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i} matters which may involve anti-competitive behaviour or restrictive
practices potentially in breach of the Trade Practices Act 1974; and

i} - complaints whichate specifically under consideration by AUSTEL, : - ==
the Trade Practices Commission or any court or tribunal, ot which
have been considered by any of those bodies previously.
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Pittard, Rosanne
L

From: Pinel, Don

To: Pittard, Rosanne; Marshall, Ross
Subject: Technical Options .
Date: Wednesday, 1 September 1993 9:33AM .
Priority: High

Ross, Rosanne,

lan has asked me to put together a small team urgently to look at imaginative technical options for the COT
customers to address their concemns. An example would be a fixed mobilenet service with appropriate call
diversion facilities, diversions to PAS on busy or no answer, radio options out of area service with call
diversions etc. | think we need a good network engineer, a top cc and a good lateral thinker. Can you
nominate somecne please?

lan's time onthis is to have some options by next Monday and a speedy implementation.

Don

Cov

Page 1 0

A08232




A,

e
Marshall Ross | : -
From: Pinel, Don
To: Marshall, Ross
Subject: FW: RVA ON CALLS TO CONNECTED NUMBERS
Date: Wednesday, September 08, 1993 10:06AM -
Priority: High
Ross,

There seems 10 be an opinion that calls from ARE or ARF 1o AXE have a protocol problem that results in / /
significant call failures. Do you have any info an this?

Don

flirom:.
ot
Subject: FW: RVA ON CALLS TO CONNECTED NUMBERS
Date: Wednesday, 8 September 1933 9:28AM

Priority: High

don
Here is the first of the info. The forwarded message show an exarnple of the RVA problern.

As i mentioned in the messagebank iast night my test produced a 7. 5% fad 1o connect { btackhole) | will
forward copy of the test as soon as | get xtres to view it

mrds

gfom: -
o:
Subject: FW: RVA ON CALLS TQ CONNECTED NUMBERS :

Date: Wednesday, September 08, 1993 9:18AM _ M

?‘"% '
[} .o .
Subject: RVA ON CALLS TO CONNECTED NUMBERS o

. Date: Tuesday, 7 September 1893 5:06PM s —

Here is an example of an rva on a call to a connected number, the exchange types may give vou
a clue as to what the incompatability may be.

076 615 790 ARF caling 076 617 200 AXE
1st attempt RVA NUMBER NOT CONNECTED
2nd attempt 8usy

3rd  artempt RVA NUMBER NOT CONNECTED
41h attempt Connected ok, was not busy previously.

regards |
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TELECOM IN CONFIDENCE
Fasinl Qelecom
AVSTRALA
To RosS lvhrshail From Trevur Hill Oorperate Gwtegy
GM Network Operations Manages Co-ondination & Peguionry
Performance Reporting Lontint Biag N, 4350
Volbowne Ve BB
Facsimile Speed Dial Ausiraia
Fle HRH 293
Company tm& £245008
Duw 10 _Semcmher. 1993 Facsimis (00) 834 0842
Totst Pages - 2
Distts.  Jim Holmes
jan Camphbell
Don Pinel
Duncan Wallace Fax: 654 4601
Cot Cases N
Ross,
The attached lenter refers,

T have briefly discussed with Duncan Wallsce/David Stockdale.
§ have verbally advised John MacMahon today that:

. Connection of monitoring equipment at Schorer’s premises requires AT&T attendence as
they hold site mawintenance contract. [Likely to be Wednesduy as per David S.)

. Dawson was not abie to make someone available on-site at Rockbank today. Therefore,
monitoring equipment will be installed next Monday.

MacMahon unbamm&,apologcﬁc et re stuff-up at Schorer’s. 1indicated Telecorn's intention
to formally confirm with Austel that Schorer's telephone services 329 7255 and 329 7355 wese
now "out of play”. He agreed. | will progress via Jim Holmes.

