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Exhibit 1(a)
Fast Track Settlement Proposal

e signed 22"! November 1993.
Please note the date should read 23"

November 1993.




! ROV BY;CORPORATE SECRETARY  :23-11-03 : 3:18PM : . 065862 o I |

Cape Brldgewate—ﬂ-lohday Camp
\ 22 November 1993

. MR Hoy o SRR
- - Corporate ocretary ‘ : . _

Telecom
" - 242 Exhibition Street
~ Melboutne 3000. -

Dear Mr Holmes ©
I enclosc the Fast Track Settlement Proposal (latest vcrslon) which I

have sigued. Tacknowledge the significant shifts which Telecom has
- made to bring this matter to scitlement.

® : In sngning and rr,turnmg thrs proposal to you I am rclylng on the
| assurances of Mr Robir Davey, Chalrman of Austel, and Mr John
o " MacMahon, General Manager. Consumer Affairs, Ausicl, that this is a
fair document. I was disappointed that Mr Davey was unwifling to put
his assurances in wmlng. but am nevertheless ptcparod to accept what
 he said . .

1 am conocrnod that there is no deadline statcd in the Fast Track
Proposal, only that "apeed is of the essence”. ] hope that there wull be
- no unneccssar} delays in handlmg the mattcr .

[ would not sign this agreement'if 1 lhought it prevented mo from
" coptinuing my efforts to have a salisfactory service for my business, It
is my clear understanding (het nothing in this agroement preveiits me .
 from contmumg to seek a satnsfactory telephone service.

Alan Smslh

: coples to: Thc Hon Dawd Beddall, Minister for Communications
: . Mr R{C‘Davey._Chainnan Austel
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Telecom anfl the four COT Coses aghes: :

@

®

) |

In reapact of the following foue COT Cates: '
. O.Schater:  Goldon Meseengar

A Goms: Vil Restauount
A.8mif:  Cape Bridgewater Holiday Camp

idos W Dasis {ar @ process (copy amached) being doveloped fn
uloticn. with AUSTEL that may be sppliod ax o dispibts resolution

Ww&:?ﬁmmhﬁmhmmm
acknowledges thet the COT Cases’ proposal has assissed Telecom
185 views a;bom disprie resolutfon prucesses euitable for small
In the fusure, '

o

@i .
gig M. Gillan:  Japancse Spare Parts
v

POy

W s peview of:

@ | .the adequacy of the amounts paid by Telecom w0 the four COT
Casey undercarlice settiemonts '
' |
claimg alnce the eatlier settioments to & date of the acsessor's
findings. ;

ﬂw'mkwb:mmdbyummn&ﬂnimbym

TIC't nomination shall be & person who is impertiv) m'iadcpgndm
uHf appropriate cxpericnce and high standing.
thulh:mié.iwwm{omnn!omﬂkmdwhanmhwwm

Cases due 1 faults or probleos i his or her telephone sarvice and will
the [anowing matters that are $he sobjest e!uew’u laquiry by
i

g
-

@ | e manner in which Telecom handled ench of the: COT Caser

complaints; or !

G mmmwmmmu:mmmmmm
Gas0at the COT Cases etared into those earlier selﬁtrpms.

insofarss they are relevant th the lassas that ure alleged to brve been
by (85 COT Cases due to Lads oF probleran in bis ar her wiephoas
(Talscom will make awailable to the assessor copics of both the
4: Lybrund and Bell Canada Interadonal reparts and its rosponses
reporm.} _ ’
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‘That in respect of Mr Schorer the mutters covered by the exmdicr settlement
between his company and Telecom are specifically excluded, becanse it
sectiement was via & payment in court and was confinod i mlation o the
watters it covered, noue of which nead ar should be re-opesed.

It is assumod for the parposes of this proposal that Ms Scharer and Telocom
have made a previous scitlerment mganding Me Schozer’s claims in respect of
alieged fanits or problams with his selephone service, and Telecom peid
nothing in sespect of those clanx.

that the revicw will be promarily besed an docomeots and written
submisgions. Each parry will have acoess w0 the other partier’ submisgions
and have the opportanicy 10 reapond.

Tho asssssor may, howovez, call for oral pressatations by either party, Such
peesentations will not inchide crass-examination, sud would ot be open to

the public oc thind parties. Represcntation of the parties will be at the

anseasor’s discretion.

that in conincting the review the assessor will make  finding oo ressomable J

pounds as to the cansa) fink between each of the COT Case’s claims and
slicged funits or probleos in his or Ier wicphone service and, &

appropriats, nay meke reasonsble inferences based opon soch matedal as s

preseote] by cach of the COT Cars ond by Telecam, ic. unless the
Ms0830r is ablo to conclude that Telecom caused the Joss claimed, there will
exixt 0o besis for & claim against Telocom.,

that (a respect of soms perlod of periods of the time covered by the COT
Cau‘dduwmmbcﬁﬁylhhh.whn-whw

oblipﬂm.wwmymtodmnmdfwlhtmhmnﬂn;mw

the assessar will in respect of each of the COT Cases:

@ Wf«ﬁc&mmmadbyhhahudﬂm.ﬁ:mindu
yuiodnb:ﬂd&hhcunismu&ﬂylhbborhumobﬁaﬁm
to pay and the period or petiods for which Telecom is Eabie and bas
an obligation 10 pay

(i) dcmﬁnchmpoctotmhmdipcﬂodmemmof'm,ifmy.
incarred by the COT Case

G mnmdth.mMMnthmpmof.pﬁodu
periods that Telecom is not swrictly Lable or has no obligation 10 pay,
Telecam thould, having rogard to all the circumatances relevant to

mmmkdﬁnmnmhm of such a period or
periods and, if 3o, what amoant.

In(hctouCDTCuucavcmdbyﬂ:thpml.Tolmm in good
&ﬁ.cmmmmmnimphmnhgnymmﬁmn:dcb:o::
Assessor pursoant Lo clause (2)(g)i).
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before e assessoc commences the ceview, to AUSTEL in
thar the astessars finding will be final 20d blrdting fpoa each of the
COT Cases, and tha; no claims will be puntued o: ered for those
iavmforﬂupcnodmhwd!amym inany £

) ot if the asssasar dstermines ia nespect of & COT Case an brmovng logs than
at peid under an eatdier sottlemsas. Telecom will recoves the

() & speed is of the essonce. and that the assescor wl be inctiotad

mmgivepaofimomm;:mnym timetablo
mmdonbythopms

) t'l'omnwupnytncuumﬂrcmﬂem

® tmmumswdbchbomnundumhmmtwhhnﬁnw
bythepnnm

TdacorqdounotncmuuCOTCm:'mmmrnw
However, on the basis of & denit) of lisbilicy and wi
obbpmtodnwmmlyuumofmndfmhm I
umwspummmmmnmuﬂm

the eatlicr
uy legut
expedicacy,

ulconmmmoﬁcropeﬂlodlormynfﬂ!em‘r& cs referred 1o b
z)m. which will 1aps ax Spm on Tuesday 23 November 1993, This affer

y be inccepicd by sigmwce below and sending advice of tigmmm
AU -of the Talstra Cotporale Secretaty defare that time. .

« Date /fg../‘f..f}... ,




Exhibit 1(b)
_ Telstra’s “Fast Track” Proposed
° Rules of Arbitration
faxed to the TIO 10" January 1994
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Commarciel
37 Fleet
262 Bbion Snen
Mathourne Vi 3000
. A
10 Januury, 1994 Telesrore '.t:awm )
Facaimse {03} 63222¢1
Mr W Smith
Teleconmumications Industry Ombudsman
Ground Floor
321 Exhibidon Street
MELBOURNE VIC 3000
Dear Mz Smith
“Fast Track" Arbitration Procedure

[ refer o your recent cotrespondence with Jan Campbell converning the procedures and
timing 10 apply to the "Fast Track” dispute reviews,

Originally. there was astached to the “Fast Track” agreement a set of dewiled drafy rules
which were being developed for genemal use in relation to the arbitration of telephone-related
disputes. Those draft “standard™ rules are referred to in clause 1(b) of the “Fast Teack™
agreements. The “standard” rules are still being finalised, but they are now relutively close to
finalisation.

‘Telecom bas modified u copy of the cusrent draft “standard” rules so ax to be specifically
suitable for use in reiation 10 the arbitraton of the "Faxt Track"” disputes. The mudifications
take inwo sccount the following:

s the provisions of the “"Fuast Track™ agreements,

» some relevant comments which Ausiel has recently made concerning the drast “standard™
rules. and

o our further views on the rules which shouid apply to thess cases.

| A copy of those modified rules is enclosed for your consideration for use in reladon to the
arbitration of the “Fast Track"” disputes.

You no doubr appreciute thas there is a need for such rules and procedares 1o be set before
any “Fasi Treck™ review is commenced. That is because the “Fast Track” agreements signed
by Mr Schorer, Mrs Garms, Mrs Gitlan and Mr Smith. only constitute agreements to enter
into an arvitration process. As such, they do not fully document the rulex und procedores to
be applied to that arbitration pracess.

D01185
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in the absence of agreed rules and procedures, the following probiems could arise:

| ¢  the roviews could be seen to be unfair if rules or procedures are applied without prior
_ agreemnent,
| « the reviews could be constamly delayed Hwismﬁwmrﬂuum
: part way through a review: and/or
| . «  the reviews could fail to achicve resojutions which are legally binding if ralas which have
not been agreed ¢o, are applied.

o

ukwmmmmwmmamdmmmu
implemented quickly in the light of your planned timetable for the review of the *Fast-Track”
disputes. Please be assured dhat Telecom will provide cvery assistance in this regard.

|wmmmwmdmmmm any rules and
procedures o be adopted for these reviews,

I

|

| ‘ Yours faithfully

| Hra [
I

|

|

: GROUP GENERAL MANAGBR

| CUSTOMER AFFAIRS

001186
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Exhibit 2
DRAFT
Fast Track Arbitration Agreement
provided to Graham Schorer
2" March 1994 and Alan Smith
3" March 1994.




APl

"FAST-TRACK" ARBITRATION PROCEDURE

Scope of the Procedure

This Procedure ("the Procedure") provides arbitration
pursuant to the Victorian Commercial Arbitration Act 1984,
as amended, ("the Act") as a final and binding method of
resolving the disputes listed in Schedule A ("the
Disputes”) between the customer named in Schedule B (“the
Claimant”) and Telstra Corporation Limited (“Telecom
Australia").

The Claimant and Telecom Australia will be bound by the
Arbitrator‘s decision, and the Claimant, by accepting the
application of the Procedure to the Disputes, will be
deemed to have waived all rights to commence 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 Ombudsman
of 321 Exhibition Street, Melbourne {"the Administrator")
and conducted by Dr Gorden Hughes C/- Hunt & Hunt,
Solicitors, 21st floor, 459 Collins Street, Melbourne, 3000
("the Arbitratoxr").

A request for arbitration under the Procedure in respect of
the Disputes does not relieve the Claimant from any
obligation the Claimant may have to pay Telecom Australia
any other amounts which are due and are not part- of the’
Disputes the subject of this arbitration.

Commencement of Arbitration

Each party shall complete and sign a Request for
Arbitration form as set out in Schedule C annexed in
respect of the Disputes. The form must be completed and
returned to the Administrator by a party within 7 days of

d/f}s402101




* receipt of the form from the Administrator. The Administrator
shall notify the parties and the Arbitrator in writing when he
has received completed and signed Request for Arbitration forms
from both parties and from the parties to the arbitrations
between each of the three Claimants referred to in Schedule D and
Telecom Australia. Neither party shall be bound by this
Procedure until the Administrator has despatched this written
notice.

The Administrator shall forward with this written notice an
exclusion agreement in the form set out in Schedule E. This
agreement must be completed and returned to the Administrator by
each party within 7 days of receipt.

% Arbitration Proceedings

|

|

|

|

|

|

|

: 6. Unless the Arbitrator otherwise specifies, the arbitration

| will be on documents and written submissions only. The

I Arbitrator may form the opinion that he reguires one or
more oral hearings in which event the Arbitrator will

‘ advise the parties of a date, time and venue for those
hearings. Subject to Clause 8.3, any oral hearing will not

I be open to the public nor any other non-parties to the

|

|

|

|

|

|

|

|

|

|

|

|

|

arbitration apart from any of:-

° The Administrator;
” ° A representative or representatives of the
Administrator;

° Special Counsel to the Administrator, Mr Peter
Bartlett, C/- Minter Ellison Morris Fletcher,
Solicitors, 40 Market Street, Melbourne ("the Special
Counsel®); or |

' ° A representative of the Special Counsel.

In an oral hearing no cross examination of any witnesses is
to be allowed. Legal representation of the parties shall be
at the Arbitrator's discretion.

d/f js402101




All written evidence shall be in the form of an affidavit
or statutory declaration. All oral submissions shall be on
ocath or affirmation. Either party or the Arbitrator may
request a transcript of any oral evidence Or submission
given at the hearing. A copy of the transcript shall be
given to the parties, the Arbitrator and the Special
Counsel. The cost of the provision of the transcript shall
be part of the administrative costs of the Procedure.

A copy of all documents and correspondence forwarded by the
Arbitrator to a party or by a party to the Arxbitrator shall
be forwarded to the Special Counsel.

The Procedure will be as follows:-
7.1 The Claimant shall within 4 weeks of receipt of

written notice from the Administrator pursuant to
Clause 5 that he has received completed and signed

Request for Arbitration forms send to~Telecom and- tﬁ&nrtjﬁ%

the Arbitrator in duplicate, its Statement of Claim

and any written evidence and submissions (“the Claim

Documents”) in support of that claim. The Statement of
.- Claim shall, with sufficient particularity, state the
 following:

7.1.1 the identity of the Claimant;

7.1.2 the faults in the telecommunications service
which are alleged to have occurred including the
dates and periods over which such faults
allegedly occurred;

7.1.3 the loss allegedly suffered and particulars of
how that loss is calculated

together with a request for any documents the Claimant
requires which the Claimant believes are in the
possession custody or power of Telecom Australia.

d/f 5402101




7.2
|
| '-!
7.3
7.4

a/t§3402101

Telecom Australia shall within 4 weeks of receipt by
it of the Claim Documents send to the Claimant and the
Arbitrator in duplicate its 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 sufficient
particularity, state the following:

7.2.1 Telecom Australia’'s answers to the allegations
referred to in the Statement Claim; and

7.2.2 any affirmative defence which Telecom Australia
will seek to rely upon.

Copies of the documents requested by the Claimant
pursuant to sub-clause 7.1, or am explanation as to
why those documents have not been provided, shall
accompany the Defence Documents.

The Claimant may send to Telecom Australia and to the
Arbitrator within 4 weeks of receipt of the Defence
Documents, a defence to any c¢ounterclaim made by
Telecom Australia and/or a reply to the Statement of
Defence together with any supporting documents. Such
reply will be restricted to points arising in the
Statement of Defence, and may not introduce any new
matters, points, or claims.

Either party may, upon reascnable notice in writing to
the other party, apply to the Arbitrator for
directions upon any matter in relation to the
proceedings including the production of further
documentary information, further particulars of claim,
defence, counterclaim or reply or an extension of the
time limits set pursuant to sub-clauses 7.1, 7.2 or
7.3.

Y e L
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7.5 The Arbitrator may by notice in writing require either
party to provide any further documentary information
and/or particulars which he reasonably considers would

assist him, i e m

-

7.6 If 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 Arbitrator and does
not remedy this default within 2 weeks after dispatch
to the Claimant by the Arbitrator of written notice of
that default, the Claimant will be treated as having
abandoned the Claimant®°s claim under the Procedure,
and the arbitration will not proceed.

Ly

| s 7.7 1f Telecom Australia does not furnish the Defence

Documents within the time allowed pursuant to sub-

clause 7.2 or any further time allowed 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 directions the Arbitrator may give and 4
subject to Section 17 of the Act, the dispute may be
decided by the Arbitrator by reference to the Claim !
Documents only. l

8.1 The Arbitrator may, as he sees fit, use as a resource
. unit the services of personnel employed by Ferrier
' Hodgson, Chartered Accountants, 459 Collins Street,
Melbourne and DMR Group Australia Pty. Ltd. of 1
Southbank Boulevarde, South Melbourne {"the Resource
Unit").

o B m— e

8.2 The Arbitrator may require the Resource Unit to
examine documents, inspect premises or systems or
carry out such other enquiries or research as he
directs. A report of any such activities shall be made
available to the parties who shall be entitled to make
a written submission upon such report on such terms as
the Arbitrator thinks fit.

d/fjs402101




8.3 Such members of the Resource Unit as the Arbitrator
requires may be present at all or part of any oral

hearing.

8.4 Subject to sub-clause 8.2, the Arbitrator shall be at
liberty to consult the Resource Unit as he sees fit
and shall be under no obligation to disclose to the
parties advice given in such consultations.

ot —— -y

8.5 The fees and expenses of the Resource Unit shall be
part of the administrative costs of the Procedure.

-ty

9. The Arbitrator may, as he thinke fit, combine parts of this
Procedure with parts of the identical procedure being used
in respect of claims by those whose names appeax in
Schedule D including the hearing of oral evidence
concurrently.

The Award

10. The Arbitrator shall make his award having regard to the
questions of Telecom Australia‘s liability and questions of
loss as set out in this clause.

