of equipment required to
carry ttre offered naffic. In choosing a panicular numerical value for
thc design Grade of Service for Dffcrent situations, a number of factors
are taken into account The main ones are:

r customer service,

. safery margins neccssary to covcr errors in rrafEc estimates

r unf,oresecnoverloads
:

' equiPment cosB.

'fThc Design Gradc of Service chosen in any panicular sinration
rcprasents a compr.omisc benpeen these several compqting requircmena
and will generally be bener than theprescribcd Grade of Service."

There wcre rqported periods of congestion on calls intg.-te Capc Bridgcwater
RA)( achowledged by Teleconr: Telecom Minute of LZl1lTZ. ref. Telecom
Australia 8004 Appcndix fle sll,'Congestion betwecn C-ape Bridgewater and
Po+land had been prwalent as only five junctions available. This sination was to
bc upgradcd with ttte cutover of Cape-Bridgcwatcr RAX to an RClr{ [rcmote
customer multiplorcr] parcnted back to Portland AXE 104," and

Refercncc @004 Appendix 5/6), to the lraffic Profiles (graphs - scc !:age -..-..),
pooling tbe wcekly busicst hour traffic. These indicatc ftat there were nrany
instances nreasur.ed in the period 7/11/t8 ts 10r9F0 whene traffic Portland to CB
exceeded 3.0E, i.e. the probability of congestion was the ordq of. 12% with an
average of 2.4E, ie. pnoqUiUty.of congcstion is 6% (the reasonable lwd would
b,l to 2%). These graphs also show simila congestion'in thc CB to Portland
direction.

WlulS the graphs only,cover the period November 1988 ts Sqprcmber 1990, the
traffic profiles.would indicate continuance of this situation right up until the
exchangc rcplaccmcnt (21 August 1991) and potentially a trend of higher
congestion aS the numbei of customer were increassd from 50 to 66-

The busyhour generally occurled dnring earty evening,(7,- 8.30pm). Maiotet anc.
Testing (TRT - Traffic Routc Testing) from remote.Iocations'did not deact rtris
condition (rcf: TRT rcst results B@4 Appendix 5/8 test pcriod March 1988 to
Jnly l99l) as the t€sts were conducted during the time 12ffi - 1800 which is
ousidc the busiest period.

t,

DMR Croup Inc and
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Converscly, traffic outside ttre busiest hour (ordcr of 1.08 or.less) would receive a
satisfactory gradc of service on thesC routes (probability of congestion less than
l7o onthe junctions betwecn CB and Portland).

DMR CrrorryInc and
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1.3 Customcr Access Network (CAI.{) Testing

During tlus period, when complaints were made' Mr smith's cAl.{ and CpE
v/ere tested and/or changed (including replacerrnnt of privarc cable), with NFF
(no tault found) being generally reported with ."no subsequent actiren being
required,'l though we observe ttrat ih Telccom's Network Managemcnt
Philosophy of 9 December 1994 "effective networt nunagement rclies on the
detection of pattems of incidcns which identify a probable network abpormaliry.
It may take time for inrormation about a numbcr of incidents ts accumulate to
allow a problem to be traced .atrd corrected." furd Telecom's briefing papet
8004, lzll?Jg4,page 80 in rcferencc to Mr Srnith statcs of Non-stanOari i.ofo
(NSD rqdeafu hcld in servie pfts recordVscratch pad records.' In any case, it
would appcar, as detailed above, that the problems wcre prcdominantly in the
network (exchange, IEI'[). Testing was not highlighting thesc conditions, as ir
was generally conductcd out.of ttrc busy pcriods. However, reading of the
cxchange congcstion meErs (which was rcgulrly @ormed) strould (and did)
higtrlight the situation. Druing th1s period 12 tault calls were logged on rhe
Telecom faultrqport system, although thcrc appear to bc scveral not logged (e.g.
5th, 14th August 1991 - rdcr 8004/5 secrions 23,24).

2. Period Post 21 August 1991

The signifrgance of,2l August 1991 is that ttre exchange configiiration was changed (ro
configurytion 'B'), that is, 'individual derivcd scrvices via an RCIVI unit to the Ponland
new AXE exchange'.

2.t This should (and did) relieve tbe link congestion problem Portland to CB.
However, subseguendy, congestion may have occurred in other links (refer to
2.17).

2.2 VangusRCM (Transmission.Eqr4pmengFaults

There were consistenr problems with the RCM systefiL Ivk Srnith's services
were carried on RCM No I until 24 February 1994. This system had a rack
record of problems, .ild the RCIT,I rystcm componcnts were the subjeo of
scveral design corrcctions (Wo* Specifications). Thc.se issues were lihcly to
cause a range of problems (as rcported) ovcr the period August l99l to
Febntary 1993 (a pcriod of 18 months) when 

'I\e 
Smith's scrvices were

transfeued off RCM I and sewice improved. Specific problems caused are
covcred in later paragraphs (ief: 2.8, 2.9, 2.21).