T Welh

Trevor Hitl

fhe informalion coneained ix Uiis Tacsimile messags nwy L confientisl information. 1 yus ase nog the intended recipiens, any
use, diclosane ar copying of this document in urssthorised, 1f yis have recoived this document in wnar, pleass telophone (03)
634 B0,

Z

Tuigte Comexation Lined
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Malbourne Offics = .
To: fan Row From: Dentse McBurnle

Corporata Solicitor '
At; Telecom Australia Direct lne: (03} 298 1383
: Switch: (03} 288 1234
Ta fax: 634 8832 From fax: (03) 288 1567
. Date: 10 September 1393
Phone: 634 3300 Matter Na: 1660521 Pin No: 274
. Page let . Approval: ﬁhu V2

Tha inforatio in this faceinila ix privileged ard conridmntial, interrisd cnly for the ise of the
individurl or etity nased alxwe, If you are not the intesiad racipient, any dissenination,
copying or vse of the irformition iz strictly prohtbited. 1f you have mlvdthbmmn:im
in smor, pleass inmedistaly talephons us (we vill acced tevarse chaxgem) an: .

(03) 288 1341 Fax (03) 288 1567 (Intarpaticaal pirme ccine + {61 3)) or‘ra.lum
ard rotuzn the original facsimfle to
Lavel 43, 101 Collba Street, Malbouras Vie 3000 Avetralia

ZCOT” Case Strateqy

er which we have prepared In rclat!or:_"
¥ 1o Telocom's mmgomont of "COT® casu and customer comp_lg_ln_ts_oi_thﬂ_km_d_,_

tagethe Input from Duwsburys

on_ou o numbcr of COT caaag_. If there are any
upeets of thae la-uas pnplr whlch you would like us to expand upoa or if there
sre any other jasues you would like us to consider please don't hositste to
contact us. _Both Froehllls and Duesbyryy weuld be heppw o ssslst vou sheuld
any further prosentations  to Telecom mansgement be reguirsd on sny cf the

~Jpattera raised in the {ssues paper or with regard to any other matlers concerning
Jnanggement of "COT" cases and cuslomer coinplelnts. .

Yours sincerely

PREEHILLS HOLLINGDALE & PAGE

per:
éw-‘-".uf 2 %“-"\;.

Denize MoBurnis

Enec

copy lo: Desannae Weip . q 3
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CONFIDENTIAL/COMMERCIAL [N CONF IDENCE

The contonts of thiz documant ars privileged end contidentlal and no past
therecf shall be dissominated, copiad or used without the exprass permission of
the Telocom Carporate Solicitor.

A. __PROFILY OF A 'COT" CASE

Set out below ara some of the common chsracioﬂsttca attributed to | "CoT*
Egg;. The particulsars are drawn from FHP's sxperfence with the follawing
* casen;

Golden Messengers/Graham Schorer

Tlvoli Theatrs Restaurant/Ann Garms
Japaneae Spare Parts/Ann Gillan

Caps Rridgawster Holldey Camp/Alsn Smith

- % 0 9

It sbould be racognised, however, that this last ls neither daflnitive nor
exhaustive of those characteristics.

Commen_Charscteristics

[

1. Single opcratori of small businssses generally operating Ia service
industries. [f partnerships ars involved It is usually s husband/wife
partnarship. _

2. Quastlonable business stability or viabillty regardlaxe of allugad
telscommunications problems,

3. Common  distrust of Telecom’s nefwork par':!’ormtnce and distrust of
Telecom’s clslms thst natwork performance sceoeds with *acceptable
standards", . .
. 4, Clsims of dissatisfaction by the clalmant as to the handling of the case by
Telecom. _ _
5. Dtatrust of Telacom's testing precedures. NOO?SO

6.  Numerous faults slleged and climed to be.supported by dmumntar;y
evidonce collected by the clalmant, -but which do not match Telecom's

| ' {sult reporting records.

A high Jevel of undarstanding (scqguired by experiepnca} with FOL
rmSu

| 8 d 9

| ~Socumpntary informatian, Rowsver, thiz levsl of undarstanding ia not
necossarily matched with the ability to eccurstsly or correctly Intarprat

| the Information obtsined,

8. There (¢ usuelly a reluctance to puriue s clalm through cour! action.
| Apparent ar claimed rossons being: 9
‘ * cout 3
. difficulty of proot ' '
. <laim has o component relsting back to when Telecom’s statutocy
- immunttise applied
. Tolocom's wlzs snd sbility  to defond actton proves to bs

appressive. em—
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With their strong projudices egeinat Tolecom end notwithatanding thae
merits of their case, claimants may still attempt to have tha clalm hosrd
through the medla whors the clalmant 13 encouragsd o present a
"sunzationsllssd” story to s sympathetic reparter. .