16.1 in relation to Telecom's liabilitv, if any, to
compensate for any demonstrated loss on the part
of the Claimant the Arbitrator will:

10.1.1 give effect to any contractual or
statutory limitations on Telecom
Australia's legal liability, and any

" limitatiors.on- Telecom Australia's
liability to the Customer as determined
by Austel pursuant to section 121 of the
Telecommunications Act 1991 which
limitations may apply in respect of some
period or periods of time covered by the
Claimant*s claims and for that reason in
making the findings the Arbitrator will:

d/1j5402101




10.2

d/1]s402101

10.1.1

1 determine for the time covered by
the claim, the period or periods
for which Telecom Australia is not
strictly liable or has no
obligation to pay and the period
or periods for which Telecom
Australia is liable and has an
obligation to pay;

10.1.1.2 determine in respect of each such

period the amount of loss, if any,
incurred by the Claimant;

10.1.2.3 - recommend whether, notwithstanding

10.1.2

In rel

that in respect of a period or
periods that Telecom Australia is
not strictly liable or has no
obligation to pay, Telecom
Australia should, having regard to
~all the circumstances relevant to
the Claimant’'s claim, pay an
amount in respect of such a period
or periods and, if so, what
amount.

set off against any amounts found by the
Arbitrator to be otherwise owing by
Telecom Australia to the Claimants any
amounts paid te, rebates granted to, or
services carried out for the Claimant by
Telecom Australia to date,

ation to the Claimant's logg, the

Arbjitrator:

10.2.1

will take into account the Claim
and Defence Documents, written
evidence and submissions made by
the parties and, if applicable,
any sworn or affirmed oral

o = . gy i A
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evidence presented to the
Arbitrator by the parties to the
arbitration together with any
information obtained by the
Resource Unit or any advice given
to him by the Resource Unit.

e

- 10.2.2 will make a finding on reasonable
| grounds as to the causal link y{
| between each of the Claimant's
| claims and the alleged faults or
| problems with the relevant
| telephone service and, as
: | ' appropriate, may make reasonable
s inferences based upon such

evidence as is presented by the
| parties together with any
I information obtained by the y
Resource Unit or any advice given
to him by the Resource Unit.

o

[

10.2.3  apply normal Australian accounting
standards as applicable at the
time of the claimed loss and
accepted legal principles relating
to causation and assessment of

. -

loss.

11, The award made by the Arbitrator shall be compensatory only
and not of a punitive nature.

12, Theuafhihgig’.ts reasons will be set out in full in writing
i and referred to in the Arbitrator's award.

13. Telecom commits in advance to implementing any
recommendation made by the arbitrator pursuant to sub-
clause 10.1.2.3.

W e —— - ——
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14.

15.

Subject to clause 19 and unless directed otherwise in the
Arbitrator’'s award or the parties otherwise agree or a
Court otherwise orders, within three weeks of dispatch to
the parties of the Arbitrator's award, payment shall be
made of any monies directed by the award to be paid. Such
payment shall be made by the party liable direct to the
party entitled, and not through the Administrator. If the
Arbitrator determines in respect of a Claimant's claim 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 justice to all the parties
reasonably permits. : .

Confidentiality

160

18.

Save as required by law, the parties shall not comment
publicly on the conduct of the arbitration proceedings at
any time after the commencement of the arbitratioh. The
Arbitrator ﬁay take such steps as he thinks appropriate,
includihg the dismissal of the claim or any counterclaim, v/
in the event that either party contravenes this rule.

Save as required by law and subject to clause 18,
confidential information relevant to the arbitration
including the Claim and Defence Documents ("Confidential
Information”) may not be disclosed by any party to the d
arbitration. The Arbitrator may take such steps as he
thinks appropriate, including the dismissal of the cl&im or
any counterclaim, in the event that either party

contravenes this rule.

The following is not Confidential Information for the
purposes of clause 17:

18.1 information which at the time of disclosure to a
party to arbitration is in the public domain.

d/1jsa02101
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19.

Costs

20.

1y

18.2 information which, after disclosure to a party
to the arbitration, becomes part of the public
domain otherwise than as a result of the
wrongful act of the party to whom the
information was disclosed.

18.3 information which was received from a third
party, provided that it was not acquired
directly or indirectly by that third party from
a party to the arbitration.

This clause is to be read subject to any requirements of
law or of any Court application relating to the Procedure.
Upon making his award, the Arbitrator shall immediately
forward two copies of it to the Administrator and the
Administrator shall thereupon send a copy to each party.
The Arbitrator's award shall be kept strictly confidential
by the Administrator, the Arbitrator and all of the parties
to the arbitration. Telecom Australia has submitted to the
arbitration in consideration of the conduct of the
Procedure, the Confidential Information and the
Arbitrator‘'s award being kept strictly confidential by the
Claimant. If there is any disclosure of the conduct of the
Procedure, the Confidential Information or the Arbitrator's
award by the Claimant any dispute as to any damages
suffered by Telecom Australia as a result of such
disclosure shall be determined by an Arbitrator 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 arbitration proceedings
by reference to considerations of general justice and
fairness.

*The Arbitrators fees and expenses shall be paid by the
Administrator and are part of the administrative costs of
the Procedure.

d/f 15402101
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21, The administrative costs of the Procedure are subject to a
Separate agreement between the Administrator and Telecom
Australia.

22. Subject to clause 21, each party shall bear its own costs {

of the arbjitration.

Notices ]
4

23, Any document letter or notice may be served upon a person ¢
if delivered by hand or sent by pre-paid post to the i
address of that person appearing in this Agreement and, if :

sent by pre-paid post, shall be deemed to have been : i
received by the person to whom it is addressed on the third
day after the day of posting.

Liability of Administrator and Arbitrator

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

T et rr—— ——— ¢ - 4w .

Sy —— —
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Schedule A
("the Disputes*")

* For Claimants (plus other related claimants, companies,
etc)} other than Graham Schorer:

1. the liability of Telecom Australia to the Claimant
in respect of alleged faults in the provision to the
‘Claimant of telecommunication services;

2. the &déquac} of the amounts paid by Telecom to the
Claimant under earlier settlements in relation to
alleged faults in the provision to the Claimant of
telecommunication services; ‘

3. the liability of Telecom Australia to the Claimant
in respect of alleged faults in the provision of the
Claimant of telecommunication services since the
date of the settlement payment for the respective
Claimant‘s earlier claims, up to the date of the
Arbitrator's decision;

4. If Telecom Australia is found liable in accordance
| with (i) or (iii) above, the guantum of compensation
payable by Telecom Australia to the Claimant for the
Claimant's proven loss.

OR
* For Graham Schorer (plus other related claimants,
companies, etc):
i. the liability of Telecom to the Claimant in respect

of alleged faults in the provision of
telecommunication services; '

d/f 35402101
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2. If Telecom Australia is found liable in accordance
with 1 above, the guantum of compensation payable by
Telecpm Australia to the Claimant for the Claimant's
proven loss.
* DELETE AS NECESSARY
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Schedule B
("the Claimant" )
Name

(Plus other related claimants,
companies, etc)

d/f35402101
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Schedule C
Request for Arbitration
XY (name of Claimant) of ................. and (here insert name
of related claimants, companies etc and their addresses) hereby
agree to the Procedure annexed for the resolution of the Disputes

between them and Telstra Corporation Limited in the manner
described in the Procedure.

Dated this . day of “ 1964,

L I R A I I N R A E ]

L A A e I I I I L T RS R S

Telstra Corporation Limited hereby agrees to the Procedure
annexed for the resolution of the Disputes between it and (insert
name of Claimant and related claimants, companies etc) in the
manner described in the Procedure.

Bated this day of 1994.

L L I O R R R R I T T R T T T T S
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Schedule D

(Here insert names of other three claimants)
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Schedule E

Exclusion Agreement

XY (name of Claimant) Oof ...iieviieeresss, and (here insert name
of related claimants, companies etc and their addresses) and
Telstra Corporation Limited hereby agree to exclude the right of
appeal under Section 38 (2) of the Victorian Commercial
Arbitration Act 1984, as amended, ("the Act") in relation to the
award to be handed down pursuant to this Procedure and the right
to apply under section 39 (1) (a) of the Act with respect to a
question of law arising in the course of the arbitration to be

conducted pursuant to this Procedure. This agreement is made
pursuant to section 40 of the Act.

Dated this day of 1954,

L L R R O O O I O A
A A R e I I R I L I T T T T
00O!.I.‘0‘.l00."".".‘..0‘..!.0.-.

L R N R R e
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Exhibit 3
Fast Track Arbitration Agreement
Signed 21* April 1994
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“FAST-TRACK" ARBITRATION PROCEDURE

of the ?rocednre

This Procédure ("the Procedure*) provides arbitration
pursuant to the Commercial Arbitration Act 13984 (Victoria),
as amended, ("the Act") as a final and binding method of
resolving the disputes listed in Schedule A (“"the _
Disputes”) between the customer named in Schedule B ("the
Claimant"”) and Telstra Corporation Limited (“"Telecom
Australia”}).

The Claimant and Telecom Australia will be bound by the
Arbitrator‘'s decision, and the Claimant, by accepting the
application of the Procedure to the Disputes, subject to
the Appeal provisions of the Act, will be deemed to have
waived all rights to commence 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 Ombudsman
of 321 Exhibition Street, Melbourne (“the Administrator®)
and conducted by Dr Gordon Hughes C/~ Hunt & Hunt,
Solicitors, 21st floor, 459 Collins Street, Melbourne, 3000
(“the Arbitrator").

-

A request for arbitration under the Procedure in respect of
the Disputes does not relieve the Claimant from any
obligation the Claimant may have to pay Telecom Australia
any other amounts which are due and are not part of the
Disputes the subject of this arbitration.

Commencement of Arbitration

Each party shall complete and sign a Request for
Arbitration form as set out in Schedule C in respect of the

d/1 js405601 . }é/(




Disputes. The form must be completed and returned to the
Administrator by a party within 7 days of receipt of the
form from the Administrator. The Administrator shall notify
the parties and the Arbitrator in writihg when ho'hAS-_
received completed and signed Request for Arbitration forms
from both parties.

Arbitration Proceedings

6.

Unless the Arbitrator otherwise specifies, the arbitration
will be on documents and written submissions only.'The'
Arbitrator may form the opinion that he requires one or
more oral hearings in which event the Arbitrator will, .
after consulting with the parties, advise the parties of a
date, time and venue for those hearings. Any oral_heqring
will not be open to the public nor any other non-parties to
the arbitration apart from any of:~- |

- ® The Administrator;

A representative'or representatives of the
Administrator;

Special Counsel to the Administrator; Mr Peter
Bartlett, C/- Minter Ellison Morris Fletcher,

Solicitors, 40 Market Street, Melbourne ("the Special
Counsel™); or

A representative or representatives-of the Special
Counsel.

With the leave of the Arbitrator, a member of the
Resource Unit (as defined in Clause 8.1).

With the leave of the Arbitrator, one or more
professional consultants to a party. If such leave is

granted, the other party may alsoc have its
professional consultants present,




In an oral hearing no cross examination of any witnesses is

to be allowed. Legal representation of the parties shall be

" at the Arbitrator’'s discretion. If the Arbitrator allows

one party to have legal representation then the other . party.
may also have legal representation.

All written evidence shall be in the form of an affidavit
or statutory declaration. All oral evidence shall be on
oath or affirmation. Either party or the Arbitrator may
request a transcript of any oral evidence or submission
given at the hearing. A copy of the transcript shail be
given to the partieés, the Arbitrator and the Special
Counsel. The cost of the provision of the transcript shali
be part of the administrative costs of the Procedure. |

A copy of all documents and correspondence forwarded by the
Arbitrator to a party or by a party to the-hrbitfator shall
be forwarded to the Special Counsel. A copy of all
documents and correspondence forwarded by a party to the
Arbitrator shall be forwarded by the Arbitf;%or to the
Special Counsel and the other party.

The Procedure will be as follows:-

7.1 The time limits for compliance referred to in this
clause are subject to the overriding discretion of the
Arbitrator and may be the suhject of submissions by
the parties. -

7.2 The Claimant shall within 4 weeks of receipt of
written notice from the Administrator pursuant to
Clause 5 that he has received completed and signed
Request for Arbitration forms send to Telecom and to
the Arbitrator in duplicate, its Statement of Claim
and any written evidence and submissions ("the Claim
Documents”) in support of that claim. The Statement of

Claim shall, with sufficient particularity, state the
following:

7.2.1 the identicty of the Claimant;

B K




7.3
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7.2.2 the service difficulties, problems and faults
in the provision to the claimant of
telecommunications service which are alleged to
have occurred including the periods over which:
such service difficulties, problems and faults.
allegedly occurred;

7.2.3 the loss allegedly suffered and particulars of
how that loss is calculated.

Telecom Australia shall within 4 weeks of receipt by
it of the Claim Documents send to the Claimant and the
Axbitrator in duplicate itz Statement of Defence, and
any written evidence and submissions (“the Defence
Documents”) in support of that defence. The Statement
of Defence shall, with sufficient particularity, state
the following: _ : '

7.3.1 Telecom Australia’s answers to the allegations
referred to in the Statement Claim; and

7.3.2 any affirmative defence which Telecom Australia
will seek to rely upon.

The Clajmant may send to Telecom Australia and to the
Arbitrator, within 4 weeks of receipt of the Defence
Documents, a Reply to the Statement_bf Defence
together with any supporting documents. Such Reply
will be restricted to points arising in the Statement
of Defence and the Defence Documents, and nay not
introduce any new matters, points, or claims.

Without limiting any rights the parties may have to
obtain documents or evidence under the Act, either
party may, upon reasonable notice in writing to the
other party, apply to the Arbitrator for directions
upon any matter in relation to the proceedings
including an amendment to the Statement of Claim,

/gméé%




Defence or Reply, the production of further documents,
further particulars of Statement of Claim, Statement
of Defence or Reply. Each party is entitled to be
heard on any such application. In giving directions,
the Arbitrator, where appropriate, shall impose time
limits for compliance with such directions. On any
such application, the Arbitrator may not require the
production of documents protectad by legal
profess;onal privilege. -

7.6 The Arbitrator may by notice in writing require either
party to provide any further documentary information.
and/or particulars which he reasonably considers wbuld
assist him.

7.7 1f the Claimant does not furnish the Claim Documents
within the time allowed pursuvant to sub-clauée-?,z or
any further time allowed by the Arbitrator and does
not remedy this default within 2 weeks after dispatch
to the Claimant by the Arbitrator of written notice of
that default, the Claimant may, at the Arbitrator's
discretion, be treated as having abandoned the
Claimant's claim under the Procedure, and the.
arbitration will not proceed. '

7.8 1If Telecom Australia does not furnish the Defence
Documents within the time allowed pursuant to sub=-
clause 7.3 or any further time allowed 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 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 only.

8.1 The Arbitrator maj, as he sees fit, use as a resource
unit the services of personnel employed by Ferrier
Hodgson, Chartered Accountants, 459 Collins Street,




8.

8.

8

2

.3

4

.5

6

Melbourne and DMR Group Australia Pty. Ltd. of 1

Southbank Boulevarde, South Melbourne (“the Resource
Unit"). '

The Arbitrator may require the Rescurce Unit to
examine documents, inspect premises oxr systeﬁs or
carry out such other enquiries or research as he
directs. Such requirement shall be in writing and a
copy of it shall be sent to the parties at the same
time as it is sent to the Resource Unit. A report of
any such activities shall be made available to the -
parties who shall be entitled to make a written
submission upon such report on such terms as the
Arbitrator thinks fit. ‘

The Arbitrator shall disclose to the parties in
writing all advice received from the Resource Unit.
The parties shall be entitled to make a written
submission in relation to such advice on such terms as
the Arbitrator thinks fit.

The fees and expenses of the Resource Unit shall be
part of the administrative costs of the Procedure.

Prior to undertaking any work or receiving any
documentation or information relating to the
arbitration each individual who is part of or engaged
by the Resource Unit shall sign a form of
confidentiality undertaking as in Schedule E and shall
send that signed confidentiality undertaking to the
Administrator.

9. The Arbitrator may, as he thinks fit, combine parts of this

/15405601

Procedure 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.
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The Award

4715408601

10. The Arbitrator shall make his award having regard to the
guestions of Telecom Australia‘s liability and questions of
loss as set out in this clause. The parties agree that in
respect of some period or periods of the time covered by
the Claimant’'s claims Telecom may not be strictly liable or
have any obligation to make any payment to the Claimant.

10.1 In relation to Telecom's diability, if any, to

compensate for any demonstrated loss on the part of
the Claimant the Arbitrator will:

10.1.1

give effect to any contractual or statutory
limitations on Telecom Australia‘e legal
liability, and any limitations on Telecom
Australia‘s liability to the Customer as
determined by Austel pursuant to section
121 of the Telecommunjications Act 1991
which limitations may apply in respect of
some period or periods of time covered by
the Claimant‘'s claims and for that reason
in making the findings the Arbitrator will:

10.1.1.1

10.1.1.2

10.1.1.3

determine for the time covered by
the claim, the period or periods
for which Telecom Australia is not
strictly liable-or has no
obligation to pay and the period
oxr periods for which Telecom
Australia is liable and has an
obligation to pay;

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

recommend whether, notwithstanding
that in respect of a period or
periods that Telecom Australia is

Sz L




10.2 In relation
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10.1.2

10.2.1 .

10.2.2

not strictly liable or has no
obligation to pay, due to a

- statutory immunity covering that -
period or periods, Telecom

. Australia should, having regaxd £o
all the circumstances relevant to
the Claimant's claim, pay an
amount in respect of such a period
“or periods and, if so, what
amount .

set off against any amounts found by the
Arbitrator to be otherwise owing by
Telecom Australia to the Claimants anf
amounts paid to, rebates granted to, oOr
services carried out for the Claimant by
Telecom Australia to date.

to the Claimant‘s Jlogsg, the Arbitrator:

will take into account the Claim and
Defence Documents, any Reply and

supporting documents, written evidence and

submissions 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 information obtained by the
Resource Unit or any aé}ica given to him
by the Resource Unit. |

will make a finding on reasonable grounds
as to the causal link between the alleged
service difficulties, problems and faults
in the provision to the Claimant of
telecommunication services and the losses
claimed and, as appropriate, may make
reasonable inferences based upon such
evidence as is presented by the parties
together with any information obtained by

-0
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12.

the Resource Unit or any advice given to
him by the Resource Unit. Unless the
Arbitrator is able to conclude that
Telecom caused the loss claimed, there
will exist no basis for a claim against
Telecom, '

The Arbitrator's reasons will be set out in full in writing
and referred to in the Arbitrator’'s award. N

If Telecom Australia appeals againét'the Arbitrator's award
pursuant to Section 38 of the Act, Telecom Australia will
prbvide'funds from time to time to meet all reasonable 
legal costs incurred by the Claimant in relation to the
appeal and the application for leave to appeal, which costs
are to be assessed on a party/party basis (plus 10% of the
party/party coste as assessed). Should any dispute arise.
between the Claimant and Telecom as to the timing of such
funding, such dispute shall be determined by the '
Administrator who shall make his determination after
hearing representations from the parties. Neither party
shall seek an orders for costs in such appeal proceedings.