DMR Grouplnc and
[-anc Tclecomrnunications hv Ltd

Pagc ?0
30 April 1995



2.3 Some Calls $/rongly Direcrcd to Recorded Voice Announcement EVA) for 16
Days, Marctr 1992

ln responsc to complaints from IVft Smith and othcrs from CB, Telecom
checking indicated that due to a data entry error on the Melbourne Windsor
Trunk exchangc MELU) all cails through this exchange to CB (at least 33% of
Melbourne and interstate traffic) were directed to RVA for at least 16 days and
possibly longer.

oo
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c) {uly 1992, caller reportcd receiving RVA on calling Smith from Station Pier.
l.tFtr atter considerable network testing, and no atuibutable sonrce subsequcntly
detected.

2.5 Telecom Testing Caused 90%LastCalls to CaPe Bridgewatcr for One Day -

Telecom Nafional Nerwork Investigation (NM) section rcsting locled up all

circuiS from Hamitton to .Portland for app'roximately one.day (Sunday). Ttris

would havc provided congestion/busy to X)Vo sf callers to CBHC

All C-alls Lost for 1.5 Hours Due to Sofnvare Fault in Portland A)CE - Blocked

all Circrrits, Hamilton to Portland - 28 Se'pambcr 1992

All calls to and from CB werc blocked (congestion/busy) for the order of 1.5

horus. Callers to CBHC reccived No Progress: 2 complains relating to CBHC

were reported druing this period.

2.7 L5% of Calls from Portland b Capc Bridgewater Faiicd for.Fivc Days due to a

Register Fault and Congestion on the Portland Exchangei7 October 1992

One of the 40 registers in the Portland ARF Minor Swircning Ccntre was faulry

for five days (2 - 7 October). The effects wcre:

(i) 1 in 40 (2,59o) of calls originating from the ARF and ARK exchanges on

Portland would tail (incorrcct wrong numbet, RVA, etc). Theref.ore2.5%
of Portland area traffic to CBHC was affectcd

(ii) In an cndeavour to locatc thc fault (and thc 'MELU' fault in 2.3 above), in

a lettcr of 23 November 7992 from Mr D llcas, Area l'{anager - Spccial

Products:

"Congestion could have been experienced by callers due to a combination of the

two faults indicatcd above and the volume of test calls being generated W
Telecom to locate faults. I understand that sorne of your customers Cxprcssed

this condition as 'getting busy tone' wben you were not using the telephones."

2.6Io

o
o
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2.8 RCN{ 1 Failure due to Lightning Stike 2l November 1992 Affected Service for
Four Days

A lighrring .strike on 2! November damaged the Cape Bridgewater RO\'I
equipment Telecorn received 22 customer complaints from CB customgrs_fg
No Aal tone, No ring received, noisy. No complaint was identified from CBHC,

however.RCM I was affected, and this was the unit CBHC services were on.

The condition affected services for 4 days, beforc restorative action was taken,

which may have been less than successful, rcfcr 2.9.

Various Call Problems for 50-70 Days

Nennork'recqrtion'breals during STD calls - (reported 6 January 1993 - fault

occurred two-to-three wee}s prior to this)-

Believed to be network problerns (ref BOM 1/4), and occurring in RClrd I -

RCM 1 was reponing a large numlber of degnded minurcs*i-e.' minutes in which

error ratio is worse than 1 in 10{-(ref 8004 1/4 intemal letter af 12 July 1993

reporting on this maner).

Problems had been occurring for somc time (such as,. clicking, breaks in

ransmissiorL and callers not gening through). MI Smith's services (wi$r the

exception of the Goldphone) were tansferrcd to RCTf['systeIrB 2 and 3 on

24 Fibruary 1993. MI Smift's serviccs werc affected for at least 50 days
(probably 70 days) whilst the RCIvI problems were lracked down. Telecom

initirffy investigated CAI.I with NFF, but subsequent investigations 'revcaled 4

problems with the CB RCIvI' - i.e., it was a network problem (refer to the copies-of 
.o*rpondence dated 12 July 1993, and firther system diffrculties occuring

early in 1994 - 2.2L.).

Telecom Pair Gains Support expert group (E-mail of 513193 from RM) found on

RCJvI I:

"Major pioblem, faulty termination of resistors on bearer block protection" - 
-

this is believed to be protection against Iightning strikes, and the problem could

have been in place iince the repair due to the strike of 21 November, and

"another @roblem) caused by non modification to channel cards" - that is,

rnodification to correct design faults (as detailed in Wsrk Specifications) had not

been carried out.

It is undcrstood Telecom issued "mandatory" Work Specifications in J991 to

correct design fault conditions relating to:

o false answering of calls - False Ring Trip
loss of speech during calls - VF drop out

Pagc 26
30April1995
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In the lencr of 12 July 1993 to Stockdale and Morris, refcrence is made to (DM)
degraded minutcs (minutcs in which crror ratio is worse than 1 in 10{), ('ES')
error seconds (seconds in which errors were detectcd in the Cyclic Redundancy
Check character sent with each frame). The systern" particularly RC}I 1, was
registering high levels of ES and DM. A'tcst on the 2 March 1993, run
overnight on RCM 1, resulrcd in: Portland to CB 43,500 ES - i.e. for a 12 horu
test period, essentially every second was errorcd and also 405 degraded minutes
were recorded. CB to Portland direction, 24685, no DM.