A "divide and conguer” appreach is used Ly the claimant whea dealing
with Taelscom during the coursa of the claim. This c¢an Invelve

approaches mede to:

Techpictane

Sales Raopresantatives

Arsa Managsrs/Genersl Menagars
Company Secretary/CEQ
AUSTEL

The clsimant will sttampt to obtsin statements or admisaions from varicus
Telocom personncel. Those statemontz or sdmissions which mey well have
been’ harmiess when made In the correct ocontoxt may then be used by
the clsimant out of context and used to justify their clsim against
Telecom. In sddition, the claimant may exploit Telecom's managerial
structure in an attampt to undormine the credibility of these within
Telacom and hevse their clsim ascslated within that hierarchy.

N00751
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OBLEMS AND DIFFICULTIES WITH "COT" CASES

1. Although various divisions within Tolecom may have already astablished a
procedure for the handling of and eccountability {or "COT" cases, there
does noi appear to Le ony conststent corperata pelicy for the handling of
"COT" cosen snd ruatomar clalms of thelr kind.

2. There appears to be 8 lack of undorstanding at ths customer Intsrface
lovel of the potontial for customar claims or disputos to escalate inlo

*COT" case situations,
@ From a liabliity viewpoint, Telecom's customer reiations policy and

apDProdch can In certain casos act to the detrimont of Telecom where
’Iiclncom Tails to controt the making of agdmissions {express or lmpllad) lo-
" the clanant. -

1

4. Certain claims or parts of claima dato back pra 1391 when Telecom
enjoyed a statutory immupity against auit in particular circumsiauces.
-Whenaver this issue 12 ralsed agoinst a claim it is viewed by the claimant
as unfair or immoral for Telecom ts ralse such s defence.

5.: Talocom’s xize !s not con&udw to the handllng of "COT" cialms. Quite
often by the tims tha claim comea to the attentian of ssnior mansgoment
the ability te resclve the problem es a customer ralations oxercise has

lang since passed.

NCOT" cases have been Lrsated as customar

In thls cagard many of ths
tho fidttal

relations exercises without sdequate reviaw or censideration sl

stage of Tolscom’s legsl lisblllty. NOO752
5. "Divido and conquer® approach does pot engender a workebls sattiement
snvironmant.

@ elocom hs se L ve 8
Llaim, This hss been complicated by claimants’ genersl distrust of

]

Telocom's lesting procedurss and record Xkeeping pructices. JOo_csrialo.
cases, Telecom hes not basn confldent itself with the testin ulpmen
Jused or aveilsble, This situation can result in & elalm belng nelther
proven or disproved, but it can cresls sufficlent uncertainty for
presumptions of gulit to be made by the clalmant, AUSTEL and/or the

media.

8. The draln on Telccom rescurces. _ Anycne at Telecom who has been
Involved In & "COT" case is aware ol tha snormous dratn which auch
cases have on Teiscom's tesources, Executive sttention aad the feval ot
involvement requirvd by Telecom tachriclans devatad to fladlng  or
resolving the alluged problem i2 debllitating snd costly for Telecout.
Sueh caves can slyo creata dqtrimcnt.] affesct on the mnrale of stall sad

- axncutlves.

8. The Increasing numbor of *COT* eases snd the publicity co-nrdinated w{
the "COT" case organtsation la providing the media with a case history ;
Telocom "negligance/incompetence”. ~ Thle eltuation l» compounded a0
time & claimant takes hinsher story lo the modis.

10, In instances whare the dlzputls is longstanding the esvcutual claim for
compensation songht by the clalmant often bears no resemblance lo the
modest clalm for compensstion which tha cluimant may h“'!, originally
soughl. Deley la resolving the clafm, frustration with Telecom '_‘?pmf?ﬂh

b madd.

T A
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12.

13.

15.

.I'

claimant of Indspendent sadvico (lawysrs, u:._-conntnnta) knowladge of what
other "COT" clsimants bave recolved In tho past end the usually atling
business of the claimant sre factory which appesr to sacalste the size of

the claimant's eclaim.