Telecom commits in advance to implementing any

recommendation made by the arbitrator pursuant to sub-
clause 10.1.1.3.

Subject to clause 17 and unless directed otherwise in the
Arbitrator's award or the parties otherwise agree or a
Court otherwise orders, within three weeks of dispatch to
the parties of the Arbitrator’'s award, payment shall be
made by Telecom of any monies directed by'the award to be
paid. Such payment shall be made directly to the Claimant
or in such manner as the Claimant directs, and not through
the Administrator. If the Arbitrator determines in respect
of a Claimant’s claim an amount less than that paid under
an earlier settlement, Telecom agrees that the difference
ill not be recoverable.

01135405601 ///:S;Kf%:::;j:;ksy
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15. The Arbitrator and Administrator shall conduct and progress
the arbitration as quickly as justice to all the parties
reasonably permits.

Confidentiality

16. For the purposes of this arbitration procedure,
“Confidential Information* means information relevant to
the arbitration, including the Claim and Defence Documents
and any other documents provided in, or oral evidence given
in, the arbitration by either party other than:

16.1 information which at the time of disclosure to a party
to arbitration is in the public domain.

16.2 information which, after disclosure to a party to the
arbitration, becomes part of the public domain
otherwise than as a result of the wrongtui act of the
party to whom the information was disclosed.

16.3 information which was received from a third party,
provided that it was not acquired directly or
indirectly by that third party from a party to the
arbitration.

17. This clause is to be read subject to any requirements of
law or of any Court application relating.po the Procedure.
Upon making his award, the Arbitrator shall immediately
forward two copies of it to the Administrator and the
Administrator shall thereupcn send a copy to each party.
The Arbitrator's award, the subject matter of the
arbitration ptoceedings, the conduct of the procedure and
the Confidential Information shall at all times be kept
strictly confidential by the Administrator, the Arbitrator
and all of the parties to the arbitration. Telecom
Australia has submitted to the arbitration in consideration
of the subject matter and the conduct of the arbitration
Procedure, the Confidential Information and the
Arbitrator's award being kept strictly confidential by the
Claimant. If there {s any disclosure of any part of the
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subject matter or the conduct of the Procedure, the
Confidential Information or the Arbitrator’'s award by
either party, then the Arbitrator may take such steps as he
thinks appropriate including the dismissal of the claim in
the event of a disclosure by the claimant.

18, Notwithstanding clause 17 a party may disclose Confidential
Information to any of the other Claimants whose names .
appear in Schedule D or to the party's legai or other
consultants provided that the party ensures that every such-
individual Claimant and consultant signs a confidentiality
undertaking in the form set out in Schedule E and sends
that confidentiality undertaking to the Administrator prior
to receiving any Confidential Information. ‘

19. Clause 17 does not limit the right of any party to seek
injunctive relief ox make a claim for any damages suffered
as a result of any disclosure. '

Costs

20. The Arbitrator‘'s fees and expenses shall be paid by the
Administrator and are part of the administrative costs of
the Procedure.

-21. The administrative costs of the Procedure are subject to a
separate agreement between the Administrator and. Telecom
Australia. |

—

22, Subject to clause 21, each party shall bear its own costs
of the arbitration.

Rotices

All documents letters or notices to be sent to Telecom
Australia in relation to this Procedure shall be sent to:

d/fjs40560}
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Mr Paul Rumble

National Manager~Customer Response Unit
Telecom Australia

Level 8

242 Exhibition Street

Melbourne Victoria 3000

by being delivered by hand or sent by prepaid m&il.

Liability of Adnihistrator and Arbitrator

24.

Neither the Administrator, the Arbitrator, the Special’
Counsel, a partner or employee of the legal firm of which
the Special Counsel is a partner, a member of the Resources .
Unit, Ferrier Hodgson or a partner or employeae of Ferrier
Hodgson, DMR Group Australia Pty. Ltd. or a Director or
employee of DMR Group Australia Pty. Ltd. shall be liable
to any party for an act or omission in connection with any
arbitration conducted under these Rules orﬂinvplved in the

preparation of these Rules save that the Arbitrator (but

not the Administrator) shall be liable for any conscious or
deliberate wrongdoing on the Arbitrator's own part.

Return of Documents after Arbitration

25.

Within 6 weeks of publication of the Arbitrator's award,
all documents received under this Procedure by the parties
the Administrator, the Resource Unit and/or the Arbitrator
and all copies thereof, shall be returned to the party who
lodged such documents. -

Conflict of nules

6.

d/f 5405601

In the event of any inconsistency between these rules and
the provisions of the Act, these rules shall prevail to the
eytent of that inconsistency.




ELETE AS NECESSARY
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The liability of Telecom to the Claimant in respect
of alleged service difficulties, problems and faults
in the provision to the Claimant of
telecommunication services (other than the matters
covered by the earljier settlement hetweeq-Graham
Schorer's company and Telecom);

If Telecom Australia is found liable in accordance
with 1 above, the quantum of compensation payable by
Telecom Australia to the Claimant for the Claimant's
proven loss (other than in relation to the matters
covered by the earlier settlement between Graham
Schorer‘'s company and Telecom).
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Schedule A

("the Disputes™)

” For Claimants {plus other related claimants, companies,.
etc) othar than Graham Schorer: R

The liability of Telecom Australia to the Claimant
in respect of alleged service difficulties, problems
and faults in the-provision to the Claimant of |
telecommunication services;

The adequacy of the amounts paid by Telecom to the
Claimant under earlier settlements in relation to
alleged service difficulties, problems and faults in
the provision to the Claimant of telecommﬁnication
services; '

The liability of Telecom Australia to the Claimant
in respect of alleged service difficulties, problems
and faults in the provision to the Claimant of
telecommunication services since the date of the
settlement payment for the respective Claimant's
earlier claims, up to the date of the Arbitrator's
decision;

-

1f Telecom Australia is found liable in accordance
with 1 or 3 above, the gquantum of -compensation
pajable by Telecom Australia to the Claimant for the
Claimant's proven loss. '

OR

For Graham Schorer (plus other related claimants,
companies, etc):




Schedule B

(“the. Clajmant")

Name : ALAN SMITH : |
ddress: RMB 4408, Cape Bridgewater, Portland in the State of
Victoria ' '

lus other related claimanté,
companies, etc)
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Schedule C

Request for Arbitration

ALAN SMITH of RMB 4408, Cape Bridgewater, Portland, in the State
of victoria, on 23 February 1994, hereby agrees to the Procedure -
annexed for the resolution of the Disputes between him and
Pelstra Corporation Limited in the manner described in the
procedure. -

pated this <2/ day of ﬂ/m—/ 1994.

‘ Telstra Corporation Limited hereby agrees to the Procedure
annexed for the resolution of the Disputes between it and (insert
name of Claimant and related claimants, companies etc) in the |
manner described in the Procedure.

bated this /ot dmy of W 1994.
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Schedule E
Confidentiality Undertaking

To: . The Administrator - Fast Track Arbitration Procednre
Telecommunications Industry Ombudsman
Ground Floor, 321 Exhibition Street
Melbourne VIC Jooo

i, /QAPN Sr? ’Tf/"\ (pr.mt full ﬁam);
of (L7¢ C/BD“ & L/f[? f/?—/\ﬂo Zjoj(print address)

acknowledge that I may receive or become aware of confidential
information relating to the “Fast Track*“ arbitration procedure
{defined in clause 16 of the Fast Track Arbitration Procedure as
the "Confidential Information”) and therefore I hereby undertake
and acknowledge to each of the Administrator, the Arbitrator, the
Claimant and Telecom Australia (as defined in clauses l and ) of
the Fast Track Arbitracion Procedure) at all times that:

1. I shall not divulge any Confidential Information to, or -
permit it (whether by act or omission) to come into the
hands of or be or become available to, any person or
persons other than in accordance with clause 2 hereof.

Z. I shall not use any Confidential Information for any
purpose other than as I am directed to use it by the
Arbitrator, the Claimant, or Telecom Australia as the case
may be, in the course of providing services to that party.

3. I shall take all reasonable steps as I may be advised to
‘take by the Administrator and/or the Arbitrator, to cause

and ensure that any Confidential Information is kept in the
gtrictest confidence.

4. I shall return all documents containing Confidential
Information which I receive, and all copies thereof, to the
party who provided me with such documents, within 6 weeks
of publication of the Arbitrator's award.

5. These undertakings shall have full force and effect and
shall operate at all times hereafter notwithstanding that I
may subsequently cease to provide servigces to the
Arbitrator, the Claimant, or Telecom Australiq_g; the case

may be
Dated the 94/ 7 day of 6'//7:-.,/ / 1994,
Signed by the person whose )] ‘/,f
name and address are inserted )

S{gnature of Witness
Y

Blirry O SUA (VAN

Full name of Witness

0/1§5405601




. Garms _
Maureen Anne Gillan
Graham Schorer
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Exhibit 4(a)
Lane Draft

® Technical Evaluation Report
dated 6™ April 1995
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TELECOMMUNICATIONS INDUSTRY OMBUDSMAN
- --;-FASTTRACKARBITRATION o

DRAFT FOR mscussmn
PURPOSES ONLY

RESOURCE UNIT TECHNICAL REPORT
- ~RE:MRALAN SMITH OF
CAPE BRIDGEWATER HOL]])AY CAN[P

NOTE: ThlskahraftkeportandisSubjeeth B
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. 26-11-1995 12:12 FRUM CRPE BRIDGE HDRY CHF u USIrB7I?  P.@3
' fl )
~ DRAFT FOR DISCUSSION
Scope of Report o | PURPOSES ONLY

The report covers incidents and eveats potentlally affeeungtheulqﬂm services provided
to the Cape Bridgewater Holiday Camp during the period February 1988 to August 1994.

Sdme of Information

The information provided in this report has been defived and interpreted from the following
documents: : _ ‘

Smith - Letter of Claim (SM1) -
Smith - George Close Report dated S/7/94 (SM8)
Smith - George Close Report dated August 1594 (SM3)
Smith - Telecom Defence Witness Statements
Staith - Telecom Defence B0O4 Service History - -
" $mith - Telecom Defence BOO4 Appendix File 1~
Smith - Telecom Defence BOO4 Appendix File2 =~ . I/
Smith - Telecom Defence B0O4 Appendix File3
Smith - Telecom Defence BOO4 Appendix File 4
SmiIh-TelmmDefenceBWAppanduFihs
" Smith - Telecom Aunstralia - Ref'1 Stamm Declmum ofRossMarshall. Ref 2 An -
" Intreduction to Telecornmunications in Australia. Ref 3 Teleeom A\mmlu s Nerwork
Philosophy. Ref 4 Glossary of Terms _
Smith - FOI Material 19 December 1994 (SM“)
Smmith - George Close & Associates Report 20 January 1995 - Reply © Te.lecom’
Defence (SMS0) _
Smith - Samples of FOI Telecom Documents (SM4$) -
Smith - Appendix C Additional evidence (SM48) -
Smith - Sammary of TF200 Report (SM47) | :
Smith « Bell Canada Inteeational Inc. Farther information (SM46)
Smith - Additional information (SM45) -

* 9 6 O 0 8 " b8 @

-A site visit was conducted on Wednesday 4th April 1993 céverin;:

inspection ofﬂ!cCapeBﬁdgewam RCM exchmge

inspection of the CPE at the Cape Bodgewster Holiday Camp
mspecuoncftheexchmgaeqmpmentuMWCRCM.AXBlM ARF)
dxscummwxd\M:AlmSmnh.mompwdbyMrPeterGImbleofmuom
Australia.
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R e " DRAFT FOR DISCUSSION
1 Period - February 1988 To21 August 1991 - PURPOSES ONLY

Thesxgmﬁcanceofthupmodlsthatnomtheumefromtnke-npofCBHCservmmth

'Bxchange Configuration ‘A’ untll this configuration was changed on 21 August 199].

o e

prov:dedfromanRAXQxchangcconnecmdtothePonlandARFemhange.
1.1 PotenﬁalSoumeof ‘FalseBdsy‘dnrh“gpeﬁodF&ruuyl%Smll Aungust 1991
() Congasuon on thelnbrExchangeImcum | |

Thefoﬂowmg:sanextactfromtheTelecomdocmmntpmdncedbyﬂuCommal
and Consumer Office of Customer Affairs, ‘General Information Document ref 1, An
Inu'odtlcﬁontoTelecomnmmcauonsmAuamha, Issue 9 December 1994°.

“6.4 Network Dhnu:sionmg an:iples

_ 'Dumnmgwmcpmcmofdmngmequmﬁtyofeqﬁmneeded
~ for a particular traffic volume. Dimensioning is 2 major activity in network
desxgn,andlsmqmmdwhenanmtmlynewtelmmcanmfacihtyzs

bamgplmmedorwhenmexmontoemmgequipmusmqmmd

" Dmcnslomngxscam@dmnmacoordmcemﬂ:dtefollowmgpmmples

_Networkdnmnmnmgmaunndatenmngd:atmonmmmk
-cnhancmnt:sabletohand!etmﬂicforthebusiestsmonmtheyw
3 followmgtheyearofmstallauon. o

Astrafﬁclsofamndomnmreummmtoobtamamdm
' 'speclﬁcnnonfortraﬂicvalucforusemnetworkdimemonmg. 'l‘lnszs
'-hownastbetrafﬁclme T\m:measnresmused. '

T‘heﬁxst,theRnbas mdeﬁnedastlnbuaestmhalf-hourpaiodsma‘!-day
T week, _ ,

Thesecmdmthepukwaﬂyrudng*(weddybumt) or rraximum
trafﬁcmtenmyobmedthhinmweekand:sspeciﬁcdforksymtes
" Weekly Busiest excludes special events such as Christmas and days on which
“spot specials” mchasone-offSTDandISmeedlscounts moﬁemd. _
'(*DRead boldfitahcs) : _ _

65 _DengnGndeofService

.'_'_'Tdmmmmmmmmdengnedmddinnns:onedmlhmmdnhe -
_pnnciplesdacn'bedabovctocmythefomcastmﬁcatapesaibedm
' _ofSu-vwe. . _ o

TheDeugn(hadeomeformdivi&mlroMneedstobechosenm
'._ordettomkedecxsmnsaboutﬂnanwmtofeqmpmeMmqmedtocmythe

-~ offered traffic. In choosing a particular numerical value for the design Grade
: ﬁmfwbﬁmmamdﬁmummmm

s '.mnmwmmmaau s6, 20 2l
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o DRAFT FOR DISCUSSION
. csomerseies, PURPOSES ONLY

. safuymmsmsmwcmmmmﬁicmm;
o m;foresemovedoads-

. eqmpmentcom,

mDu:pGradcomemchommmymaﬂnﬁMonmpmema

compromise between these several competing requirements and Will
_genemllybebetwnhanthepreecnbedGradeome“ o

There wemreportedand a:kncrwledged (by Telecom) periods ofcongesuononulls into

the Cape Bridgewatet RAX: Telecorn Minute of 12/5/92, ref. Telecom Australia B0O4

Appcndlxﬁ]cSil “Congestion between Cape Bridgewater and Portland had been

_ t as only five junctions available: This situation was to be upgraded with the
I cntoverofCapeBﬁdgewamRAXtoanRCMpmtedbacktoPon!mdAXB!M”
- cand,s _

' Refmcetothnmﬂicpmﬁles(gnphs seefollowmgpage)pmuded(BOMAppendu
" 5/6), the weekly busiest hour traffic would indicate that there were many instances
- '_--"measuredinthepenod'fillfsswIMMWhaemﬁinPomandmCBmdedSOE.
|.c.theprobab:htyofcongcsuonwasdworderof12%mthmamgeof2.4ﬁ,w
"~ probability of congestion is §% (reasonable level would be 1% to 2%). Thesegnpha
'alsoshowsamﬂucongesuonmtheCBmPorthnddmcnon. S

-Thebusyhour ge.nmllyoccurreddlmng eaﬂy evenmg(? 8.309m) Mamtenancc
. Testing (TRT - Traffic Route Testing) from remote locations did not detsct this
. condition (ref: TRT test results BOO4 Appendix 5/8 test period March 1988 to July -
- _-1991)asthetestswmconducteddunngtbem1200 ISOOwhlchuoutndethc

y busiest period.

| -Conmsely tmfﬁcouts;deﬂwbusnesthour(ordaoflmiorless)wouldmvea
o sansfmtmygradeofmoeonthesemws(pmbabﬂltyofmngesuonlmthmlﬁm
T .Ithejuncﬁonsbetweencn and Portland). -

o '(i:_i_)"PotendalCongcstwnwldlmtheCBExchmgc

' TheCapedegewaterRAXexchangcwasveqold mhnology, deslgnedforw.rylow

_calhngmareas,foremnple(basedontlnumthavmgBFimlSelecﬁms)thefoﬂowmg

" arc the maximnm calls that could be handled irrespective of the number of services
conmmd(ofwhxchtheteweteﬁémlwl)orjnncdonspmvided '

e atomlofslocallytennmaledcansﬁomanysomatthcononme |
. nfmucwmsay4localtoloalcallsmprogtess,thenonly4caﬂstp local
mbersconldbehand!edfmmwtndeﬂnmatdwmm _

Thm smmmns (i) a.nd (n conld well expla.m many of the: Falsc Bums occurring

-_nghtduwglaﬁe%ywsof&ucmﬁgmum,mpmhrdmmgdnhlyleﬂy
'Augustpmodl991._ A

== st amm e A SR AT Y M'na PR ¥



6 DRAFT F
1.2 During the period March 91 to August 91 Puﬂggsg!ssgﬂfélo

Onthe4thomehMrSnnthrepordeotReeeivinngg - Telecom survey, 3 out of

9custoumw¢caedthudnymmpenemngmhrpmblems.hutﬁnspecumdld
not identify any problems’. NFF was therefore reported.