Suggestions are made by Telecom cmployces, for example:

"In my opinion ES only cause problems whcn digital data is transmined, and
have no cffect on voice services, and DM havq only a minimal effect on voice
serrrices and may cause an occasional audible click", ref Witness statement of Mr
I-eonard Banks, para 8, datel 12 December 1994

The signalting system which sets-up ttrc call and srpervises call$ including
answer reccived and call cicaring, is (as explaincd to us by Telecom personnel)
ransmitted in the channel associated with the service, and is transmittcd as a
data signal therefore as indicated above, high lwels of ES or DMs could
markedly cffect the call sct up, answer and clcaring sequence.

z.LO Three Numbers in Ballarat Received No Call Progress (NOP) when Calling
CBI{C-2February 1993

Fault was subsequenfly found in the callers PABX *orf"n, at Ballarat (not
cBHC).

2.ll hoblems With Cordless Phone Operation, February and March 1993

To enable reception of calls whilst Mr Smith was moving around the camp site, a
cordless handset system was installed on line 055 267 267; during the pcriod it
was connectcd there were sinradons where the operation of this unit caused
difficulties, for cxample:

. 19 February lgg3 - reported 'problems with Telecom (sic) cordless phone -

the switch was not operating correctly preventing the phone from ringing'
(the unit was obtained from a Retravision outlet, not from Telecom).

. The unit as installed (by Mr Smith) did not provide full coverage of the site
(rhese unis inrinsically have coverage limitations). Consequently, if calls
u,cre taken on the cordless unit and the handset was moved out of range of
the base system, the call may not be conectly cleared down, leaving the
service in an apparent 'off hook' situation.

The unis (it is believ.ed 2 types were used) were trialed for some 3 months and
then removed.

o
o
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Ponlaad to Capc
BridgcearrRCM Sysrsn.
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Pair CraiDs Suppon

xsi3a
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C.C, Ma.u,gct Nsrrvo* lavcsigzrioos Att- DStockCalc '

Manag* Commcrcal Nawor* Suppon Ar R-lv{oris.

PORTLA}ID - CA}E BRIDGEWATER
RCM SYSTEM

Ar rlc requcsl recr,lVanurrbool COG. (CPE), Nss-Mdbournc, Pair
Gain Suppon Sccdo4 vishd Porrland cxchar.rge oD zDd Marcb g3, to investigarc problcms icpond
on thc Ponland - Capc Bridgamrer RCM qynca.

Initial repons whcrt of a vocal qrsiomcr ar Capc Bridgewarcr complaining of\F crrt-'rfs in
onc dirccrion Thc slgorDcr had bcca transfencC ofi'rystcm l, onto s)rstems 2 and 3 on $c 24fi
rebruary 93, and had cxpoicoccd so firnbcrproblcros..rnv-estigariors rcvealcd rhat sysrcm I trzs
running a largc nurnbcr of d epzlAcc minurcs (D}f) aad crrorcd scconds CES) in the Ponlarrd ro Capc
Bridgcwata diredoq '$esg crors could bavc causcd tbc \lF ort-otrproblcnr- .r..

lnirial crror countcr rcadings:-

Ponlariri to Capc Bridgcwarcr 6rcction:-
Spcrn 3

0
2
37

Systcm 3
0
0

73

Ar rhis stagc wc had no idca ovcr what period of timc tlcsc crrors had acgqmularcd.
.

Attcmpts to tcst rhc inground r.cpsatcrs using thc "riios' systcm whcrc unsucccssful as thc
strapping rccords could not bc locarcd.

Other faults idcrrrificd wirh r-hc Capc Bridgcrt"arcrirsiallation whcrc:-
-lhc prcsencc of 500!Iz. noisc on all cusromcr lincs at '58 dBm causing rninor noisc
problcml

Sysrem 1 S;rtcrn 2
SES ..0.-.-. 9-.-,
DM 4s993 : . fi342 \

,  Es i 6ss3s' (oss:s 
'

\-_ \-.'

Capc Bridgcwarcr to Ponland dircaion:-

o
o

Syscnr I Systcm 3
00sEs

DM
ES

I
246

fete.g.?,n
lblicart Sriulig 9uP'Pon
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^ lhl bcarcr pcdormancc'nras rnonjtorcd ovcrniglrr and ivea]ed thar qyncrn l, in thc ponland
to Cape Bridgcwar=r dircsdo4 accumularcd 

"ppro*n-;+ 
450 DMs and 43500ES's whilc q6rcms 2and 3 r:cordcd no cors in cithcr dirccim. . 