The clalmant wil] generally avold (for as long &8 poussible) zpecifying his
or her claim in any detat] in an attempt to tast the Umity of Telocom's
goodwill and to exploit Jts cuatomer velstions policy. Ae¢ a result,
sottiement payments may bo made In order to resolva a dispute,
notwithatanding the absence of any provable lablity.

Public protlle generated Ly tliese cases can and has incurrod government
criticism of Telocom's senior managsment. Particular "COT" case
claimants have cnjoyed & degrae of poalitical influance and have used thls
Influence to invoka the support of members of the Sanate and make calle
for ¢ asenatorial enqguiry into ihoe handilng by Telecom of the "COT*
cased. Senatorial Invelvement has also Incrsased the media profile given

to thase cases.

Invalves Intrusion of AUSTEL (and potentially the Trade Practices
Commlasion) In the day to day operations of Telecom.

_Theea ceans became test cases far othar potentlal cisims and raise

‘guestions_ax to the adequacy of Telocom's Network, products Angd
vironmeont croated by Uptus an adaphone.

gorviess in the competitive an

Ceortatn of the "COT* cases claimants who have agreed to nsattlement of
thelr clalin cootinue to pursuc madis coversge of their claim despito
confidentiallty updertskings. Purther, such claimants end/or the madia
misrepresent the naturs of lhe payment which they reccive from Telecom
cislming such payments to be compensation payments msde by Tulscom In
Tecognition of Telecom's Labtlity. In fact all such payments have been
ofthor ex gratia payments or psymsnts into court, both kinds belng

sncompanl_ocl with s danlal of Hability,

N00?753
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€. RECOMMENDATIONS POR_THE MANAGEMENT OF *COT" CASES
@ Awareness Program
An Inittal priority zhoul& he to put In lace a legal awaroness program &
8ssist personnel "to determing whether "8 customer problen. .01
dispute: [

(U  shouid bo or can continue to be doalt with ax s customar relations
Axercisa snd the proper manner for dolng so; or

@ sxpeses Teloecom tg potential Hability and which should ho_ix_g_nd]gd.
by Telerral to a pa edicated managoment ares ("DMAP
Teoiecom,

———— . S ———

a. Customer Rslations Approaches

It s difficuit to sat guidelines or directions ss ts what customer
sttuations will or will not give rise to exposure to lability. In adopting
8 customer rolatfons spprosch to fix a2 customer complaint, managemant
needs {o always keep i1 mind that such an spproach may not resclvs the
complaint to the customer's sstiefsction and this complaint could becoms s

*COT" case situstion.

Management must alweys be careful st this stage (and Instruct their staff
sccordingly} net to directly or indirectly admit llability or fsult on the
part of Teiscom or convey informatien concerning the aamplaint whick

could prejudice Telocom's pasition,

There will alse bo cortain stages of & complaint &t which the complaint
should be immediately referred lo the DMA. These include:

. reculpt of s lettar of demand from the clalmant or hls/her
represontatives. '
. LI 8 clalm for componsation which exceeds Talecom's service guRrantee
undertakings.
. Telecom's service gusrantes sndertakings or ' procadures sre

considered unsotisfactary by the claimant.
Recognition of possible fault on the part of Tealecom,

. No fault or problem Is found by ,Telocom, but the clelmaat
contipues to complain.

- Complsint not resclvad or settled within & period of € months,
patancy ie _complain sceived respect of

axchange area.
JThis lst i3 not exhaustive. -

3. Establishment of a Dadioatad mmumnt Area

Establishment of & system whoreby upon recognition of polsatisl
9Xxpoaure to Nabtilty or recalpt of a formal claim, the matter i» referred

to & DMA within Televum.

The ressons bahind the tieed for establishment of the DMA are: 93

(s} ‘o avald Talecom becoming sublct to a "divide and canquar”

Approach by the clalmant;

4.3 daerrasen ancalbilise, 2 o
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(c) ansure awlft resclution of the cl_ulrn;;

(d) - avoldance of those problams and difficultios sat out above f
Section B, :

In conjunction with -this rofarral, the managor In charge of the lseuo at .
Business Unlt Tevel must reduca Telecom contact with the claimant to e:
fow {ndividuals 8s posstble. - ° .