Upto 28 June, several complaints of ng Nos, Bosy, No Progress, No Ring Received
problems by Cape Bridgewater services. On June 28th, one of the cight final selectors
was found to be fauity. This would effect on average:

» 12.5% of 4]l local to local raffic;
. 12.'5%- of all incoming to Cape Bridgewater traffic.

The duration is not clear, bulbchevedtobe('felm)ofﬂwmderofonlyznoSdays
however the fanlt could’ have occurred intermittently for some weeks prior, before
becomngahardfaﬂt(mdtherefomexplainearherdlfﬁculuesmpmcdomﬂn
precedmgmomhs)

1.3 CAN Testing

During this period it is suggested when complaints were made, Mr Smith’s CAN and
CPE were tested and/or changed (including replacement of private cable) with NEF (no
fault found) being generally reported, whereas it would appear as detailed above, the

. problems were predominantly in the network (exchange, IEN). Testing was not
hlghllghdngthaseoondmmsasltwasgmcnﬂycondumdomofthehnsypenod&
However reading of the exchange congestion metres (which was regulady performed)
should (and did) highlight the sitvation. During this period 12 fanlt calls were Jogged on
theTelecomfaultmponsystem,althoughthmappurtobasemalnotloggad(e.g.iﬂa.
14th August 1991 - mfaBOO#S secuons23 24).

© 2. PeriodPost21 Augnst 1991

The ﬁgniﬁcauce of 21 August is the exchange oonﬁgnranonwaschmged (to configaration
‘B'), that is md:wdnaldenwdsammﬁamRCMnnittotbePo:ﬂmdnewAXE
exchange’. :

2.1 This should (mcldld) mlnmthelmkcongcsﬂmpmblun?oﬁhndtom However,
. subsequenﬂycongeshonmnyhaveoccmedmothuhnks(mfertoll?) '

22, ConsxstentpmblemsmthﬂieRCb{symMrSmﬂlsmmcmedonRCM
) No 1 until 24 February 1994. "Without going into extensive detail, this system had a
track record of problems individually, and-the RCM system components were the
subject of several design corrections. (Wark Specifications). These issues were likely to
cause a range of problems (as reported) over the period August 1991 to February 1993 (a
period of 18 months) when Mr Smith’s services were transferred off RCM 1 and service
improved. Spec:ﬁcpmblmnscausedmcovmdmhmrmguphs(mﬁzs 2.9, 2.21).

23 CallsduecﬁedtollVA,Mmhlm

In response to complamtsﬁ'omMrSmthandoﬂnrsﬁ'omCB Telecmnclwchng
indicated that due to date entry error on the Melbourne Windsor Tronk exchange
(MELU) all calls through this exchange to CB (at least 33% of Melbourne and interstate
traffic) were directed to RVA for at [east 16 days and possibly longer.

lmtdewmnunimmhym _‘ | .. _ — o - fijelo
. C\msofficsiwinword\docs\dn0225 B . _ 7Apl, 1995

séxtt'd 'GEECPOE '8 19 WOOTTAL I IT:LT 96, 20 N
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lotelligeat CONFIGURATION AT 21 AUGUST 1991 -30 MARCH 1993 - ‘D’ H
Neiwosk Cenbe (RCM UPGRADE)
/Aﬂ-uﬁu number} M
ccounting .
srnsIn INC - A/C |Location 5
'or 008 Services -3
4 ) ' H
055 261167 Pocstan. . . .W
| .M:i’-a . . . . R . .
. . : : 20 pals : . : e o . m
\ . : cable Syttemd provids & toisl :
. . // - 2\ 1 ID.ll - ID" I /wooov-o_.qenoenﬁ-eiﬂrg C .
13 : c _.l | S 4 o ' ’ : ;_.l _pemTme——-— ¥ 267 Em i ' -
) — e ) 7 . . L] :
2 ™ 2. J -3 —] * [ ? [ Ot m ._ A
- — . - . _ - [Contomenn - 4 ] -
: s b . o 3 F ot T
Hamilion AXE : % i \ " .
O 30th Marck 93 ) ) .
ponsasa B\ \ recmtazeied T W[ -2 -
i:ﬂmn__.i . Digital B A . _ . " | provided 30 ! o
. $TD Catl munu.ﬂﬂ.q. r“a-_ 1992 93&35." ) :
Accowting Cenire ceoutiog . . . . Wsedmsa 4 .
. : o Talecom text - § .
_ . : L o . Hue). '
ARKS ) - 1 . R - _ !
- . : . , - - i . .u L 5
; Far L ' .. .a..
. S : . ——— - H— = -
// _ . o . : csmc
Network Administration . . : ~ 77 " NOTE: Services provided on RCH -
Cenue - Ballarst L. . . . v I from 2§ Aungust 199! .
- : - . wraotferred 10 RCM 2 & 3 ont
24 February 1993 (Goldphene
lehonRCM 1) . _
s G220
R
Lane Telecommusdcations Py Lid : : ) : o T Page i _
- emsoffic\winwordulocs\dnr(225 _ ’ 7 April, 1995
~ @




CHANGES TO CPE CONFIGURATION AT CBHC SITE.

'CBHC Config. 4 _
uc November 1992 - § Unnaﬂcﬂ. Howw 8 _pn!.:.q - mnvaw__w 33

DRAFT FOR DISCUSSION
'PURPOSES ONLY

AL3 June 1993
A. Smith Requested 055
267 267 to be made Co s 3

- incoming with limited oo . _ S . Hall
oulgoing sccess ’

Office. .~ - | T200 ~ GoldPhons

Answesing - o F o . : . i
!-a!a-.r.n-:“.ﬁ 1 - : : . ’ .*aumv 2671260
' : Aprl 1992) o — C ! L

T200 .

" ¥ax Machine
Tastalied by T -..h.> :

. Telecom
Jan 1993

qmvﬂ__gaﬂ-_ : 008 816 522

- [sPeb 93

lostalledby | © ™~ |wss)267 267

o this line from -

{055) 267 230 new ‘services

o

$00 seplaced 4
whh T200
12 Feb 1993

Cordloss handsat iostalled asound Z-ov _
1993 for 3 months - purchased from e
Reiravision Portlend - Freedon neo

A- tene u.._.n !..Enl& - :

3G Nevomber 92 .

oew QD 816 522 (Awsiw _.5
diracied to chis tine on - -
tsl ar 144 _uoo o».o g Feb ou

Lane Telecommunications Pty Lid
-cAmsoffice\winwordviocs\dn 0225

Poge 12
. 7Api), 1995
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Ref: MrD!..m:asAmhhnag« SpocmlPro&uctslettamMrASmchS
Novmber1992.

‘ThtsfaultaffectedmcommgsmcaﬂsfmmMelbonmetoCBforapawdofupto3
weeks prior to fanlt being fixed. 'I'hemaxmm:mpactonywrmomgsmcalls
ﬁ'omMelbomnewouldhavebeenuptoSO% ..... .._"

Ref: TeleeomAustraha BOMAIanSmnh C:BHCSemcesH:swry
"Whﬂst:twaslmmﬂythmghtthatthcproblemmayhawmmdfmaﬁweekpmod.
subsequent investigation confirmed it existence for a total of 16 days (refu' witness
statemantof Hew Macintosh andDavxd chkdale) *
. “However, it is estimated that the MELU pmblemwm:ldhavemmltedeS% of callers :
' fromMelboume(orpassmgthroughMelbomeg.ﬁnmSomhAumﬂm)toan
_customersmtheOSSZG? mnumbﬂmgemungVA." "Yé’ :

The Telecom teport funhe:r suggests callus could have reached CBHC by adopung
- 'oneoflhcfollowmgnwd:ods," o

a) redinllmg wnthnocommentthatprobabﬂityoffailmwasagamatlcaswz%
b) comacnnganopemor” 1.eS'IDhasbeenmffe¢um_' R

"MrSnuﬂ:scsumofcaHdismbnummthax&%mgxmmﬁomdleaffemdm.

. all of which had a 33% probability of fatlure. This in. effect failed at least 20% of
' CBHCbusmessuaﬂicmﬂlduecmnmRVAfonhepeﬂodofﬁlefmlL

2.4 Sundry Repons, Apnl Iuly 1992 (Suummy Only)
' a) IGthApril, callﬂsﬁ'omMelboumeGmyhomdBusTeminalmMelbmcmmvmg

RVA NEF. |
Vo - b) Aprn.MrSmith ‘missmgca!ls -foundthatxflheanswenngmchmewas “phagged
. _ in but not in answering mode’ the telephone would ring only for 30 seconds and then

receive a burst of tone from the answering machine (rather than ring out to 90
" seconds). Rt is likely that this situation was causing a level of the call-in difficulties
. during this period. ie. mmopmuonoftheansweringmachmcouldhave
cansed caller difficulties dumgthispenod ' _

- c)'Iuly.unmepomd:ecumgnv:\oncamngsmms:adonnu NFF. after
B conmderabknetworkﬁhng.andmam‘bumblesoumembseqmﬂydewcted

2.5 Telacom Tc.shng loclcs np C:rcmts 2 August 1992.

-TelecomNNIsectmmnnglockedupallcmmtsHmhmtoPoﬂlmdfor
approximately 1 day(Sunday) ‘This would have pmwded eongesuonfbusy to 90% of

' cal]etstoCBHC. s
*W“-‘WW L T T hmiLees

S ptA ' arPobaE B TO WYVTTIL B PTIIT e, )n MH
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2.6 Softwsre Fault Pordand AXE - Blocksal Circuis, Hamilon wmﬁu&ﬁww
992 T

' Allcallsmnndﬁmncmmbloded(congwnmlbusy)fortheorduoflsm
_ CnﬂmtoCBHCmccivedNoProgress 2 complaints relating to CBYIC were reported

dunngﬂllspmod
27 Rzgsterfauhdeongesuon Ponldexchange,‘?Ocmber 1992 .

OneofthefonyregisummtherorﬂandARFMnorSvdtchmgCenmwufmltyfor
* five days (2 - 7 October). The effects were:

(i) lmw(ZS%)ofcdhmgimnng&omtheARFmdARngesmPonland

. would fail (wrong namber, RVA, etc). Themfon asnnllpementage(z.Sof
Porﬂmdmmfﬁc)hCBHCwasaﬁected.

(n)Inaneﬁdﬁmtoloca!;ethefmlt(andﬂn MELU' faulth.Sabove).mletterof
23Novembet1992ﬁ-omMrDLuus.AmManagcr SpedalP:bducts,

8 _ o “Conguuoncouldhavebeenexpenencedbycaﬂmdm&acombmmmofmtwo

faultsmdwawdabovemdthevolmofmaﬂsbemggmmtedby'l‘elecomtolocstc'
faults. Imﬂersmdtlmmmeofyourmexpmsedﬁuscondiﬁonu gettmg
) busytone’ whmyonwercnotusmgd:etekphones. :

2.8 RCMlFaﬂmduewughmngSuﬂw 21Novemberl992

' AhghmmgsmlmonZINovembudarmgadtheCapeBndgewwRCMeqmpment
' ‘Telecom received 22 customer complaints from CB customers for No dial tone, No ting
- receive, noisy. No complaint was identified from CBHC, however RCM 1 was affected,
" and this was the unit CBHC services were on. The condition affected services for 4
'day&befommstouuveacnmwaSMthhmyhmbeenhssthanm
. refer29, _

29 Network Recepuon Breaks Dlmng STD Calls 6 Jmuary 1993 (repomd - fault
occursing 2-3 weekspuortotlns) :

Bellevedtobenetwoﬁcproblems(refWM),mdoocnmngCl\dl -RCM 1was -
omngahrgenumbetofdegndedm(:efBOM U4mternalhwm'of121uly
1993wportingontlusmatwr) ;

Problemshavebeenoccmrmgfusmnem(chchng.b:uksmuanmsmon,canm
‘not getting through). Mr Smith’s services (with the éxception of the Goldphone) were
transferred finally to RCM systems 2 and 3 on 24 Febrnary 1993. . Srolth's sérvices were
affec&dforntleastSOdays(probably?Odays)whﬂsttheRmNobmwetetncked
down. Telecom initially investigated CAN with NFF - but again was a ‘network’
. problem. (Subsequent investigations ‘revealed 4 problems with the CB RCM" - refer 1o
: -ﬂiecoplcsofcorrespondcnoedmdu]ulylm andﬁuﬂmsymd:fﬁcnlua
' occurnngeu-lylm ~22L1).. g _ _

5

Lm'l‘doeommmml’tym § .-; T C Page 14
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_ S DRAF]‘ FOR Dlep:s vqnmN
Telocom Pair Gams Snppon expen group (E-mall of 5/3/93 from RM) faﬁUBﬂ@:&:b ON.Y |

“Major problem fanlty termination of reglstets on bearer block protecuon" this is
believed 1o be protection against lightning strikes, and the problem could have been in
place since the repair due to the strike of 21 November, and “another (problem) caused
by non modification to channel cards” ~ that is modification to correct design faults (as
detailed in Work Specifications) had not been carried out.

In the letter of 12 July 1993 to Stockdale and Morris, reference is made to (DM)
~ degraded minutes (minutes in which error ratio is worse than 1 in 10 ), (‘ES’) error

seconds (seconds in which errors were ‘detected in the Cyclic Redundancy Check

character sent with each frame). The systems, particulartly RCM 1 was registering high

levels of ES and DM. A test on the 2 March 1993, nm overnight on RCM 1 resulted in;

- Portland to CB 43,500 ES - i.c. fmaIZhourlaestpenod.essenmllycveq second was

morodandalso405degradedmutcswerctecorded. CBtoPortlandmrectlon,Mé

- S, noDM S .

' -'Suggesnonsaremede forexamplc

L ‘In my opmlon ES only cause problems when digital data is transnntted and have no
effect on voice services, and DM have only a minimal effect on voice services and may
- camse an occasional andible click’, ief ‘Witness statement of Mr Leonard Banks, para 8

. dated 12 Deccmber 1994 o .

C The s:gnnllmg system wh:ch sets-up the call and supemses ealls mcludmg answer

o mmved,callcleanng,xs(msunderstood)tmmttodmthechmnel associated with the

- 7. "service, and is transmitted as a data signal: therefore as indicated above, high levels of
-ESorDMscouldmerkedly eft‘ecttlwcallsetup,answerandclemngsequence

- ”" 2 10 Three Numbers in Ballam Reeenfed NOP when Callmg CBHC 2 Febmary 1993 o
| Fanlt was subsoqnently found in the cel!ers PABX eqmpment at Banarat (not CBHC)
a1l Problemsatu'ibutedtoCPEoperanm.Febmary andMarch 1993 CordlessHandset

' To enable receptnon of calls whxl.st Mr Smith was movmg around the camp site, a
- "cordless handset system was installed on line 055 267 267: during the period it was
- connected there were sxtuanons wherc the operauon of this unit cause difficulties, for
example ' : _ :

) 19 Febi'tiuy 1993 - tepoxted problems \ﬁth Telecom (s1c) cordlees phone -
- the switch was not operating corvectly preventing the phone from rmgmg
_ __(tbe unit was obtamedfrom aRetravmon outlet) -

---'I‘hemutasmstaﬂod(byMrSnnth)dldnotpmvndeﬁJllcwemgeofthesmo'
~ (these units intrinsically have coverage limitations). Consequently if calls

_"'weretakeuomﬁlecordlessumtandthehandsetwasmovedomofmgeof
_the base system, the call may not be comectly cleered down, leaving the
'semoemanapparent ot'hook’slmauon L

Theumts(uwbelwvedhypesweteusod)wetemaledforsomSmmhsendthen

removed

Cgzord '_' A seesvssatswoommst i1 ss.z.a et
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o o | q‘elecom

AMESYRALIA

'.___ o ' _ ._ o Fiun. e | - |
T o Mage TR Pair Gains Support o W"""“"’“""‘“
o~ ' Warrmambool COG o o L ey -

4 h : . BCdmy

: _ _ Flie  XS132. B virandidr W
Subjet  Porthandto Cape - g Ak

l _ ..BﬁdgewerCMSm b.- mn' 1993._ o ._ R

PORTLAND - CAPEBRJDGEWATER -
RCMSYSTEM.