'

- A problcar whh rbc insaliation ofrhc cnbancd [glhing proreaion modulcs in thc IDS block' at capc tsridgcetatr was discovcrcd. r{ftcr rhis problca;* r;#;;;.;;; ,oniror"a
ovcrnighg no DMs orESt whcrc rccordcC-

All thc SE boa;ds uscd in tbc Ponlard - CapcBridggwarcrRCM systcrn havc now bennrodif,cC ro climirzrc 
t:59ollz noise problerr. SE boarOlinsotlcd in rhe ponland - AJcoa RCM

svsrenn whirc also mociifiec ro ctirninaie a 50ollz mise problap on c'r over. .

Thc probtcrn i,iseating rhe cablc Cuas bas since bea rcetificd by thc local lincs sra6',

Nss-Mclboutrnc bzs continucd ro monhor tbc Ponland - Capc Bridgewarer bearcrs sincc rbc
:rd Ma{ch 93. In drc period Aom dre 3rd March g3, to tbe lzth l,Iarc[ '93-, t]re crrors on all thre;
bcarcrs hava be=n minirnal.

- r4l. ducls inro both rhc cro&e.conncsl cabina and rhi concrcrc }ur rvhcr 0 t lt i
scalcd allowing thc ingTcss of moisurc, wirich could a.Eca rbc Glror Gounr'r
dcar'lcd abovc.

--S. d1* {f$dn on all tj:re ROv{ syncrns had nor bccn prognmrncd. This urould
tavc picvcnrcd any local alarms bcin! arcndcd back ro plnt-ura.

ic:- Ponland to Capc Bridgaililcr dircaion:- sysrcn l, 4 ES

:il*3i:3ii
Capc Bridgcwarer ro ?orJand dirmioru- sysrsn l, I ES

s34srcrn 2, I ES
- sy$crn 3,3 ES

- MCbourne.

l
o
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2-23 Continued Rclorsoof CapeBridgewarcr 008 Fauls - Confliarc Charged.Callrg*,,,..

Throughout the period of opera[on of the 008 816 522 sernice (December 92 to
prescnt) there have tieen continurd reportings from CBHC (or callecs to CBIIC)
of:

o calls not received (answercd) but charged
r sallcrrcceiving RVA
. 'caII but line dead'

It is diffictlt to attributc thesc conditions over.thc pedod of occurrcnces to
specific evcn$ or faults. In considering, drese complains, an explanation of ttre
ogeration of 008 scwices may asiisc (ref: to Configrration 'B).

Whqr a 008 )OO( )OO( numbcr is called from anywherc in Australig rhe catl is
dhected to an Intelligcnt Network Centc (INC) oriti"tr is dedicatcd to processing'lnelligent Nctwork Senrices" such as 008, 1800, t3 typc sq.rvices. In the case
of 008 sen'iccs, thcINC:

. analyscs the 008 codc and hanslatcs it to thc requjrcd destination code -
ie. CBIIC, to 055 267 267

o scts up the call to the required servicc frorn the

o sup€rvises the call, and cost ac0ouns tlre call for billing.

3.. Other Sources of Problems

It should bc noted that during thc pcriod December 1992 to Octobcr 1994 the ordcr of
225 faaltreports were madc concerning the CBHC services, as recorded by Telecorn
Notwithsanding ttre hbove documented faults arrd problenrs, thcre weri problems
guirc evidently caused by mis-operatisn or understanding of the cpE

Issues relate to:

the answering rnachine answering calls arromatically with tone after 30 seconds
of ring (around mid April 1992);

bardsets occasionally beihg left off-hook for extended periods (Ivh Smittr has
statcd this only occured on one or two occasions);

intcraaion of thc cordlcss handset (period of 3 rnonths, early 1993) causin-e a
range of problems, as detailed;

o

DMR Group Inc and
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a rangc of callers making 'test calls' on behalf of CBHC confusing thc real
opcrational pictrne during the later parts of 1994 (Mr Smirh bilieves th"t" t"rt,
would not have caused confusion).

1. Impact Assessmen

An assessment of the impast of faulg on thc CBHC rcle,phonc scrvicc is made here
based on thc sitcdon of whethcr thc particular fautt did or did not causc ttre level of
scrvice to drop below a reasonablc level

I . 1' G) Over the order of three years, tlre probab-ility of congestion duc to nctwork
dimensioning during the busie_st hour of trc wee.k was around lZ% nmany instances,
aod around 6% onaveragc duiiqs that busiest hour. l-2% wourd bo normal.

*:.1 .

ASSESSMENT - Service was less than reasonabla

1.1G) Capacity of 8 locally temrinated c4lls for up to 66 customcr scrvices may have
been reasonablc nenrork dirnensioning for thc area at the tirnc, altbmgh the limitcd
capacity may wcll have contributed to the congestion (falsc busies) reported.
In ttre absencc of other explanations for thc falsc b,usies, arcasonablc e,xpectation
would have bcen that tlre capacity should have.becn increased within a shortcr p€dod
than3rAyears.

ASSESSMENT - Serrdce was less than reasonable.