"It i3 aleo vital thst in the act of ‘ raferx'lna; the matter to the DMA, the
mAnager responslble. must exercigs caution as lo the contants of the
| roferral and to whom it s directed. ' The relevance of this is dealt with

- .

in mors detall Lelow. o

In rocomm-ndlng’flsolauon of the manasgement of "COT" cssos to a v

particular area In Telecom, the intention Is not to denlgrate from the role -

and ‘Importance of Talecom's ‘customer relationship focus but to ensure

that the Lmportanca of thia relationshlp Is not compromised. In fact, thls

spproach should be. sson me an.intogral part of that facus In that it is

: dasigned to encourage a final resolution of a cusfomer dispute whils

. R limiting the risk té Telacom .of .axposurs lo Uability.

: © Constitution of the DMA

The make-up of the DMA wil]l be of critical Importance to the success of
this management plan, ' In the -current sovironment for the provision of -
talecommunlcnuom‘p_roduc_ts‘o._nd ,ser?lces,l&__wog%% B
Uabllity for fallure:to prévide such 'produsts sad services I I
with Hs 'mméﬁiﬁgM'MMWf Any .
alleged fallure to .eomply with theee .obligdtions will obviously Involve
potentia] exposure -to Jegal Nsbility. and should be traated accordingly.

. . . I | . E . ¥ ) '
Of -critieal importancd. in tha coi ‘ d_function cf the DMA {is the
. _Qirection of the first raefaprra it _management.
Jhe initisl point of referral should always be to the Corporate Sollgiters
- Office. Thls Is in order to bring {nto operation tha polential protection.

privilege for documentation__and. other xeporiing.
T Rrogedw Tss e inpe Hata. or_the Coxporate Sollcilocs .
© Dffice to continue ss thg ‘puint of referral and_centrel  in order to

." © . “maintsla lagal professions! privilege {where ossibla ve information and - - -
. «documentstion crealed during the ' * casa. »

of legal professional.

Any sgrea dodlcafa‘_d’to the manilsement of a “"COT" case clalm should bt:
undar the control of the Corporate Sollcitors Offlca and invelve "hf' ihpu

and cooperation of:

s Bursiness uhlt‘ manggement., . - o .
R Technical/Notwork aedvisors. NOO?SS
. Regulatory. . ' : : R .

5. ’ Procedures ta be followed by the DMA in mu;nglng s clalm

Once o "COT* caso haa ‘hﬂ-l'; rofarrod to th"‘ DMA .rhr tu-lurt
- managomant, the DMA shiould take the following slepe within Telecom:
S G : . 5

" {a) Em‘u‘ro w‘l‘th the «wslstance of Business Unlt management u""c;
' Telecom. “contact  with the clsimant -le msnsgod by In{orme

periannal. = - ?
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(%) Raquest from the claimant, 1If not. alroady provided, s detatled
claim In writing setting out the circumstances which he/she aliegas
give rise to the cisim and the saxtont of the compensation which Is

sought. .

(c) Collect all tnformation, documentstion and flies Inciuding geners)
Information whoro svallable about the clsimant and his/ner line of

business.

(d}  Begin the process of abtaining withea» statementa or sfficavits. A
common problem jn ths handling of recont "COT" cases has been
the trecing of employess who have had dealings with the cialmant
and who have eithar ioft Telecom or moved to differsnt positions.
As sarly as poasiblo the currant ralationship with Telecom of
potantial witnosses must be aneartained togethar with their possible
movements end contact detsils. This informstion should then be
factored inte the tming and manner of gothoring avidencs. The

. typleal "COT" case clalmant s cartainly pot sdverse to
approsching past employses of Tslecom lo asaist or suppert the
cialmant!s caze against Telocom.