- .._ : At the request m}-{amgu Wummbool COG (CPE) NSS-Mdboume, Pair
: " Gain Support Section, visited Portland exchange on 20d Mm'.h ‘93 L investigate pmblm reponad
"=, - onthe ?Oﬂlind Cape Bndgm RCM system. : :

I lnma.lrepomwhueo{avomlmmn&peBndgmwmphmngomet-oﬂ'sm .-
s one direction. The customer had been transferred off sysiem 1, omo systems 2and 3 on the 24th -
| - Febnuary'ss, and had experienced no further problems. Iavestigations revealed that system 1 was
Y 'mmngamgenmbuofdegﬁedmmm@mmmm&)mmerorﬂmdm&pe
e Bndgcwncrdnmon,thmmcmﬁdhanmsedthe\?m-oﬂ‘pmbm : | i

' _] © " Initial m-orconmerrzadings _ _

' PorﬂmdwCapeBndgcwuadirecuon.- S
_ 5 System 1 - Sys:emz - System3 " o R _
. IR DM . 45993 ,z‘ '3342 2 o :

‘J. ' CaPGBndsmmrtoPordandm SN <

Sysn:ml © Sysem2 SystunB'
0 -

SES | 0 |
1 DM . _'_1- S T |
. . . Es 246 M ;3

At 1his stage we had no idea over what period of time these érvors had accurmlated.
_—_—eeee———

 Anempts £o test the inground rcpeaters us.mg t.he “trios™ sysxem where unsuccusful as the
: smppmg records couid not be located . _ _ :

O:her !‘au!ts :dmnﬁed wuh the Capc Bndgewuu- ms:a.llanon whm

_ ~ ~the presence ofSOOHr_ nouconanwaowhnuu-ss dBm r:wsmg mmor noise

———

 GERSPIE B T9 MOOTTRL IWN PT:AT S6. 48 SM
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: = cable duets into both the cross connect cabinet and thé coneratehut wher: 07 U _
_] . sealed allowing the ingress of moistare, which eould affest the error counts. e
;‘ __%_ : 1£b=-ah:msyaunonanthraekmsynmwshadmbmprogmmned.’ﬂiswould

] - bave prevented any local alamms beiog extended back 1o Portiand. '

: 'l R ' 'Thebwerpufomneewmoﬁtordoﬁgluahd;wde&ﬂm#ya'm'l.intherhml

, 1 Cape Bridgewater direction, accumulated approximately 450 DM's and 43500ES's while systems 2
(. and3 fecorded no errors in either direction. S S -

overnight, 0 DM's or ES's where recorded.

1 All the SE boards is5ed in the Portland - Cape Bridgewster ROM system have now been
modified 10 eliminaze the 500Hz. noise problem. SE boards installed in the Portland « Alcoa RCM
{ system where also modified to_d‘mn_‘nne__aSOOH;_nuisgproblm opeutover,c - . .

- The problem Bf_séihglthé cable ducts has since been recnﬁed by the local lines m&'

" NSS-Melbourne has contiimed % monitor the Portland - Cape Bridgewater bearess since the
. 3rd Mareh '93. In the period from the 3rd March '93, to the 17th March °93, the errors on al three
bearers have been minimal. e T - N

. :erﬂmdtoCapeBndmwdﬂmm-mHES o
| o -ewmm3eEs

S L =gymem3, 3 ES

- ‘ : '

 for Supérvising Engineer, National Switching Support - Melbourpe,
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w o DRAFTFORDISCUSSIO
a2 Febmary1993 Callersreoewed‘noxse ouOOBsemce - PURPOSESONLY

On 1 December 1992, TelecomproudeCBHCwnhaoos service,mtheorytobe
" directed to the main business number 055 267 267; in fact the 088 service was directed
‘to the 055 267 230 line. During January (the actual dates are not clear) a facsimile
machine was installed on 055 267 230, “There were then complaints received on the 008
 service (ref: G Close Report, Section 18, Telecom e-mail of 8/2/93 “caller tried several
- times from Werribee on the 008 number and got electrical noise™). It is believed the
~ ‘noise’ was the facsimile machine answering the call and trying to establish fax to fax
connection, as would be expected. It would appear that the 008 service was incorrectly
directed to 055 267 230, and was redirected t0055269267byTe1ecomsmneumafter
 the facsimile was installed and test calls after this were successful. (ref: G Close Report,

- Section 18, e-mail of 8/2/93 - T have arranged to have digit translation on 008 816 522
. changedfrom055 267 23010 055 267 267toave1dIchalls on theOOB Imegomgtothe

213 Incommg Calls rmg once, on pick up receive dial tone - 25 Mmh 1993
" (Several reports over February and Maxch) .

_ o For some ttmeWmamboolAXBwasunderprouded mthcallsupmon devices
(‘*CL-blocks’), causing during high traffic periods through this exchange, calls to drop
' \J/ _ “out after one burst of ring « effected calls sourced from this area, which is estimated to - -
*%‘ be order of 10% of CBHC traffic. This was a ‘known® problem, had been occurring for
- some time (‘not known when condmon commeed’) Teleeem mdlcaws (ref BOO4
lf41).- L _

"Ihe fault was dne to msuffic:ent sofuvare blocks (CLs) at WBOX wluch was corrected
byBOMarchI% " WBOXistheWmmboolexchange. L

214 CBExehange OffAuforSho:t Dum;onon29March1993

AIICBserneesoﬁ'thewforQHunutesduetosoﬁwaxefanltinl’orﬂandAXE
‘exchmge O ;

| .'2.'1s| Penod 3rd Apnl 18 Iune 1993 Networkl'aults CansmgaRangeomeblems

. 3 April - CBHC has d)fﬁculues calltng Heywood. fault found in

- Warmambool - Heywood exchanges affecting all callers to Heywood (‘line

signalling failures on circuits between the Warmnambool! AXE and Heywood
ARK exchange - ref B004 Service History PSS)

" e. 5 June - Callers from Sebastopol havmg dlfﬁculty calling CBHC fault in
- Sebastopol exchange, “which would have resulted in customers, calling STD
. destinations from Sebastopol mtemnttently expemnmng “no pmgmss” ‘ref -
i 'B004 Services Hxsmry, P59" L

e 18ume- GoldphoneZﬁ??.GOcannotnngODSnumbers faul discovered
o 'affewngallPorﬂandateesuchtha!nopayphonesmtheareacandngOOB '

nmnbers,faulteoneclsedSAugusL

s2/61'd ) seesvseewuoomamvu_t %, 2 B
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"7 . | 2 16 ProblemsduetoMahclousCall'I‘racc (MCI') Fmﬂnyplaced on26‘? 269“'BPOSES ONLY

267230-26May 93

~ The MCT pro\qdcs a Callmg Lme 1dentification (CLIJ facﬂxty for calls originating from

modem exchanges and a ‘last party release’ facility for calls from older exchanges; in
the latter case it (MCT) effectively removes the protection of an incorrect hang-up. The
effects are covered in the witness statement of Mr David Stockdale of 8 December 1994.

(i) Telephone ‘dead’ forapmodoflSmmmesaﬂerhangup

“17.  PDuring NNT's second mvesuganon of Mr Snuth’s service, we inadvertently
caused a fault ourselves as part of implemented testing procedures. This fault arose
from the use of the “malicious call trace” facility (“MCT™), that was placed on Mr
Smith’s segvice at the Portland Exchange in an attempt to ensure more detailed data
relating to Mr Smiths incoming calls. The additional information (specifically
Calling Party number information) was required so that we could more accurately
“match possible problem calls against his faalt reports. 'Mr Smith knew this form of
~ testing was being undertaken, as we had discussed it with him* During the period
tha:mahcmuscalltracmgwasmplace. when Mr Smith received calls from
' that can only provide limited detail regarding the A party mamber and
- hung up his telephone, there was a 90 second period after he hung up that the
- Exchange controlling. the call believed that his call -was not over. (Lumted call

- detajls can occur for exchange technologies such:as step by step.  This is known as

¢ Partial Calling Line Identification, Partial CLI). ‘As a result; if parties attempted to
calerSrmthwﬂhmﬂns%mdpenod,theywouldnotbeabletodoso
-hkemso,:erSuuthaﬂemptedtomakecaﬂsdurmgﬂnsWseeondpenod,hlsI_

e -.phoucwolﬂdappeumhe“dead' wlﬂmodialtone.

'Ihsfa:lt:shkclytohavehadonlyamars:naleffectonMISnuth’
: telephomesemcemdwaspombleonlybetmmlateMayl”SmdmlyAugm

e 1993. The. custpmer whose complamt alcned us to the problun was calling from

' Horsham.” !

* ItshouldbenotedthaxMrSnnthdmgrees&nuanysuchdlscussnontook -
place, and denjes that he had &iiy knowledge of the MCT facility being
- 1mplemen1aedor1tspownualeffects (Sw.etmntmadeatwmeBHC
- on 4 April 1995)

(u) Ir the Telephonc (at CBHC) is mcon-ectly lmng up, the call contmues

On 9 August, a 008 call is recorded as 132 minutes duration (and so charged?) whilst
the actual conversation appeared to be for only 15 minates - that is the caller cleared

o - after 15 minutes - this, as stated below was probably because the handset at CBHC

was not replaced properly - normally calls are under *A’. (calling party control) and
on ‘A’ hang up the call would have cleared (charging stopped) However the MCT

. famluy overrode tlns normal mmauon, agam. Mr Stockdale

19, The party callmg fmm Horsham who alerted us to thc MCT problem
2 -reportodtimtlwyhadatelephm discussion with Mr Smith which lasted for about
fifteen minutes. - However, the SMART 10 line event monitoring records suggested
that the call in question lasted for two hours. Mr Smith believes this is evidence that

' the network has segjous problems. My belief is that Mr Smith did not hang up his

phone after the call was completed and therefore the SMART 10 aquipment did not
_ mcordhlscallasuﬂmgunulthephonewaslamrhungup I base this belief on the
__tcstmsoonductedasaresultofthediscovuyofﬁnsxdecffeaofusmgMCf asweil
’ _'asanalystsofCCS?datafoﬂhepmodthattheMCrfacihtywasinm” :

. c’\msoﬁce\whwrd\doca\dnﬂms Sl Ao e T Ap, 1995
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MCT removed from 267 267 on 19 August 1993,267230 on 9 Sep:emDaRAET FOR DISCUSSION

217 Congestion Warrambool t Pmlm Ex dmge potential cane of 4 PURPOSES ONLY
March 30 1993 t0 April 1994 -

- On 30 March 199‘3 Ponland was retmnhed/cmmected to the Warrnamboo) exchange

rather than Hamilton. This meant all STD calls to CB came vis Wanmambool to

_Portland. Tt would appear the route ' Warmambool to Portland was under dimensioned
- (meOO4 Ihstoxypagesﬁo 61). : _

It was confirmed that callers Srmth from Mdboume were receiving ‘false busy’, -
. callers were recejving congestion. Telecom's Network Operations group confirrned that’
_ -'themhadbeenregularoccummofnetworkcongesuondumgpukpcnodsm
- Wednesdays and Sunday evenings. Corrected 6 April 1994 by ‘increasing the routs
 capaeity by 30%" (the Z route was increased from 30 to 60 ccts - ref G Close report,
" Section 18, copy of e-mail of April 6). Potentially this route was under dimensioned for _
. some 12 months - mvesnganon ind:loated the route changc was as follows:

- -M30Marchl993 B T
— T o R I = . _
o e I T T - —
: N R ") -7 T L2 R O 3
// e 'jmmwtﬁm
" Accest tolfrom BW m
*restof world' - .
e
o 'IheI/CandOIGroutcs overﬂow todelWroute thatls:fall lScmntsmﬁlegwen
routearebusy,thenafreemcuxtlssonghtmtheBIWroute '

' 0n6Apn1 1994therWroutewasmcreasedby30c1rcu1tstoatotal of60 This would
indicate a 50% increase rather than 30% (basedontheassunmtionﬂ:eSO% of the B/W
cm:um are avmlable for overflow) .

2. 18 CBHC Goldphone Cuttmg out on oalls to 008 numbm 18 June 8 August

Fault mported fromCBHCon 18 June suhsequenﬂy dw:overcd that calls from coin

. operated pay phones connected to the Portland AXE 104 would drop out on answer

- when calling 008 number. Incorrect charging ‘analysis data at Portland AXE 104

' (PORX)wasdxscovmdtoberesPons:bleforthmcondmon’ (meOMSemeeHJstory

~ p59). Duration of condition is not known, bui corrected on 8 Angust 1993. Only

. affected calls to CBHCOOSrmmberfrompayphonesmPortlmdm(order of 20
- payphones)mdcansfromtheGoldphonestoOOSnnmbets :

‘s2rtzd ) 7 coecyoe 819 WOOTTL I 9T:T S6, 40 ¥
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219 Pcnodlune93toMarch94 FauttReports

* Many fault reports were suhmmed dmilmg BSY. RVA received, ‘one burst of ring

' occurmncesmdreco:dmgsofshoﬂdumuonmﬂs-tcsmgwaspelfomd.m There

" aremstanoesofBSYbemgreponedandca]!datamdlcaﬁngthatmfactthatwasthecase
-thelmewas gmmelybusy o

2.20 Caller Reoemng Dead Lme. 17 August 1993

A caller fmm Daylesford recewed 2 ‘dead 1me’ on$ dxffumt occasions on calling

CBHCandwa.sﬁmllyconnemdbytthelecmnHOOOperm: Call data indicated

each of the 5 calls bad 2 ‘conversation time’ of less than 20 scconds with the “calling
myhanging up' Subsequent testingdid not idenﬁfyanyproble'ms' '

221 Further d:fﬁculues with the RCM Systems Potcnually Caused by a Further
Lightning Strike on 8 March 1994

. thﬁculues had been expemmced by the local Telecom staff in detection of intermittent
' B faults or the RCM systems, notably system 1, although issues subsequently discoversed
- - potentially affected the alarming of all systems. The issues are covered in the following
.. - reference, iener of 24 March 1994 from David Polson, Technical Manager (pages
- following). The only service adversely affected ‘with regard to CBHC was the .
~ Goldphone - this was removed from RCM 1 on the 19th of March “as a precaution
because ongoing investigation had not yet discovered the intermittent no dial tone fanlt"
- (ref: M:Ross Anderson 5 W‘mess Statcment. pmzs) :

L 2m Capesndgswmﬁmhmge(kmo&mem <25 May 1994

- Some 13 complamts related to callers to Cape Bndgewater reouvmg RVA or NOP (ref
BOO4, History p61), “An investigation into the complaints discoversd that the code
required to transmit calls to 055 267 XXX (i.e. CB) number was ‘inadvertently deleted

- _durmgda:achangcsaxl’ordandm 104, Thcdauehangemqnesuonoocumdat
- -'430pmon25May1994andwasmmed1a]onﬂ1csamdaya:735pm '

: _IneffectauCapeBndgewaterwasOfftbeA:rforsomc3houn
2.23 OOBSemce Confhctre C}urgadCansandAnsweredCalls

.- Throughoutthepenodofopmnonofdnoos Slﬁszzmmmmmbanwpmm)
there have been contumed tepomngs from CBHC (oa' ca!lets to CBHC) of:

. callsnotmcewed(answemd)butcharged
- " caller receiving RVA

e ‘mllbuthned&od

- It is dxfﬁcult to atl:nbntc these condmons over the period of occurrences to spec:ﬁc
~ events or faults, Inconsxdenngthesecomplaims.anexplmonofthcoperauon of 008 -
_ servnoes may assxst. (nef to Confignranon ‘B')

PURPOSES ONLY
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WhenaOOSXXXXXXnmnbenscaﬂedﬁumﬂywheminAusnﬂa.ﬂmcaﬂm

cssmmﬂydzmctedtomlnteuigzntNuwkaenmmiC)Whmhnded:cmdm
pmommg"lntelhgthemarkSavices such as 008, 1800, 13typesemces. In the
case of 008 services, the]NC _

. malysestheooscodcandtranshmﬁmtothereqmmddemuoncode
CBHC, to05526726‘7 L o

. setsapthemlltothereqluredservmefmmthemc

 DRAFT FOR DIS

_ .._3. OtherSomof!'roblems | |

-‘Itshouldbenowdthatdunngthepmodbeoembu1992:00ctobul994ﬂ1eorderof200
fanlt reports were made concerning the' CBHC sarvices. Not withstanding the above

doummdfaultsmdpmblam.thmwmmblamqmteewdmﬁycausedbyms—
'opu'anon orund&'standingofﬂlcCFE.

.- | .. ' 'Issuesrclmto

. .the mwemgmachme mwermgcallsmmmaﬁcaﬂymﬁuoneaﬂetsosecmdsofﬂng
i"(ammdm:dApnllM)._ o

e handsemmcauonﬂlybemghﬁoff-bookfornmdedpmods(MrSmthhasmmdthm
.'"':_onlyoocmdononeortwooccasmns)._ :

'« interaction o ofthecordless handse:(pemdofs momhs, early 1993) causing a rangs of
'problemsasdemled, . _

: - arangcofcallersmalmg testcaﬂs mbehﬂfofCBHCconmdanblyconﬁlsmglhemal'
e operauonalplcturedurmgmeh&rpmoflmairSm&behemthumnotthecue)

'4Snmmry

- CBHC telephonesuw:esh&w suffered cons!denble rechnical ddﬁculnesdunngdmpenod
" in question, Temmmmmmuymmwdmmcmmmm,mm
they were ‘intact’, faults would be treated as NFF (No Fault Found). As can be seen from the
- above, fanlts did exist thar affected the CBHC services, andahmstwnhoutacepuonﬂnse
_fanltsorpmblcmsmfzultsmnetwmkclmts. . _ o

B
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ACRONYMS, DEFINITION USED IN THIS REPORT
[ CB_ Cape Bridgewater _
CBHC Cape Bridgewater Holiday Camp . ' .
RAX Rmﬂmmcaxchmpe-memmmwexchmaeofﬂnmpby
step (S x S) type which utilises successive stages of selection on 2 rotary hunt
_ based op the dialled digits - ' _
RCM Remote Customer Multiplexer - a system that enabies customer telephone

services to be carrded over derived circuits - for example over a cable carrier
system. An RCM of the type used at CB has 2 30 customer capacity per
sysmeuh.ﬂmadedicawdﬁmomme-cabharﬂusymmthcpumt
AXE ;tnogammedcontrollnd ephone exchange (genexally digital) supplied by
~ CAN Customner Access Network - covers the reticulation from the exchange to the
' customer’s premises first socket point.