1.2 A harrdwarc fault atrecting an averagc 125% of all locatto local and incomin-e
taffic yas decctcd, and persisted for at lcast 2 - 3 dayq. While such a fault can bc
expected to happcn, reasonable servicc relatcs to the time takcn to rcturn thi seivice to
normal For thig dcgrec of senricc loss, a rcasonable expectation would bc rcpair
witldn lcss than 2 days.

ASSESSMENT- Service was less than reasonable.

2.2 Problems with RCIvI 1.

fiese problems continued \ilith RcM I for 18 months. For arange of problems
(ultimarcly auributable qpecifically to one of tuec parallcl sysErru, cach servicing
different customers) to persist for l8 months is deerned unreasonable.

ASSESSMENT- Scrvice was less than rcasonable. 
I j

2.3 A reasonable expcctation of service would be that errors of this qpe (data
enry) would bc quickly detected through confirmation testing or checking at or '

immediatcly aftcr the daa entr!, with traf6c impact of much less than 16 days.

ASSESSMEM - Senice was less than reasonable

DMR Group Inc anil
I-arrc Tclccommunicatircns Pty lld
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2.4 Reports related to a srnall number of calls incorectly t*"ining RVA. Since
considerablc netrrork tcsting was done on at least one of thesc ca1q with NFF and no
subsequent similarpanern of rcpor8, rcasonable service may havcbccn achieved if
appropriatc advice was given to the customers, and thc fault renraincd 'open' and not
cleared.

AS SESSMENT - Indetcnrrinarc

L1 Tcsting by thc gtroup within Tclecom who were responsible for the
in'iestigation of thc most complex network faults (I.0,Q *irrca swere locktrp of
circuits and therefore congestion for I day.

The lockups werc accidcnat and avoidable"

A rcasonablc cxpectation would be ttrat if and whcn rcsting is necessarl4 it does nor
cause major deuimcnt to gcncral scrvice provision, and, tJst ,"ar.r$ ("g. Nlrr,
undcrstarrd and monitor the funpactof ttreir tcsting.

'
ASSESSMENT- Senricc was less than reasonable.

Sofnn'are fault for about 1)4 horrs. As all sewice was lost fon this priod:

ASSESSMENT- Servicc was less than reasonable.

2-7 2.5% of thetrafific frsm the Porttand area b CB faited for 5 days, duc to 1 of
40 sharcd devices in the Ponland exchange failing. Based on Mr, Smittr's estiniarc on
anotrermatter- less than 40% of CBIIC incoming traffic originates frbm this area
Thcreforc on aver-age,less than l% of total traffii to sHC-was affccted.

ASSESSMENT - Senrice was on thc margin between reasonable and less than
reasonable

2-8 RCXU I failurc duc tolighming damage. Lightning damage !o communications
equipncnt would be expected from tirnc to time in Ois .ro n 

"ronablc 
servics

relates to tre time taken to rcfirrn thc sewice to normal. A reasonable expcctation
would bb repair within less than the4 days actually taken

ASSESSMENT- Serrrice was less than reasonable.

2,9 Evidence of problenrs with services on RCM I had becn sufiicicnt to cause- 
Telecom to move the CBHC services away from RCM I to.RCM Zand3. Later when
the RCM equiprnent was cxamined by Mclboumc staff, evidence of severe e,rror levels
had accumulatcd on rhc counters in the transmission equipment (particularly RCM l).
After corcctive action, these severe error levels wcrc no longer accumulating.

DMR Grqup Inc urd

o
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2,.22 e[ scwGifor CBHC wcrc lost for 3 horus duc to an cxchangc?Fa
programming error. Such major impact due to an operational enor is decmed a less
than rcasonablc lcvcl of scrvice.

ASSESSMENT - Scrvicc was lcss than reasonablc.

2.23 Continued reports of 008 faults up to the presenL As the level of disrupdon ro
overall CBHC service is not clear, and fault caus€s have not been diagnoscd, a
reasonable cxpectation is that these faults would rcmain "opcn".

ASSESSMENT - Indearminatc.

3. About200 fault reports were made over December 1992 to Octobcr 1994.
Spccific assesimcnt of thcse reports other than whcre covcred above, has not been
anempted.

Summary

CBHC telephone serviccs havs suffcred considerable trchnical difficulties during the
period in question. Telecom, certainly initially fully conccntratcd on thc CAN/CPE
clerncnts, and if thcy wcre 'intact', faults would be treatfd as NFF (No Fault Found).
As can bc sccn from the abovc, faults did exist that affeaed the CBHC scrvices,
causing service to fall below a reasonable level and apart from CPE problems, most of
theso faults or problcms werc in thc Inter Exchangc Network.