(e) An analysis of the compiaint(s) being made should be undectaken
- and  such rscording or moaltering equipment as Tolecom has
should be put In placs. Given the distrust of Telscom's testing
proceedings conveysd by most "COT" cases clalmants, Telecom
must aiso zariously evalusts its testing procsdures (both in terms
of reliability and costs) and f{actor suck snalysis into ita oversall
customer compisint proceduraes.
<?t) ) If reports _are neaded ).8. iechnical, Fault reports, and hsve not
slreedy been obtained thess should be commizsioned by the
snd provided only to the Corporats

_Corporste

“Corporate_Seolicitors Office_and ® t
Solicitors Office for the purpose of obiaiping Ingal advice, This
ls in an sttempt to create the initial protection of legsl profesalanal
_privilage Yor such reports. 00
. (8) Determine I Independent legal and othor expert asséénm iy
required. '

When a dispute aftustion arises, facing up to Its implications oarly can
make ths management of the dispute much easier and los2 costly than
sttampliug to resclva the disputc at a jater stage. Pinpointing the true
nature of s dlaputs and the possibie approaches to ba taken to bring
tbout ita resclution will give Telecom s propur basla for proceeding with -
~ the management of & disputo or claim, The ewrller that independent logal
sdvisors and other asxpert azalatance becoms Involved in & clolm or
disputs, the mors llkely It {s that euch & ciaim or digpule will proceed to
8 sposdy resolution. Oblaining Indapendent lagal advice st this stage will

provide the following benellts:

1) Ab overview of powsible cutcomes snd options and the Initlation of _
& stringent due diligence process on the morita of the claim.

~Bruvuntion of preiydicisl ghona oalls heing made ar ¢ damsging
@ ntarnal note baing written b handlin 9013

If
_tha dispuis ot cleim.

(i) - Culdelinot or eatimalay can ba prepared end tha necossury funds
ellocatad o4 to the Itkmiy leya! costs lavelved in pursulay 'h-_

e A TRTT
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ravolution of the dispute eor clnlm.; and any lkely oxpomurs te
Hability . '

(lv) Managemont sre able to provide essurances to the Tdlecom Hoard
that the dispute ar claim 13 undur a controlled disputo management
procosz and that an Indepsndant and objoctive sssessment of
'I‘o:-cnm’l position and options with respsct to the clalm has bean
m .0

For the Telecom independsnt advisor relstionship to aperate proparly it ia
eazentlzl that thara la a two way flow of informstion and a tesm epproach
In the managemont of the dispute or claim. In order to fscilltate this
spprosch, monthly meelings would be hold between tha DMA end (ts
Independent advisorz to review the status of csses referred and to
monitor the dispute resclution procesy. Thers cannot be a synargy of
commercial objeciives and aveilable Jagal options without clows aadd
ca-operative planning belwseen Telecom and Its independent legal advisers

(200 Part D below).
< B, Conduct not to be undertaken without referral to the DMA

Thers are certsin courses of conduct which should not be undertaken
without first referring the mstter te the DMA. These are:

{a) Making an ex gratia offer/payment of money whlch excesds the
level applicable under Taincom's servics guarsntees.

Meke an offer of alternative products or sorvices {“contra®™), For
axampie, - & customer compialns sbho ! : tinued

non-performsnce of &8 produet over & perfod of -

alocom ol L hew ofe _of tew model together
with en admission that tho old product wes faulty. The cusiomer's
immaditte problam msy be fixed, but by admitting the faull of the
old cue Telecom may expose Itasil to a damages claim for the

. - preceding 2 year period.
| (<) No admisaions of {ault ahouid bo mads.

b

N00 75+

orts or exchsange of Internal

No_written oplnjons, statcments, rep _

(d) No public eomment should be made.

correspondence which

()  When in doubt, the whole matter shouid be referred to the DMA.

Rofarral of the mstter to the DMA in thess circumstances is peccssary to
snsure that Telucom obtains the appropriste relesse and/er indemnity
where it {s making any settloment payment or contra olfer sad o minimise
the crestion and apresd of Inflammatory and commercislly damaging
material. It is also necessary to snsure s spoedy rsselution of the clain.

7. Alternativa Diaputs Resolution Opum-uF

Whero a)l lateornsl procedures and options have been sxhausied or are
ualikely to genersts ¢ favourable outcome, the DMA should. in
conjunction with Telecom's Indespeudent lagsl advisors, give stroag

conslderation ic tha alternative dlapute rasclution ("ADR") options which
{n rucent exparience with

may be avallable for the particular claim.
don MasvarnsuraY whirh has

PAOT? retas Phace bhae Rasm by mma 1A
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9.

resolve cerctain other "COT" casun through ‘arbitration b

y Yy &n independont
third party. This attompt was unsucvesalul dus to the. withdr':ul of
sccaptance by the claimants concerned of the terma of refarence upan

which the arbitration was to procsed,

‘I'he sttractiveness of particular ADR optiens will of course depend upon
esch parties agenda and the axpected or destred outcome of the
clajmant. What Is important is to consider each esse In accordance with
such matters and svold proconcealvad Rotions sy to what the ADR options
entail which may hamper Telecom's stratagy and planning process.