CPE - Customer. Premises . Equipment - covers the teiephone cabling, and
equipments (telephones, answering machines, facsimile) connected within the
customer premises. May be provided by Telecom or purchased and
ounnectedbyothmsolongastheeqnipnmtcuﬁesanAUSTELpermitto

: : connect to PSTN. . S .
"~ | PSIN : PubﬁcSWﬁcthdephomNeWork-ounﬁs&ofExdhmgamdm
|EN Im‘erlinldng_ExchMNetwwk _ L N
NFF NoFaultFound‘-Tglecomltepoﬂoodeifafaultwasreponedbmwsdng‘did-
| not indicate a hard or specific fanlt - _ -
NNI National Network Investigation - NNI is the final point of refecral In
. Telecom for the investigation omem&Eﬂms’ . -
NOP No (call) Progress - caller receives dial tone, dials number but does not
| receive any other tones and the call fails ~ ' _ '
E - | Edang - measure of telephone traffic: for example if at a given instant a
' trafﬁcroiméf1od:q:itshas5nllainpmg1-ess.it_iscmyingatdminmt
L A
) TCBH Time Consistent Busy Honr (of telephone traffic)
® ARE, ARK | Electromechanical exchanges with pooled central control (registers) of

“crossbar type’ provided by Ericsson.

Sav'd  cepepoe 8 19 WOOTTEL 31 89:21 6. 28 ¥
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-ﬁ, | Consumer CAN Design and
Consbruction TasVic :
From David Polson - o PO Bax 115 Balarst Vie 2353 .
- - Technical Manager | | X'oogég mm&m&m
‘Subject  Cape Bridgewster RCMs o Mt »
> pen o ) - Telchore 053 334499
. e | | - intmallenst - §18s
Date 24 March 19947 - Fasinls 03 3ns39
Fil T | ~ Mobie 018 So38%2
e. Pager 016 S072¢
Attepﬁon ' :
- DRAFT FOR DISCUSSIGN
S - PURPOSES ONLY
- ronmammmm'sﬁab@brﬁmnamwmm19-3-94'1

 AMS. Occasionally o a faifure the chamnet cards would loose their programming aad fash. No

alarm indication is given for this, The SCU fail fight at Cape Bridgewater and AIS at Portiand

* would also be up, althougbthis'wasnotcomis:anmfor:lpngpuiqd ofﬁme.‘l‘_ho_SCUmda.n |

experienced in getting the third System working, 1o such sn extent that an additional regenwas
instaﬂqdbetvmloeaﬁphss.&a- N - |

) e o ST M,

Wilhamsped'linesjvstemweproceededtodo'auiostwwhenaﬂtr;ﬁcwuoﬁ:aﬁu'hxﬁng ]
adVisesztwwkMamgmngmldmmmyungnspeuinz rsupervisory . v
pa.iruresunmopmdﬁndpairstoﬂid,nulyto&sdthe_resenbnushpmmn&tgdto G ims !
pairlS&f.Gandthe_tuminalmpewisorymedtopﬁsll&_lzmmedwr&ﬂure SRR
to find eny regenerators, Wxﬂuhischmgedatthetmmo‘pdnh%mmﬂdmm :

FCBENS exccpt the extro one installed 2 844, On investipating this cause the Supervisory ;
. pai:sitthisloaﬁonmonpairsll&lzmmmﬁﬁeduabﬁngthewstingofuch "
regencaator, If the lino system failed we should now beablctobﬂlﬁse the fault. The original
:
f
|

M W e ey v e Py T e T a—p— . P 2




Exhibit 4(b)
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RESOURCE UNIT TECHNICAL EVALUATION REPORT
Mr. Alan Smith of Cape Bridgewater Holiday Camp

30 April 1995

Introduction

This document is DMR Group Inc:'s (Montreal, Canadd) and Lane Telecommunications
Pty Lid's (Dulwich, South Australia) Techmcal Report on the Cape Bridgewater Hohday
Camp COT case.

.\ | 'It is complctc and final as it is. There is, however, an addendum which we may find it
i= necessary to add dunng the next few wccks on billing, i.e. poss:blc discrepancies in
. Srmth's Telecom bills.

To establish the context for our technical evaluation, we preface it with our positions on
three specific details in Telecom’s Sérvice History. This is followed by a statement about
other documentation which has been provided by both parties. .And we provide a
characterisation of the level of service such a customer as Mr Smith could rcasonably have

expected.
Sections 1 and 2 itemise problems with Telecom’s serviceo the- Cape Bridgewater
Holiday Camp in the period from February 1988 to October 1994. There were several

different problems, sometimes more than one at a time, with several different causes.
These are summarised in the Timeline at the end of the Introduction. They include:

- _ —  congestion
. 1 © = low capacity
.' ' - = exchange fault
—  transmission equipment (RCM) faults
~  calls wrongly directed to RVA (Recorded Voice Announcement)
—  sundry reports with “no fault found” at the tirne
—  Telecom testing .
= programming error,
—  uncompleted 008 calls
—  others. :
Section 3 addresses the issue of problems with CPE (Customer Premises Equipment). It is
‘not always clear to the customer where to draw the line between CPE and proper Telecom
- responsibilities, and Telecom did not succeed in making it clear to Mr Smith.

DMR Group Inc. and - : Page 2
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Sections 4 and 5 are an impact assessment and summary, We have ascertained that there
were times when the service provided by Telecom to Mr Smith, quite aside from problems
with CPE, fell below a reasonable Jevel. These times ranged in duragon from years in
some cases, to 18 months in one case, to an.cstimated 70 days in one case; to shorter times
in other cases. These durations of poor service were, in our judgement, sufficiently severe
to render Mr Smith’s service from Telecom unreliable and deficient,

pe Bridgewater D ti

The “Fast Track” arbitration proceedings are “on documents and wnitien submissions™.
More thanf4,000 fpages of documentation have been presented by both parties and
examined b7 Us. 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 reviewed but did not use Mr Smith's diaries (Telecom'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 concentrate only
on the latter. A comprehensive log of Mr Smith's complaints does not appear to exist.

The Technical Report focuses only on the real faults which can now be determined with a
sufficient degree of definiteness. We are not saying anything about other faults which may
or may not have occurred but are not adequately documented. And unless pertinent
documents have been withheld, it is our view that it will not be feasible for anyone to
dctcmnnc with certainty. what other faults there ‘might or might | not have been.

T "‘“m‘rvwe-..a wat ,..,_........_..._...w..--‘\

P ST

One issuc in the Cape Bridgewater case remains open, and we shall attempt to resolve it in
th_c next few wccks namcly Mr Smith’s complaints about billing problems.

Otlmmnsc, the Technical Report on Cape Bndgcwater is compléte.

A key document is “Telecom’s Statutory DecIaranon of 12 December 1994.  Without

taking a position in regard to other parts of the document, we guestion three points raised
in Telecom‘s Scrvioe History Statutory Declaration of 12 December 1994 [Ref B0O4].

“Bogus Complamts

Fn‘st, Telecom states that Mr Smith made "bogus” comiplaints [B004 p74 p78,
Appendix 4, p10}. What they mean is his calls in June 1993 from Linton to test Telecom’s
fanlt recording. As others have indicated (see Coopers and Lybrand Review of Telecom
Australia’s_Difficult Network Fault Policies and Procedures, November 1993, p6)
“Telecom did not have established, national, documented complaint handling procedures
[...} up to November 1992,” and “documented complaint handling procedures were not
fully implemented between November 1992 and October 1993.”  Furthermore, [p7] “faul:
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
rcportcd problcms We find Smith’s tests in this instance to be unhkcly to cffect any useful

results, but the term “bogus” does not apply.

DMR Group Inc.and ’ Page 3
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There were occasions when Mr Smith mistook problems with his own CPE for Telecom
faults, but this is a normal occurrence in the operation of any multi-vendor system, which
the end-to-end telephone system increasingly is. Telecom takes pains to separate these
CPE problems from the legitimate faults, which they acknowledge.

None of the faults covered in our Technical Report and attributed to Telecom is either
"bogus" or CPE. We concur with Telecom that there were CPE faults, as dxscusscd 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 find deliberate malfeasance on,the part of the Telecom
employees who serviced the Cape BRagcwatcr facilities, we do find Telecom’s approach
to fault reporting novel but less than adequate. Before December 1992, Telecom says it
“tilored” fault reporting [Ref B0O4, p33 “Telecom treated complaints from Smith
professionally by responding with a reporting processes [sic) tailored to meet his
complaints.”} Afier December 1992, Telecom says (p78) that “Smith’s complaint
reporting arrangements were upgraded.” Considering that it took Telecom too long to
diagnose and correct certain network faults (as indicated in the ncchmca] report), we find
that Telecom’s pcrfonnance was not alway$ adequate.

A Wcl]-»discipljned maintenance team would retain customer complaints until they were
resolved and clearly distinguish thern from all other discussions with the customer, and
Telecom did not always do this. Because they found certain faults difficult to replicate or
to find, Telecom cleared themn as non-existent with "No Fault Found." Telecom's
approach at Cape Bridgewater, though well-meaning, if sometimes also condescending,
was often more casual than professional. Telecom's actions in Cape Bndgewatcr appear {o
be aimed at Icvcl of effort more than level of service.

Care In Sc.;vicc Provision

Third, Telecom does not cite any examples of Telecom carelessness, but we find this to be
a matier of interpretation in the instances of Telecom wrongly directing calls to Recorded
Voice Announcement (2.3), testing causing Jost calls (2. 5), software faults (2.6).
programming errors (2.12), and possibly others.

-

At issue is whether or not the level of service provided to Mr Smith of Cape Bridgewater

~ Holiday Camp by Telstra (T clecom) was the lcvel the customer could rcasonably have

expected.

: _To make that determination, we first pose the question: What should the level of service
" have been, i.c., what could a Telecom customer expect in such a country arca during the

period covered by Mr Smith’s claim?

DMR Group Inc, and - ’ " Paged
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Our Technical Report covers time periods as follows:
1. February, 1988 to 21 August 1991
2. After 21 August 1991 (1o October 1954).

The expecied service Jevel before about 1991 was not defined in unequivocal, measurable
terms, but was described by customer and regulator alike as “reasonable.” There are
service level indicators in the tariffs (e.g. Telecom Standard Conditions and Charges and
TELSTRA BCS (Basic Carriage Service) Tariff Manual).

After 1991, the Telecommunications Act 1991 (ref. AUSTEL 1992/1993 Annual Report
p 161) will have been in effect. It includes among its objectives: .

“ensuring that the carriers achieve the highest possible levels of at:couﬁtability and
responsiveness to customer and community needs,” and ' '

“promoting the development of other sectors of the Australian economy through the
commercial supply of a full range of modem telecommunications services at the
lowest possible prices.” ' '

The principle of universality (Ref AUSTEL'’s 1992/1993 Annual report), as an objective;
was in effect in Australia before 1991 (called the “community service obligation”) and
remains in effect. (Some 93% of rural households had telephones, versus 95% overall):

“It is the Parliament’s intention that all people in Australia, wherever they reside or
carry on business, will continue to have reasonable access, on an equitable basis, to
standard telephone services and payphones.” -

Starting in 1990, AUSTEL set (and continues to set) the technical 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 performance standards, but during the
petiods covered, performance parameters for telephone network service were being
identified, and work was proceeding to quantify performance levels against those
parameters, according to AUSTEL’s 1992/1993 annual report, so no easy-to-apply fine
measurement of service level is at hand. '

Telecom’s own Network Management Philosophy (issued 9 December 1994 and
addressing “Telecom’s performance against the. defined standards for key nerwork
performance [...] over the period 1982 to the present.” [p.5]) gives several indications of
what is meant by average network availability on a national basis, ie. percent of calls
completed except when the called party is truly on the phone. For example, national
network loss from July 1991 to March 1993 did not exceed 2.5% (except on Christmas
Day), and from April 1993 it almost never exceeded 1.5% [p 22). Local call loss
percentages are even lower. ' D -

How did the service level provided by Telecom to Mr Smith during the pcﬁbds measure

DMR Group Inc. and = . Page 5
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Mr Smith’s claim is based on his complaints made during the period that Telecom was,
effectively, failing to fulfil its universal service obligations and was providing an inadequate
quality of standard telephone service. His complaints have been made in terms like:

phones do not ring when [holiday camp] customers call

. [holiday camp) customers receive a “busy” tone when phones are not engaged
e  calis placed to the holiday camp “drop out™

. recorded voice announcements inform callers that phones are disconnected when
thcy are not. :

Telecom recorded and responded to Mr. Smith’s complamts in a variety of ways. But

Mr Smith did not express his satisfaction--in fact, in his claim of June 1994, he refers [p 3

to “the continuing problems that 1 am experiencing” and states that “my phone service is
still operating at a totally deficient lcve " The alleged faults were not rectified up to the

time of the claim,

Telecom, as the sole-universal service carrier for Australia (both before and after the
Telecommunications Act), has no alternative but to “cnsure that a standard telephone
service is reasonably accessible to all people in Australia on an equitable basis.”. This spirit
is-confirmed by Telecom in the letter to Mr Smith of 1 September 1992: “Should this.
investigation identify any faults in the Telecom component of your service they will be
rectified in accordance with normal practice.” And again in Telecom's letter to Mr Smith
- of 18 September 1992: “We believe that the quality of your telephone service can be
guaranteed and although it would be impossible to suggest that there would never bte 2
service problem we could see no reason why this should be a factor in your business
endeavours.” And again in Telecom’s letter to Mr Smith of 25 May 1993: “Telecom
Australia endeavours to provide at all times the telecornmunications services in respect of
which a customer has madc apphcanon ” (Coples of the letters are attached.)

We have reviewed the specific faults rcported based excluswely on the sources of
information listed at the end of the Technical Report. Were they Telecom’s faults?
Whether they were Telecom’s faults or not, what action did Telecom take to rectify them,
(o1 refer them to others, if they were not Telecom’s faults), and in what timefrarnes? Was
there appropriate management of network operations, fault logging, and network
monitoring? Was the customer appropriately handled, considering the intensity and long
duration of his complamt‘?

Our investigations of the docmncntanon and the site focusgd only on the technical issues
‘which might have affectod the level of service, whxch we takc to mcludc '

. dcszgn of the network--i.e., was the network correctly conﬁgured and was the
design (and capacxty planning) proccss sufﬁcncnt to give a reasonable level -of
service?

DMR GroupInc.and = ., Page 6
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. selection, installaion and on-going maintenance of network cqulpment, or
replacement of obsoletc equipment

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

. kccpilig_ track of usage of the network for billing purposes

o dealing with client fault reports--recording them, rectifying them, documenting
diagnostic and corrective measures, verifying that the customer has not continued to
experience the reportcd problems, and escalating them as appropnate, until they are
resolved. _

We conclude that the Cape Bridgewater Holiday Camp experienced genuine technical ’
difficulties—i.c., service deficiencies--which were not promptly diagnosed correctly by
Telecom. These are covered in the Technical Report.

Customers expect world-class service from telephone companies, and Telecom takes this
expectation into account, as pointed out in its Network Management Philosophy [p 4].
Telephone companies provide services which are reliable and consistent enough, ¢ven fail-
safe, to be counted upon in emergencies. Customers’ expectations of affordable

telephones which always work are reasonable expectations.

Castomers of public elephone services can also reasonably expect telephone companies to
fix reported faults (or explain non-faulis to the customer’s satisfaction), not to clear them
with 2 “NFF” (no fanlt found), as Telecom frequently did, even if they found the reported
faults difficult to replicate and difficult to diagnose. The process of explanation to the
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 events have led to a protracted
dispute suggests to us that this process may have been inadequate in the early period.

Once an mcomplctc Tepori-response pattern becomes entrenched, the criterion of
“reasonable service level” bccomcs d1fﬁcult to sausfy ' :

It is in neither the network operator’s nor the customer’s interest for the customer to

. engage in network diagnostics of his own. Circumstances 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 inadequate level of service or a
frustrated or possibly irrational customer. Customers do not generally have the financial
resources or the tcchmcal expertise to diagnose networks, as Mr Smith has attempted to

do

A reasonable lcvcl of telephone service requires that the network operator fix reported
(and unreported) faults promptly. This principle is factored in to the tariffs. If they are not

~ faults in the telephone system, society’s expectations of the network operator behovc the

operator to resolve them by passing them on, explicitly and officially, to the liable parties,
which may 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. and Page 7
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The types of fauits reported do not easily fall into definite 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,” eic. :

As shown in the Technical Report, there were faults caused by congestion and under-
dimensioning, equipment problems, software problems, incorrect data entered, faulty data
change control, and lighming. Telecom diagnostics sometimes concluded that there were
nio faults (NFF) in cases when there were faults. Since the customer was generally not
satisfied throughout a petiod of more than six years, it appears that it often took Telecom
too long to resolve faults. . - h ?’ :

In summary, some hundreds of faults were reported by this customer. Some of these
reports were made when the customer misunderstood or incorrectly used non-Telecom
devices. But many were based on insufficient network facilities or network cquipment
which was not working.

Ly =
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NOTES TO TIMELINE

RE: MR ALAN SMITH

Gen’erai Note: A block on the Timeline does not necessarily imply that the fault was

continuous for the whole period.

1.1 () Many instances in the busiest hour of the week where probability of congestion

exceeded 12% on calls between CB and other locations.

(@) CB RAX exchange could only handle max 8 calls to customers connected to it at

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

1.2  Switch fault found June 28: believed 16 have been a “hard” fault for 2-3 days but may
have been intermittent from March 1991. 12.5% of all local and moommg calls lost
during “hard” period. - .

2.2  Range of problems with RCM over this period.

23 Atleast 33% of all calls from Melboume and interstate to CB directed to RVA for at

. least 16 days.
25  90% of callers to CBHC received busy or congcsﬁon tone,
26  Exchange software fault Portland AXE.

27  Exchange hardware fault Portland ARF.

2.8  Various calling problems for 4 days due to RCM eqmpmcm damagc by hghmmg stnLc
(November 1992). .

- 29  Varous calling problcms due to RCM faults for 50-70 days (Deccmber 1992 -
 February 1993). |
2.11 Somc problems may have been due to mtnnsxc Opcrauonal ]mmatlons of these unis.
2.12 Cansnusmmwdbdeecommfaxmacmncdnganuaryandupmsnm
213 Not known when -this condmon ‘commenced (scvmal reports over Fcbruary ‘and

March) _

2.15 Faults in Warmamboo], Hcywood and Scbast0pol cxchangcs

2.16_ Mr Srnith denies being briefed on MCT or its effects on slow cleardown of calls, thus
behaviour consistent with real faults was observed.