' a

Ir
t
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2,22 All services for GBHC werc lost for3 ho'rs due to an exchange dataprogramming e''or..syh major impaa due to an operatio"d;;;l;i;;; a lessthan reasonablc level of sewica

ASSESSMENT - Sen'icc was less than reasonable

2'23 continued 
lPotts of 008 faults up m thcprcsenr As the level of disnrption tooverall cBHc scrvice is not clcar , ana riutt causcs have not bcen diagnosed, areasonabje expcctatioa is that oesi raus *oorar.-"in-..op"o-,

ASSESSMENT - Indetcrminatc.

3- Abour200faqtpportsweremadeovcrDeccmber Lgg|noctober rgg4.Specific assessment of thesereporg 
",hr",h;-;;;rJ"?"0 above, has not bcenattcmptcd.

5 Summary

cBHc rclephonc scrviccs have suffered.considerable achnical rriffigurties druing thcpcnod in qucstion Terecont certainly initialty nrly ooi"ouarca on the cAN/cpE
llemenl and if they were 'iDtact" r*iu would bc treateo as NFF (No Fault Found).As san be seen from thc atrovq faults did exist ,f,.i rf*rra the CBHC ser.vices,
?ffi-g sqvicc to fall below a reasonable level and apart from CpE poblerns, mbst ofthcse faults orproblems werc in the Inter Exchange N"*orr.

o
o
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ATTACHT}TENT ONE

THREE LETTERS FROM TELECOM

TO MR ALAN SMITH
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I Mr Alar Sn.ith

; C-ape Bridgewarcrlloliday Camp

fl- RNIB 4408

! CAPE BRTDGEWATER VrC 3305
tn
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r5;

F
I
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&,- /r'y|"./
Rosanne Pinard
Gencral lv{aoager
Coranercial Vicflas

Tclecom Austalia codcavoun to provide 31211times tbe teiecosmunicarions serviccs in
resp€t of which a custorncr bas madc agplicarion, bowcver, Telccom does not glJaJaIIt€
courinuous provision of, or fault frec, tclecomnuuicatioos servies. Fauls ds occur in the
nerwork from 'ime to dme aad we work to correcl any fauis as sooo as possibie arter rbey

4rc reponed.

{eIegg^m
'  

Clrmrcirl Vrellrr

- -C!
5{O Spriainr iotJ
GUx wlYEntJI t:: 3ts0

AnnnIr

Irbghcar lGlt !:0 7i00
Merrgr Ernt
heiair 103 Sil lS2!

ictr:n csreontlon Lilfirtlc

^3lt C5l tr:56

On the basis of tess carried out to date, aad curreat rDcasures of nerc/ork perfora.a-uc=,
ildications are tbat tbe perforoancc of tbe Capc Bridgewarcr RC}{ (to which Caoe
Bridgewater Iloliday Camp telepbone servicc is connectcd) is up to nerwork scandards.
Given lhe rcceut cxpcrienccs dcscribed by youncH, furtber invesdgadoas including
rigorous resdng will be carricd out.

A firrder sateoetrt will be made upou compledon of tbese ilvesdgadons.

Yours sincercly
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Telecom Commercial
540 Springvale Rd
Glen Waverley 3150

Postal Address
PO Box 356
Glen Waverley 3150

Tel: (03) 550 7330
Fax: (03) 562 1926

18 Septenber 7992
Mr Afarr Snith
Cape Bridgewater Holiday Camp
RMB 4408
CAPE BRIDGE'WATER 3304

Dear Mr Smitb

Thank you for your letter of 10 September 1992 rcgarding tbe qualiry of your telephone
service at Cape Bridgewater.

May we assure you tbat Tel*om is corunitted to providing a q'tiafiry service for all our
customers and this commiunent is suponed by a technicd organisation capable of
reqponding quickly and efficieutiy to a service difficulty sbould tberc be a ned.

\w, tbat the service ca.o be a.od alihough ir
would be impossible to suggest tbat tbere would never be a service problem *'e colld
see no.leason wby tbis sbould be a factor in your business esdeavoun

Shouid you still be concerqed about the abiliry of Telecom to provide a reliable sen'ice
. may we offer.tbe seryices of our Area Maaa_eer, Mr Mark Ross (telephone: (053) 370

211) of myself (telepbone: (03) 550 ?330) as a coDtact sbould you wish to tiiscuss ani'
current or funrre issues.

Youn sincerclvg;^a
Bob Beard
Service Manager
Telecom Commercial Vic/Tas

ID: BB18090I
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Posral Address
PO Box 356
Glen Waverley 3150

l september 1992
lvlr Alan Snith
Cape Bridgewater Eoliday Casp
RMB 4408
CAPE BRIDGEWATER 3306

\ l* 
Etilst our recest tests indicate tbat

Dear Alq 
?