The perticular ADR optlons of rsievence to "COT" cazes and cases of
this kind are:

(s)  Arbitrstlon by an Indepandent Third Party © this option Invclves
the Telecom and the claimant(s) agreeing on an independent third
party who would resolve the issues inn confllct. On thia basis, the
partiss would agree to tarma of reference snd agroe to abide by

the decision of the independant third party.

The sdvantags of this option is that the hearing of the essa would
not take place tn & public snvironment snd could alse be made
- subject to confidentislity undertakings. Tho difficultias
experionced with thiz option are genorslly faced at the Initial stsge
of sgroeing on the Indapencent shird party and the terms.of
reference. It may also be agsinat & claimant's desira to receive &

public review of its csss.

(%)  Mudistion - the difference between an independent third party

adjudicating on ths claim and mediation v that a mediator's task ia
to mersly sttempt to make tha partios reach a conaansus on all
lsstues. The msdistor cannot otherwise impose & dacialon upon

ths parties.

The advantage of medistion is that like the Indepandent third
party arbitrstion optien, the matter is not discussed or considered
in a public forum. A further sdvantage i3 that aince there fs not
s focus upon & decislon being made s to fault of une party the
obligations to put evidence bofore & gourt or indapandent
arbitrator ln order to prove or disprove sny sllegations sgainet
Telecom la diminished. The difficultica with this optien is that It

may not be scceptable to & claimant’s publicity sgenda will not bs
claimant has deveioped an

Irreparable distrust of Telacom,

the "COT" case claimants
progress thelr claims
Tolecom. However,

guinst Tclecom there
ch to 1

(=) Court Proceedings - as notad above
have been reluctant for various resson’y to
by Inatigsting court procendings sgainst

should s clsiment bring cwurt procsedings «
ars obvious sdvantages and disadvantagoes in such an appros

disputa redolution. The sdvantages Inciude:

- requirement on the part of the clalmant to moot a particular
standsrd of proof in (ts cese agalnst Telecom 9

- tinal judgament a¢ {o the dispute con be obtalned

—— o - . N . .
N
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- can be costly to defend
- axpases Telecon documentatico and procuises to__publlc
. acrutiny
. can DO & vary jengthy procoss and inveive signi{ieant
corporate sttention and time .
- _could have the potontial tc set a pracedent or encourage
turther claims,

a bad declsion of the court could involve a precedent teing
set 8¢ to the status of Telacom's network.

N00759
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D. ___ REFERRAL OF "GOT" CASES TQ INDEPENDENT ADVISQRS AND EXPERT

The Inveivamant of Indopendent advisors and axperts does not noed ¢ be see;
az 1 final resort whare all offorts of Telecom have falled to rosolve o claim

There are numercus advantages to (nvelving Indepandent logal advisors anc
othor axperts at an early stage of s claim. Thess Include:

1. Indopendent asssgsment of axposucn to llability and assessment of the
merits of the cialm.

2. Decrease [n exscutive downtime spent daallng Mth the clatm anc
nogottsting its rasclution.

3. Distancing of Telecom from s claimant's attempts to divide and conquer
and placing of the clatm in the hsnds of those with experience in the

. - bandllng of such dizputes. The DMA will' be acasistod iIn prsventing
cnquiries and action by others If they are able to say they have retained

iIndepsndent exports. :
4, Increasing potsntial for legsl profassional privilege protection.

5. The impositicn of a disclplined aad dedicatsd handliing of negotiations and
procedures to facilitate a resolution whilo protecting the interests of

Telecam.

6. Can creaia an enviromment which forces substantiation of & claim to &
lavel of legal proof,

’}. It heas proven most useful to engage Indopendont sccountants, in
conjunction with indepsndent legal advisory, for the purpose of evalustion

and assessing the valldity and quantum of any claim.