2.17 chula: congeston conﬁrmed on peak penods on Wednesdays and Sunday evenings.

218 Confirmed 18/6 - 8/8/93. Could have begun eatier. |

2.19 Reports included busy, RVA received, one burst of 1ing, short calls.

220 5calls from Daylcsford caller to CB received dead line.

‘221 Effect on.Goldphone 8 March 19 March 1994 (‘mtcrrmttcnt no dxaltonc)
2.22 Al C'-B trafﬁ_c-lpst due to programming exror at Portland AXE:
DMRGrowplnc.and | . Page 10
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Tlns Technical Report covers incidents and events potennally affecung the telcphone services
provided to the Cape Bridgewater Holiday Camp during the period February 1988 to August

\} 1994, It is based on a review and analysis of all the source information, itemised under

“Sources of Information”. It focuses on the real technical difficulties experienced by Cape
Bridgewater Holiday Camp during the period in question, which we deem to be within the
" normal realm of Telephone Companies’ responsibilities. It does not go into detail about the
mis-operation or incorrect understanding of the customer premises equipment (CPE), where
thcse would normally be considered the responsibility of the customer.

DM.RGIWpInc.md . Pagell
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1. Period - February 1988 To 21 August 1991

Tﬁc_ significance of this period is. that it covers the time from take-up of CBHC services with
Exchange Configuration ‘A’ until this configuration was changed on 2] August 1991
Services were provided from a Rural Automatic Exchange (RAX) connected to the Portland

ARF exchangc.

i1 Potmﬁal Souirce of I‘Falsc Busy’ during period February 1988 io 21 August 1991

@ Many instances of congcsuon in the busiest hcmr of the week on calls between Capc
Bndgcwatcr and Porﬂand congcstlon on the Inter Exchangc Iuncuons

The fo_llowmg 18 an extract from the Telecom document produced by the Commercial and
Consumer Office of Customer Affairs, ‘General Information Document ref 1, An
Introduction to Teiccommunications in Australia, Issue 9 Decemnber 1994°, which we find
describes network dimensioning as it was performed diring the period from 1987:

“64  Network Dimensioning Principles

“Dimensioning is the process of determining the quantity of equipment necded
for a particular traffic volume. Dimensioning is a major activity in network
design, and is required when an entirely new telecommunications. facility i
being planned or when an extension to cxlsung equipment is required.

Dy.mcnswmng is carried out in acoordame with the followmg prmcxplcs

“T'me Honzon

“Network d.lmens:onmg is atmed at ensuring that the next network
enhancement is able to handle traffic for the busiest season in the year
followmg the year of mstallanon.

_“Traﬁ'cBase _ : '
“As traffic is of a random nature it is necessary to obtain a standard
specification for traffic value for use in network d.imens:omng This is known
as the waffic base. Twomasmcsmused.

“The first, the Rubas, is defined as the busiest 50 half-hour perieds in a 7-day

 “The second is the peak weekly reading * (wcekly busiest), or m:nmmn -
traffic intensity observed within the week and is specified for key routes.
Weekly Busiest exclades special events such as Christmas and days on whlch

- “spot specials” such as on¢-off STD and ISD. pncc d15counts, are oft'crcd »o
(* DRcad boldﬁtahcs) ' _

DN(RGMpIrmmd T R . " Page 12
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“6.5 Design Grade of Service

“Telecommunications networks are designed and dimensioned in line
with the -principles described above to carry the forecast wraffic at a
prescribed Grade of Service.

“The Design Grade of Service for individual routes needs to be chosen
in order to make decisions about the amount of equipment required to
carry the offered traffic. In choosing a particular numerical value for

the design Grade of Service for Different situadons, 2 numbcr of factors
are taken mto account. The main ones are:

. customer service,

e safety margins necessary 1o cover errors in fraffic estimates

e unforeseen overloads

. eqmpment costs.

‘Thc Design Gmdc of Service choscn in any pamcula: situation
represents a compromise between these several competing requirements
and will generally be better than the prescribed Grade of Service.”

There were reported periods of | congesuon on calls into_the Cape Bridgewater

RAX acknowledged by Telecom:~ Telecom Minute of 12/5/92, ref. Telecom

Australia B0O4 Appendix file 5/1, “Congestion between Cape Bndgewatcr and
Portdand had been prevalent as only five junctions available. This simation was to
be upgraded with the cutover of Cape Bridgewater RAX to an RCM [rcmotc
customer mulnplexcr] parented back to Portland AXE 104 and. - '

Refcmnce (3004 Appendm 5/6), to the trafﬁc proﬁlcs (graphs - sec page .....),
pooling the weekly busiest hour traffic. These indicate that there were many
instances measured in the period 7/11/88 to 10/9/90 where traffic Portland to CB -
exceeded 3.0E, ie. the probability of congestion was the order of 12% with an
average of 2.4E, i.e. probability of congestion is 6% (the reasonable level would
be 1% t0 2%). These graphs also show slmilar congcstmn in the CB to Portland
direction. y

Whilst thc gmphs aonly .cover the period Novcmbér 1988 to Scp't‘cmb'cr 1990, the
traffic profiles. would indicate continuance of this sitdation right up uniil the
exchange replacement (21 August 1991) and potennally a trend of hlghcr
congestion as the number of customer were increased from 50 to 66.

The busy hour generally occm'rcd during wly cvenmg (-8 SOpm) Mamtenancc
Testing (TRT - Traffic Route Testing) from remote locations did not detect this
condition (ref: TRT test.results B004 Appendix 5/8 test period March 1988 to
July 1991) as the tests were conducted during thc time 1200 - 1800 wh:ch is
outside thc busiest pcnod _

DMRGroupincmd . . T Pagels-
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Conversely, traffic outside the busiest hour (order of 1.0E or Jess) would receive 2
satisfactory grade of service on these routes (probability of congesnon less than
1% on thejuncnonsbetweenCB and Portland). -
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1.3 Customer Access Network (CAN) Testing

During this period, when complaints were made, Mr Smith’s CAN and CPE
were tested and/or changed (including replacement of private cable), with NFF
(no fault found) being generally reported with “no subsequent action being
required,” - though we observe that in Telecom's Network Management
Philosophy of 9 December 1994 “effective network management relies on the
detection of patterns of incidents which identify a probable network abpormality.
It may take time for information about a number of incidents te accurnulate to
allow a problem to be traced and corrected.” “And Telecom’s briefing paper
BO004, 12/12/94, page 80 in.reference to Mr Smith states of Non-standard faults -
(NSF) “details held in sérvice plus records/scraich pad records.” 'In any case, it
would appear, as-detailed above, that the problems were predominantly in the
network (exchange, IEN). Testing was not lughhghnng these conditions, as it
was generally conducted out of the busy periods. However, reading of the
exchange congestion meters (which was regularly performed) should (and did) .
highlight the situation. During this period 12 fault calls were logged on the
Telecom fault report system, although there appear to be several not logged (e.g.
Sth, 14th August 1991 - refer B0OO4/5 sections 23, 24). )

2. Period Post 21 August 1991

The slgmficance of 21 August 1991 is that the exchange configtiration was changed (to
configuration ‘B’), that is, ‘individual derived services via an RCM unit to the Portland
new AXE exchange’.

2.1 This should (and did) relieve the link congestion problem Portland to CB.
‘However, subsequently, congestion may havc occurred in other links (refer to

2.17).

2.2 Various RCM (Transmission Equtipment) Faults

There were canswtcm problcms with the: RCM system: Mr Srmrh 5. services
were carried on RCM No 1 until 24 February 1994. This system had a track
record of problems, and. the RCM system components were the subject of
several design corrections (Work Specifications). These issues were Lkely 1o
cause a range of problems (as reported) over the period August 1991 to
February 1993 (a period of 18 months) when Mr Smith’s services were
transferred off RCM 1 and service improved. Specific problems caused are
covered in later paragraphs (rcf 2.8,29,2.21).

DMR GroupIncand B Page20
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2;3 Some Calls Wron gly Directed to Recorded Voice Anﬁounccmcnt RVA)for 16
Days, March 1992

In response to complaints from Mr Smith and others from CB, Telecom
checking indicated that due to a data entry error on the Melbourne Windsor
Trunk exchange (MELU) all calls 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.

‘DMR Gn:mp Inc md Page 21
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c) ly 1992, caller rcported receiving RVA on calling Srmth from Station Pier.
NFF after considerable network testing, and no atmbutablc source subseguently
detected. -

2.5 Telecom Testing Caused 90% Lost Calls to Capc Bridgewater for Onc Day -
2 August 1992

Telecom National Network Investigation (NNI) section tcsﬁng locked up all
~ circuits from Hamilton to Portland for approximately onc day (Sunday). This
would have provxdod con gesuon/busy to 90% of callcrs to CBHC. |

_ 2.6 Al Calls Lost for 1.5 Hours Duc to Softwarc Fault in Portland AXE - Blocked
. I all Circuits, Hamilton to Pordand - 28 September 1992 :

Al calls 1o and from CB were blocked (congestion/busy) for the order of 1.5
hours. Callers to CBHC received No Progress: 2 complmnts relating to CBHC

were reponed during this period.
" ' 2.7 2.5% of Calls from Portland to Cape Bridgewater Failed for Five Days diic to 2

Register Fault and Congcsnon on the Portiand Exchange; 7 Octobcr 1992 -

Onc_'of thc 40 registers in the Portland ARF Minor Switching Centre was faulty
for five days (2 - 7 October). The effects were:

@ 1in 40 (2:5%) of calls ongmatmg from the ARF and ARK cxchangcs on
. __ Portland would fail {incorrect wrong number, RVA, etc). Thercforc 2.5%
of Portland area traffic to CBHC was affected.

@) Inan cndeavour to locate the fault (and the ‘MELU’ fault in 2.3 above), in
a letter of 23 November 1992 from Mr D Lucas, Area Manager - Special
Products

“Congestion could have been experienced by callers due to a combination of the
two faults indicated above and the volume of test calls being gencrated by
Telecom to locate faults. 1 understand that some of your customers expressed
this condition as ‘getting busy tone’ when you were not using the telephones.”
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2.8

2.9

RCM 1 Failure due to Lighming Strike 21 November 1992 Affected Service for

Four Days

A lLighming stike on 21 November damaged -the Cape Bridgewater RCM
equipment: Telecom received 22 customer complaints from CB customers for
No dial tone, No ring received, noisy. No complaint was identified from CBHC,
however. RCM 1 was affected, and this was the unit CBHC services were on.
The condition affected services for 4 days, before restorative action was taken,
which may have been less than successful, refer 2.9.

Various Call Problems for 50-70 Days

Network ‘reception’ breaks during STD calls - (reported 6 January 1993 - fault
occurred two-to-three weeks prior to this). : ' L

Believed to be network problems (ref B004 1/4), and occurring in RCM 1 -
RCM 1 was reporting a large number of degraded rinutes—-i.e., minutes in which
error ratio is-worse than 1 in 16 “(ref BOO4 1/4 internal letter of 12 July 1993
reporting on this matter). '
Problems had been occurring for some time (such as, clicking, breaks in
transmission, and callers not getting through). Mr Sinith’s services (with the
exception of the Goldphone) were transferred to RCM “systems 2 and 3 on
24 February 1993. Mr Smith’s services were affected for at least 50 days
(probably 70 days) whilst the RCM problems were tracked down. Telecom
initially investigated CAN with NFF, but subsequent investigations ‘revealed 4°
problems with the CB RCM’ - i.e., it was a network problem (refer to the copies
of correspondence dated 12 July 1993, and further system difficulties occurring
early in 1994 - 2.21.). -

Telecom Pair Gains Support expert group (E-mail of 5/3/93 from RM) found on
RCM 1: -

“Major problem, faulty termination of resistors on bearer block protection” -
this is believed to be protection against lightning strikes, and the problem could
have been in place since the repair due to the strike of 21 November, and
“another (problem) caused by non modification to channel cards” -. that is,
modification to corTect design faults (as detailed in Work Specifications) had not
been carried out.

It is understood Telecom issued “mandatory” Work Specifications in 1991 to

correct design fault conditions relating to:

e  false answering of calls - False Ring Trip
e loss of speech during calls - VF dropout .

DMR Group Inc and ' Page 26
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In the letter of 12 July 1993 to Stockdale and Morris, reference is made to (DM)
degraded minutes (minutes in which ervor ratio is worse than 1.in 10°), (‘ES”)
error seconds (seconds in which errors were detected in the Cyclic Redundancy
Check character sent with each frame). The system, particularly RCM 1, was
registering high levels of ES and DM. A test on the 2 March 1993, run
overnight on RCM 1, resulied in: Portland to CB 43, 500 ES - i.¢. for 2 12 hour
test period, essentially every second was errored and also 405 dcgraded minutes
‘were recorded. CB to Portland direction, 246 ES, no DM. '

Sugg'cstions are made by Telecom employees, for example:

“In my opinion ES only cause problems when digital data is transmitted, and
have no ¢ffect on voice services, and DM have only a minimal effect on voice
services and may cause an occasional andible click™, ref Witness statement of Mr
Lconard Banks, para 8, dated 12 December 1994. _

' Thc mgna]hng system ‘which sets-up the call and supervises calls, mcludmg
answer teceived and call clearing, is (as explained to us by Telecom personnel)
transmitted in the channel associated with the service, and is transmitted as a
data signal: therefore as indicated above, high levels of ES or DMs could
markedly effect the call set up, answer and clearing sequence. -

2.10 Three Numbers in Ballarat Rcoei\;ed No Call Prbgl'CSS {NOP) when Calling -
CBHC - 2 February 1993
Fault was subsequently found in the callers PABX equipment at Ba]larat (not
CBHC). _

2.11  Problems With Cordless Phone Operation, February and March 1993

To enable reception of calls whilst Mr Smith was moving around the camp site, 2
cordless handset system was installed on line 055 267 267: during the period it
was connected there were situations where the operation of this unit caused
difficulties, for example:

e 19 February 1993 - reporied ‘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).

e  The unit as installed (by Mr Smith) did not provide full coverage of the site -
(these units intrinsically have coverage limitations). Consequently, if calls
were taken on the cordless vnit and the handset was moved out of range of
the base system, the call may not be correctly cleared down leaving the
service in an apparent ‘off hook’ situation,

The units (it is believed 2 types were used) were trialed for some 3 months and
thén removed. :
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Al the request mManz,gar, Warnambool COG. (CPE) NSS-Mdbomm, Pair
Gain Support Secuion, visited Portland exchange on 20d Ma.rch '93, to investigate problems reporied .

on the Portland - Capc Bndgcwa:cr RCM system.

Initial reports where of a vocal cusiomer at Cape Bridgewater complaining of VF cut-offs in
one dircction. The customer had besn transferred off system 1, onto systems 2 and 3 on the 24th
February '93, and had experienced no further problems, Investigations revealed that system 1 was
running 2 large number of Gegraded minutes (DM) and errored seconds (ES) in the Portand to Cape

Bridgewarer dxrc:non, these errors cowdd bave caused the VF aunt-off problcm.

Initial error counter rezdings:-

Portland to Cape Bridgewater direction:

System ] System 2 System 3

SES ..0 'F._—.;‘! . .- ,Dz-\ ™,
DM 45993 3342 }
ES ./ 658535 @35
._. - o
Cape Bridgewater to Portland direction:-
' Systeml = Sysem2  Sysiem3

SES 0 0 0
DM 1 1

ES 246 751

S .

Al this stage we had no idea over what period of time these crrors had accumulated.

Attcmpts 10 test the inground repeaters nsmg the "trios” system where unsuccessful as the

strappmg records could not be localed,

Other faulis identified with the Capc Bridgewater installation where:-

-the presence of S00Hz. noisc on all customer lines at =58 dBm causing minor noisc

problems,




h

¥

‘ .

= cable ducts inio both the eross cannect cabinet and thé conerete hut whel 0,04
scaled allowing the ingress of poisnare, which could afect the error counte,
detailed above, - : :

- the alarm sysicm on all three RCM systems had not been programmed. This would
have prevented any local atarms bang extended back 10 Portland. |

 The bearer perfonmance was monjtored overmight and r-;vca.lcd that sysiem 1, in the Portland
10 Cape Bridgeweter direction, accumulared 2pproxmately 450 DM's and 43 S00ES's while sysiems 2
and 3 rzcorded no Tors in aither direcsion,. '

. A problem with the installation of the enbanced ighming protection modules in the IDS block \
-2t Cape Bridgewater was discovered. Afer this problem was rectified and the bearer monitored
overnight, no DM's or ES's where rezorded. : :

4

Al the SE boesds used in the Portland - Czpc:Bﬁdg:watcr RCM system have now bezn

modifed

10 elimifizze the 500Hz. noise problem. SE boards instalies in the Poriland - Alcos RCM

. sysiem where also modified 1o eliminase a 500Hz. noise problem on cut over. ©

o The problem of sealing the cable ducts has since bees rectified by the local lines staff

NSS-Melboumne hes continued 1o monitor the Portland - Cape Bridgéwater bearers since the
3rd March '93. In the period from the 3rd March '93, to the 17th March '93, the errors on all three
bearers hzve besn minimal. :

for Supervi

ie:- Portland to Cape Bridgewater direction:- system ), 4 ES

S - system 2, 3 ES
-system3,0ES

Cape Bridgewater to Portiznd direction:- system 1, 1 ES

- system 2, 1 ES

- system 3, 3 ES

sing Enginesr, Nationa! Switching Support - Melbourne.




2.23 Conunucd Reports of Cape Bridgewater 008 Faults - Conflict re: Charged Calls ... - °
.0

3.

and Answcred Calls

Thmughout the period of operation of the 008 816 522 service (Decanber 92t0
present) there have been continued reportings from CBHC (or callers to CBHC) .
of: | -

. calls not recewed (answered) bnt charged

caller receiving RVA
‘call but line dead’

It is difficult to atmbute these condmons over-the pmod of occurrences to
specific events or faults. In considering. these complaints, an cxplananon of the '
opmmon of 008 services: may assist: (ref: to Configuration ‘B .