Vle.have not had the pleasure of meeting. Elowever I bave been briefed on the matte$
relating to the sandard of yoru telepbone service and recent communications betwen
Tdecom and younclf. Let me first assnre you that we is Telecom are commiu"i ;-
eusurc tbat tbe service provided to ali customers is of the higbcs possible *rdrrd:-

f undersbnd that sioce our recent tests str yoru service werc coupleted you oi your
represeutative mei with senior Teiecom rnaragers fiom oruNationat -d Corporare '
of6ces, I also understand tbat U tlat meeting. you eryressed concerns tlat yoru seryie
was not operating at required levels of pedofran." *A sougtt an underuijng tnat
action would be aken to rectify this siruation

r'
servr@ ls uow ing to noroal networ*

t

standar{s, I am initiating a firrther detailed studyo a
the tests which have been conducted. The auq of this study is ts coofimr &e sendard
of fvrce you gu-rrently receive and to check tbat tbere are in fact uo ongoiag
problems. T?ris testing could also involve an additional cbeck'of the communications
equipnent at yourpremiscs, if you agpe. I aaticipate tbat this snrdy will be complet-J
by early October 3g I will be b+ppy to discuss tUe resuts c,ith you then, should you to
desire. Should this investigation ideutify any faults in tbe Telrcom compooeDt of y:our
service they will be Fctified iq accordalce *ith oor.al praetice.

Let me close by assuring you that I am personally commined to rcsolving this matter
and I a-u available at any -'me to discuss your concerns aad e4Olon: opportuoities to
resolve our differences. I c:n be contacted on (03) 550 7500, ilouta you wisb to raise
any furtber matters with me..

/? 4'rt t
!\mn-;r /LWr44_.
Rosarue Pittard
General Maoager
Telecoin Commercial Vic/Tas

ID: RP010902
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Tcchnicat Manager K 0 0 9 4 2 lz Anns:toog 61 8h Brltnar g(

Capc Bridgcwater RCMs ArrEaut

Teleptco. 0S q{ry

24 March t994'
InternaUcrrJ 6t-S3 g3G{g

_Frcs l r a l t o (6333?S33
Md:{lo OtB 503 892

Pager Ct6 $O Z26

FolloYng_a rcqucst &om Scrvicc Delivery for assisuncc at Capc Bridgcwatcr late oo t9.3-94 I
anived at Portlurd early Srnday mordng on Oc 2G3-94. Thcre ons ;?roblcm witb Rgy{
qtr|emno t bctwecoPortland urd capcBidgclryturbaprcvious day. ongoiag probtcas wec
clcpui.coccd by osomen sincc 8.3-94 onR&t aumbcr l. Tlr. pro$erns wrc not*rf,y of .
vcryshort duration and bad oRen cleared by rhc firnc $asaniycd on sitc.

It appcarcCrhat thslinc syslem was intcrmittently $ling for short periods of timc (l i scorr4s
or qo) and then coming back up. Thc systcms,arc dl on c,opper bearcn with !O rcgcocarors o0
thcrn Tht RCMs uc Stted with auto powcr fccd restart cards, and.the ilanus arJinpunci ro
4yS..O.."tionally on a failurc the chennctcards would loosc tlreir progamming slld lksh. No
derm iodication is given for this. The SCU fail light al CapcBridgewatlr ana etS at porJasd
would also bc up, altliough this was not comistant u for a long period of'fimr. Thc SCtj ard all
eommoD cards had prcviosly been churgcd by local staE

Wcwcrc ablc ro duplicatc the SCU fail figbr coming up with a shon bcarcr brcak on s teri
modcL and was assrrmed wc'tr'ere cxpuienqrng inrcrmittcnt linc systcm faiture on the sysicn.
Thc original instaltation wiis for 2 RCMs with g rcgenerators and. supervircry 6ltcn fqcegch
dirccrion of transmission. Stren a third syst:m wulcquireC, coruiderablc diffierlry 

".{:--"cxpctienced in gctting thc tNrd systcrn working to such en c,crcnr that a1 additioni ,€e:r r1.!sinstallcd bcnvccn locations 8 & 9.

ry+ r-drspcct line systcm we procccdcd to do a trios tcst whcn dt t r6c ** oE a$er luringadvisod NetworkManagernelt. wc could not scc ury rcgcrs. s,rspccUnJfaulty spcrvisoryp*t : rcqen wEs opcocd ond pain tcstad oaly to aia rtt" rcgeu ri*rir,ir 
"r"r'" connccrcc roprirl 5 &6 aad thc tcrminal srpcrvisory .onacgod to pain t I a tz. ffi*t*cd our Eilurcto 6nd cny rlgencrltons. With this churgcd rt tbc tcrmiruts to pain S .&6*l *,rfa *c Cl

rc$9tu cxccpt thc cxtro ono instgllcd bctnrecn S &9. Oc invcsrignting this c8usc thc sry,g-r;ro,y-
Plirs u thislocation wetc on pairs I I & 12. This wrs rcctificd cnabling thc rcsting of csr.h
rBgcnc'nrtor. Uthc linc rystcm fiilod wc should now bc rblc to locelisclhc fault. T1c orig,,r,

?,
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Dsnid Potson- CAl.t Techr,oloBy . Ballarat