Whmawsmmnmnbcnsmllcdﬁ'omanywheremAusu‘aha,ﬂw call is
directed to an Intelligent Network Centre (INC) which is dedicated to processing
“Intelligent Network Services™ such as 008, 1800 i3 typc services. In the case
of 008 services, the INC: ' : _

. ana]yses the 008 code and translates it to the reqmred dcstmauon code -
ie. CBHC, to 055 267 267

. sets gp the call to thc requircd service from the INC

*  supervises the call, and cost actounts the call for billing.

Other Sources of Problems

It should be noted that during the period December 1992 to October 1994 the order of
225 fault reports were made concerning the CBHC services, as recorded by Telecom.
Notwithstanding the ‘above documnented fanlts and problems, there were probiems
quite evidently causéd by mis-operation or understanding of the CPE. '

Issur_:s Telate i.é:

the. answcxmg machine answering calls automaucally with tone after 30 seconds
of ring (around mid April 1992).

bandsets occasionally bcmg leﬁ off-hook for extended periods (Mr Snmh has
stated this only occurred on onc or two occasmns)

_ mmcnon of the cordlcss handsct (pcnod of 3 months, c.aﬂy 1993) causing a

range of problems, as detailed;
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» a range of callers making ‘test calls’ on bchalfofCBHC confusmg the real
operational picture during the later parts of 1994 (Mr Smith believes these tests
would not have caused confusion). _

4. -.hndeAmmsnaent :

An asscssmcntofthe impact of faults on the CBHC twelephone service is made here,
based onthccmmonofwheﬂmrﬁ:cpamcularfauhdldordxdnotcausemclcvdof
servwcto drop below am.sonablc lcvel. ' :

1Ll ('1) Over the order of three years, the probability of congestion due to network
dimensioning during the busiest hour of the week was around 12% in many instances,
- and around 6% on avcmgc dunng that bns:est hour 1-2% would be noxmal.

ASSESSMENT Sc:mce was less than rcasonable.

1.1Gi) CapacityofSloca]]ytcnninatcdcaIlsforup to 66 customer services may have
been reasonable network dimensioning. for the area at the time, although the hrmted
capacity may well have contributed to the congestion (false busies) reported. .
In the absence of other explanations for the false bustes, a rcasonabie expectation .
would have been that the capacity should have been increased within a shorter pcnod

than 3} years.

ASSESSMENT - Service was less than reasonable.

1.2 A hardware fault affecting an average 12.5% of all loca®'to local and incoming
traffic was detected, and persisted for at least 2 - 3 days. While such a fault can be -
expected to happen, reasonable service relates to the time taken to return the service to

normal. For this degree of service loss, a rcasonable expectation would be rcpa:r
within less than 2 days.

ASSESSMENT - Service was less than rcasonable.

22 Problems with RCM 1.

These problems continued with RCM 1 for 18 months. For arange of problcms
(altimately auributable specifically to one of three paralle] systems, each servicing
different customers) 1o persist for 18 months is deemed unreasonable.
ASSESSMENT- Service '-was less than reasonable.

2.3 Areasonable expectation of service would be that errors of this type (data
entry) would be quickly detected through confirmation testing or checking at or -
nnmedlatcly after the data entry, with traffic impact of much less than 16 days

ASSESSMENT Sew:cc was less than rcasonable.
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2.4 Repornsrelated 10 2 small number of calls incorrectly recemng RVA. Since
considerable network. testing was done on at least one of these calls, with NFF and no
subsequent similar pattern of reports, reasonable service may have been achieved if
appropriate advice was given to the customers, and the fault remamed open’ and not

ASSESSMENT Indetemnnate
2.5 Testmg by the group wlthm Telecom who were respons:ble for the

investigation of the most complex network faults (NNI) caused severe lockup of
cn'cmts and therefore congesnon for 1 day. _

The Iockups were accidenm] and avoidable. - . T " : :

A reasonable expectanon would be that if and whe:n testmg 1s necessaxy it does not
cause major dewiment to general sexvice provision, and, test teams (eg. NNI)
understand and momtar the 1 unpact of their testing. '

ASSESSMENI‘ Scnnce was less than reasonable.
2.6 Software fault for about 1% hours. As all service was lost for this period: -
AS_SESSMENT - Servxce was less than reasonable.

27 25% oftheuafﬁcfwm thePortland area to CB fa.iled fcn'S days, due to 1 of
40 shared devices in the Pordand exchange faﬂmg Based on Ms: Smith’s estimate on
another matter, less than 40% of CBHC incoming traffic originates from this area.
Therefore on average, less than 1% of total traffic to CBHC was affected.

ASSESSMENT Service was on the margin between reasonable and less than
Tcasonable. _

2.8 RQA 1 failure due to lightning damage. nghtmng damage to commnmcauons
equipment would be expected from time to time in this area. Reasonable service
relates to the tinie taken to retarn the service to normal. A reasonable expectauon

_ would be repair within less than the 4 days actually taken.

ASSESSMENT - Service was less than neas'onable.

2. 9 Evidence of problems with services on RCM 1 had been sufficient to cause

“Telecom to move the CBHC services away from RCM 1 to RCM 2 and 3. Later when

the RCM equipment was examined by Melboume staff, evidence of severe eiror Jevels
had accumulated on the counters in the transmission equipment (particularly RCMI).
After com:cuve action, these severe error levels were no lon ger accumulating.
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222 All services for CBHC were lost for 3 hours duc to an exchange data
programming error. Such major impact due to an operational error is deemed a less
than reasonable level of service.

ASSESSMENT - Service was less than reasonable.

\ 2.23  Continued reports of 008 faults up to the present. As the level of disruption to
overall CBHC service is not clear , and fault causes have not been diagnosed, a
reasonable expectation is that these faults would remain “open”.

ASSESSMENT - Indeterminate.

3. About 200 fault reports were made over December 1992 to October 1994.
Specific assessment of these reports other than where covered above, has not been

- attempted.

5 Summary

CBHC telephone services have suffered considerable technical difficulties during the
period in question. Telecom, certainly initially fully concentrated on the CAN/CPE
elements, and if they were ‘intact’, faults would be treatéd as NFF (No Fault Found).
As can be seen from the above, faults did exist that affected the CBHC services,
causing service to fall below a reasonable level and apart from CPE problems, most of
these faults or problems were in the Inter Exchange Network.

ha
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: 2,22._ Al smriécs for CBHC were lost for 3 hours due to an cxgh.ahgc data _
programming error. Such major impact due to an operational error is deemed a less _
than reasonabie level of service. - o : F

ASSESSMENT - Service was less than reasonable.

223 Continued rcpocrts of 008 faults up to the present. As the level of disruption to
overall CBHC service is nat clear » and fault causes have not been diagnosed, a
reasonable expectation is that these faults would remain “open”.

ASSESSMENT - Indeterminate. .

3. About 200 faylt ieports were made over December 1992 to October 1994,
Specific assessment of these reports other thap where covered above, has not been

5 - Summary

CBHC telephone services have suffered considerable technical difficulties during the
period in question.* Telecom, certainly initially fully concentrated on the CAN/CPE
elements, and if they were ‘intact’, fanlts would be treated as NFF (No Fault Found).
As can be seen from the above, faults did exist that affected the CBHC services,
causing service to fall below a Teasonable. level and apart from CPE problems, most of
these faults or problems were in the Inter Exchange Network. :
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ATTACHMENT ONE

THREE LETTERS FROM TELECOM

TO MR ALAN SMITH
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25 May, 1993 Telephont 1031 £25 7500
" Mezagr Bank
Faczmae (T2 252 1328

Mr Alan Smith

Cape Bridgewater Hohday Camp
RNVEB 4408

CAPE BRIDGEWATER VIC 3306

Dear Alan

Telecom Australia endeavours to provide at all times the telecommunications services in
respect of which a customer has made application, however, Telecom does not guaranes
contnuous provision of, or fault free, telecommunications services.. Faults do occur in the
network from time to time and we work to correct any faults as soon as possiblc zfier they
are reported.

On the basis of tests carried out 10 date, and current measures of network performance,
indications are that the performance of the C‘.apc Bﬁdgewazcr RCM (1o which Czpe
Bridgewater Holiday Camp telephone service is connected) is up to nerwork standards.
Given the recent experiences described by yourselt, furtber investigations including
ngomus testing will be carried out. -

A funhcr statement will be made upon completion of these investgations.

Yours sincerely -

Roooroe 1155
Rosa:mc Pirard Aﬂ <
General Manager

- Commercial Vic/Tas

Setsira CLororavon Lmazc
ACN 051778 256




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 September 1992
Mr Alan Smith | ' - .
Cape Bridgewater Holiday Camp

RMB 4408 -
CAPE BRIDGEWATER 3304

Dear Mr Smith

Thank you for your letter of 10 Séptember 1992 regarding the quality of your telephone
service at Cape Bridgewater. _

May we assure you that Telecom is committed to providing a quality service for all our
customers and this commitmeant is supported by 2 technical organisation capable of
responding quickly and efficiently to a service difficulty should there be a nesd.

N We-believe that the quality of your telephone service can be guaranteed and although it v

would be impossible to suggest that there would never be a service problem we could

see no reason why this should be a factor in your business endeavours.

Should you still be toncerned about the ability of Telecom to provide a reliable service
may we offer the services of our Area Manager, Mr Mark Ross (telephone: (053) 370

211) of myself (telepbone: (03) 55C 7330) as a contact should you wish to discuss any

current or future issues. . }

Yours .siﬁcerc}y o

T . &@AQ
Bob Beard '
Service Manager
Telecom Commercial Vie/Tas

ID: BB18090]

Au-nm!uln antl Overpads
1. [

Ausiraiia’y Telecom - Lrmaed

Prouly Supoonmng Ausiiabas .
C&Q Diympe 1wam 1997 ACKH D51 TTS A5G




Mr Alan Smith

Cape Bridgewater Boliday Camp
RME 4408 - - -

CAPE BRIDGEWATER 3306

Dga':m

' Postal Address
PO Box 356 .
Glee Waveriey 3150

1 September 1992

We haw: not had the Ppleasure of mesting, However I have been briefed on the matters
relating to the standard of your telephone service and recent communications betwesn
~ Telecom and yourself. Istmcﬁrstassnmyouthmwcdewomarccommmedto
' ensmmatthescmcepmmdedwancustomcrsmofthehghcstpossiblcstandard

I undcrstand that since our recent tests on your service were completed you or your
representative met with senior Telecom managers from our National and Corporate "
offices. I also nnderstand that at that meeting you evq:rcssedconccms that your service

was not operating at mqmmd levels ofp:rfoxmance and sought an undcrtahn that .
action would be taken to rect:fy thzs szmanon '

Whilst our recent tests indicate that your service is noow pdct'ormm to normal network

apy furthcr matters with me..

//l ﬂ’?ecm/ / %&{

Rosanne Pittard
Gcncmll Mapager
Telecom Co_mmcrcia] Vic/Tas

ID: RP010902

standards, I am initiating a further detailed smdy of all the elements of your service and
the tests which have been conducted. The aim of this study is to confirm ths standard
of service you curm:ltly receive and to check that there are in fact no ongoing
problems This testing could also involve an additional check of the communications
equipment at your premises, if you agree. I anticipate that this study will be completzd
by early October and I will be bappy to discuss the results with you then, should you so
‘ desire, Should this investigation idenptify any faults in the Telecom component of your

service they will be rectified in accorda.ncc with normal pmctlce :

. Let me close by assuring you that I am pcrsonally comm.tttcd to resolving this matter
and 1 am available af any time to discuss your concerns and explor: opportunities to
resolve our différences. I can be contacted on (03) 550 7500, should you wish to ra.xsc

¥




Consumer CAN Detiga and

Construction TastVie
LN T e e e R L TN . emj*w-'qﬂ_r
T Dasd Folon — PO-Box 115 Ralrat Vie TS
Techaical Mansger | k00942 122 Armsiroey) 61§t Ballarat X
'Subject  Cape Bridgewater RCMs - joame
| Teloptone (23 499
. - | . lnlematend 6183 Tuy
Date 24 March 1994° L Facsils 683 sy
. em== © . Mobhe 0183 503892
File T
. Pager 015 £20726

Attenlion

. .
. . .
L]
.

Following a request from Service Delivery for assistance at Cape Bridgewater late op 19.3-64 1
arrived at Portland early Sunday moring on the 20-3-94. There was a problem with ROM
systempo 1 betweea Portland and Cape Bridgewater the previous day. Ongoing problexs were
expericaced by customers since 8-3-94 on RCM gumber 1. The problems were normaliy of &
very short duration and bed often cleared by the time staff arrived on site.

. It appeared that the line system was intermittently failing for short periods of time (15 seconds
.~ or 50) and then coming back up. The systems. are all on copper bearers with 10 regeneaators on
them. Tht RCM's are fitted with auto power feed restart cards, and.the Marms are inpunes to
AMS. Ocessionally on 2 failure the channel cards would Toose their progtamming and flash, No
alerim iodication is given for this, The SCU fail light at Cape Bridgewater and AIS at Poriland
would also be up, aithough this was not consistant ar for a long period of'tinie. The SCU 214 21
common cards had previosly been changed by local staff: ‘

-'We were able 10 duplicate the SCU fail Eght coming up with & short bearer break o s less
model, and was essumed we were cxperiencing intermittent line system failure on the sysiem,
The original installation was for 2 RCM's with § regenerators and supervisory filters fi o each
direction of transmission, When a thirg system was required, considerable diffculty was _
experienced in getting the third system working, 1o such en extent that an additjons! rezen was
installed between Jocations 8 & 9.

With & suspect line system we proceeded to do a trios fest when all traffic was off, afier having
advised Network Management. We could not see any regens, Suspecting faulty supervisory
. pairs 8 regen was opencd and pairs tested, poly 1o find the regen housings were connecied to
Pairs S &6 and the terminal supervisory connected to pairs 11 & 12. This explained our filure .
to find any regenerators. With this changed at the terminals 10 pairs § &6 we could see P

regens cxcept the extra one installed between 8 &9, Oc investigating this cause the supenisory
Pairs at this location were on pairs 11 & 12, This was rectified enabling the testing of each
regenerator. If the line sysiem failed we¢ should now be sble to localise the fault, The O.I'is'ii".ﬁ




T U T

, gocaﬁon 10). In our testing no reading was obtained at 00 ind the reading for location

' aoec-pumg et results show Blter testing at Portland (location 00) and Cape nﬁdagw,
10 was

2d nouhe Cape Bridgeaiater fesminalas Show o the-fest-sheome R (M -
lerminal regenenators do rot have the TX and Rx monitor points extended for supervisory Slter
purposes. All of this added to the dificulties in idenﬁfying the fault with the wp-cfvi:,gq systen,

Tt must be noted that the faulty supervisory system docs NOT efoct the besrer peformance bt

is used as a maintenance tool if the line system is faulty,

During the Sunday and Monday that I was in attendence the system did pe 23, elihough it wes
out of service for shont pesiods (approx 142 minutes) for trios testing,

With further investigation it-appeared on¢ of our problems may be more temperature related, as
when the remote end was not opened for some time, that appeared to be when we had the
faitures. This would also explain why no feilures ocourred when I was there with the d 001 O

for a large proportion of the time on Sunday and Mondzy. Anather SCU was obtzined and -
installed in systern 100 23.3-94. The urit replaced has obvicusly been repaired and 2y indead
be suspect, Furthér testing will be done on this unit, especially with elevated temperaiures,

Additional testing has confirmed that the replacad SCU was indeed faulty. No o

thar problerns :
have been experienced since the SCU was replaced on the 23-3 94

Dasid Polson- CAN Techrology - Ballarat

Ro_s‘s And;r#on - Scmcc Delivery - Portland
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I.g! Alan Smith

of Cape Bridgevater Holidey Camp
Porcland

in the State of Victoria
do solemnly and

sincerely declare

THAT Approximatnr $«7 duye prior to June 3 1993..1 had a phone

a1l from ‘ruecom Netvork Investigation Unit. 'rh!s- eall
vas to c_atahush af appointment/time for tvo investigating
afficers, from this department,-to meet me At cape Bridgevate
Ho:.idar"canp. June 3 1993 vas the nonimted d2y, mid asftarnse;
It was mentioned by one of these ofﬂaon. becaugs eof the

‘ continued phone complaints by myself and eehen. fr.ucou
vag tonnacting a moaitoring. dwicc, to estadiisn wvny these
complaints vere {n abundence."A?T NO 2IME® was it explained
bY.thie officer, that the testing machine would e a device

vhere by thease ope:ating :his machine could 14sten to ny

» Phone conversations. Had I ho.q infqip;d_or ;uch; T wvoud
have varned ny Singié Club memberé, Peopls ringing my
business, that for a period of'tiﬁe while mf phone servica
wse beiny vievead, cur eonvorsatioac'could very well e
1i;cened te. My own parsonal conversations, wvéuld +hen

‘ have beaen carried cut £.ron t.ha Geld rhone, 267 260

I have presesntad this in!ornation heto. Statutozry Dealaration,
as I wvas askes by David Rcad Lane Telecummunication- Pey L
on the 5 April 1958, waw I awvare of this MCT equipment en
Ry line. '

AND 1 make thm solemn declaration consdennous!y believing the same to
be twrue and by virtue of the provisions of an Act of the FParliament of
Victoria tendering persons raking a false declaration punishable for wiltul

and corrupt perjury, _ :
DECLARED 2t Xdads . in the
State of Vietoria this “\3W- : -
day °f QQ.\'\\. : One thousand | ..
nﬁe bundred k\:&;:; - -F"‘_"O“- .
Belore me (RPRY Q_\\A L\l’m’
e QR

'

‘—v———

JT e