Ros Andc&son - Servicc Delivery - portland

ro€cP..'roc rcit rcanto drow 6trcr rcain6 et P-ortlrrrd (loc{oa- 
T) .r,a crpc Drid3cwucr0ocrtioo l0).InourtcstiDS no r.aAolnas obtrincd u oo ird rbrcdiD;fnrrarrri^- ri\---Ev- .y.. u. eur rtrr{ul' .re rE s.og uT 9orutrT T O0 Ig tqff{pg_lbtqfaqen ld wutt*-gEg*$lggl4aEls-.€ryerdtEorriir.srir*noorvn-onlbx&#rrcs:ff 

clr---tcnainrl teseaenron do rotlhrvcrhe i* urd Rx rnonitor ooinrr *r'd-r ,^- --- -_ .rv't'r5r rql€ueruolS 60 r.ot'brvc tbe TX tnd Rx monitor pohtr cactcndad forpu?orcr. 1n ororir .aaaro ,rc ais*ra.'i'' riJtrfi; iir;;il#;ffiH#;g,f.:;
rt nnrsr bc aotod tld tbc e{-? arpcrviroqy e.tcrn dos Nor cFca 6e bc,r,rcr p,cdorraa.ucc bruris uscd as a maintcnancc tool iitrr fi* qnst; is ftulry.- 

-

During thc Sturday arrd Mond,
Lt:Y,:trff|1|$: P.:1st:f did os( rarl rrJrougb it wesout of scrvicc for shon pcioci(approx 1.2 ninutcs) for Gos tcstiru.

with further investigation it appearcd one of our problcns may bc.morc rempenturc relate( a_swhen thc rcraole .li .*t not opcncd for_rcmg tiie, riit .ppcarcd to bc whin wc b^l^d r.bcfailurc's' This would &^ TpFo why no failues ori -.4 ii; i il L* i6 i5e door opcafor a tuge $r.oportion of thi tirn. orisundayand Mond4y, Anorher scu was obraincd rndirutdlcdin system too 23'3'94. Ttc unir replaced has o[u**lytoi;il; rnd ney iadocdbc nrspcct. Furthir testing wi[ bc donc on ,'d r;;;Oo"t *iCh ;;;iop.-*ro.
Additiorul testin3 hat confinncd that thc reptaccrl scu wasiadl{ rrury. No oihcr problerashavc bccn ocperienced si'cc rhc scu wu rrpl.J;",b.'23-3 94

a
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Porr land in tbe Starc of Victoria

sincerely dccl*c

THAT lpproxlnatel, S_? ders prier ts iruDc 3 199i, I ba6 a phonc

do rolcranly and

crt t  f ron ?cteca6 NCtvortc InvestJget ion gnl t .  ?hls cr l t
rras to. estlbllsh aa appolntnent,/thlc ,of tro invcctlgrtlng
cf f ieerse frch thre dept*ncatr , to.Dc€t ar et  crpe l r ldgevl3s
trollday Camp. June .B fgg3 yrr t lre ncalartcC dal,. i!3tC egteraoa,
tt raa nentroaea bt onc of t lrega oftrc.sar boeaurr of ghr
con t i r .uadpbonecoEF la l 'D t3b 'ny r r1 !aadogherg , f l l ecoa

ura conacctJ'ag r aoattorrnE.€evlcc, !o Gltebl{sh vhr thesc
ca'Dl.rnt! eare r,n rb.aQaaca.rAt No ,IMED ',r3 r? oxiltatnei
by- t} 'rs offibcrr.Bhlc .th' tegtr.ag aach{ar rourc Dc r dewrca
vherc by rhorr oparitllrE, 3hr3 raach1nr eou!,d lr.rtcn ro o,r
phone conve:gltrong. B3d r bcea. info;.md o! auchr t voqld
have varned nr Slngl,t Club ncnbcrgr Deoph r{nglng ry ,
busr'nees, rha! lor a parr.d 0f t ins rhl1c ny phone servreo
v.'c bc{ag vrcucdr oEF G:otrvessatroac'eour.d vcsr velr be
tlstQ$ea ro. l{y orm pcrsonltr coDve8sarloac, 17outd ?}rcn
heve brcn carrtcl 

""r 
i i : i i  lhc gel€ pttone t .zG7 260.

r  have Dresci t rd tbrr  r .s(or l letroa hcrer gtra"a. . ,  Desiarr : ron,
as i uas asttec by Drvld tead Lanc lelecornuntcatron: F.-y Ltd
on thc 5 lprl l 19951 ,,rr t arrarc of this Mcr cgulr".n* o,,
,tnt l lne. ,

AND I raakc th* soremn declandon ionrcdcnrio'sry bcticviqg the siu.Dc ro

DECIjREDaT \ok\o\s . intbc
Stere of Vicroria this \$.

\ l  -

day of St\.\

nioc brudred rd.{en

Be:bre src

,,,,,hi$*F

be ttuc and by virtuc at
Victoria rcnderlog pcnrcns

and cornrpt pcrjury,

the pruvisions of an Act

making a fatse Ceclararioa

gf rhc Parlienrenr of

punirhablc fsr eUfut

Onc thousand

(.r,a\\.-\ 
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