. 8. The giving of credibility to .Talocom's sssesament of the clalm and
ensuring that any settlemsnt offer rapresents a reasonable commerct
resolution to the claimant’s elaim. -

9. The distancing of Telecom personnel from conduct of negotlstions and
sllogations of unconscionable conduct In bringing sbout settlemont of tha
¢laim.

10. Easuring adequate and complete “relesse and indemnity undertakings are
obtained from the claimsnt and any other Interaated partles.

11, Assisting Telecom's Internsl legal advisors In the handling and
management of Telecom's legsl sxposure to clalms of this kind.

NOO760
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Following is page 17 of 21 pages from
the legal advice given to the COT
Cases, by Associate, Professor,
Suzanne McNicol, in June 2000.
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MEMORANDUM OF ADVICE: PRIVILEGED AND CONFIDENTIAL - Advice on Legal Professional Privilege = re CoTs

! '6)! The cases of NCA v S and Esso, referred to above, make it clear that & claim
' to privilege must eXpose sufficient facts to justify the claim. A vague Of bald
assertion of the privilege is seen as no claim at all

(i)  The definition of privilege indicates that only communications between a
lawyer and a clieat for the dominant purpose of providing of receiving legal
advice or for litigation (and communications between 8 Jawyer or client and 2

third party for the dominsnt purpose of litigation) will be protecied by
privilege (see Baker v Campbell and Esso's case referred to above).

It is difficult to see how 8 document, or documents, merely described as “Network Data’
would fall within the definition of a communication between a tswyer and client for the
dominant purpose of advice of for litigation, or communication between a lawyer or client
and 8 third party for the dominant purpose of litigation.

There appear to be 38 claims to legal professional privilege, which are merely listed as LPP
in Attachment [, being further detailed in Atachment 2. Further, there appear 1o be 74
claims 1o legal professionat privilcge listed in Attachment 2 (it is not clear why there is such
a variation between these tWO amounts of claims). A perusal of the filc descriptions in
dtachment 2 indicates not only incomplete and inadequate claims t0 privilege but also
claims which appear 10 be erroneously made.

For example, it is difficult to see, without further information being supplied, how a “Chart
- Call analysis with handwritten annotations’, 8 “Map — Bova Enterprises Call per
exchange”, e ‘Table - Bova 's directory \istings" or a “Fax confirmation report’ could
be covered by legal professional privilege.

(3) made defective or erroneous claims to privilege, and/or .
There is also some evidence of (3) i.¢. making defective or erroneous claims to privilege.

For example, in the letter from Mr John Armstrong of Telstra 1o Mr Ross Plowman dated 28
September 1998, Telstra concedes that it has erroneously classified some documents as
privileged. _

\ {4) knowingly made false or spurious claims to privilege? :
There 15 also som® potentirl prima facie evidence of (4) ie. knowingly making false or
spurious claims to privilege. For example, there is 2 potential structure set up for the
possible abuse of the doctrine of legal professional privilege in the faxed document entitled
«COT"” Case Stralegy. marked “Confidential” dated 10 September 1993 from Ms Denise
MecBurnie of Freehill Hollingdale and Page, Melbourne Office to Mr lan Row, Corporaie
Solicitor, Telecom Australia,

| refer in particular to section 4 on page 6, which states:

“0f critical importance in the constitution and function of the DMA (Dedlcated _
tanagement Area) 1 the direction of the first retemsal of the _c'na'-m by Business unit Lg(; AL

olicitors Office. This is in order to bing into operation the potential protection of OP]“ roll

rmay aiso be appropriate fot the Corporate Solleitors Office 10 continue as the p'oinl
of referral and eontrol in order to maintain legal professienal privilege (where
possible). Over information and documentation created during the nandiing of the
iBOT casa’”

Doe.eg -y grvirar a2 et 17 of 21 Assor, Prof. Sweanne McNicwl - Expert € onsuilant
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T CoCoeProkctTeam.  From Trevor Hil Comparnts Oymegy
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Mooume Vi 8100
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bam 13 Sepicmber, 1993 Facaims (00) €24 a2
TeldlPages 13
Dlatrib.

Freehill's Iseies Paper re Cot Case Strategy,

The anached paper hax heen supplied by Freehill's, via Jan Row,

! don't believe that Jim Hoimes was ubie 1o circulate 2 copy prior to his departore today to
allend the Austel/Cot Case public mesting in Brisbane,

Referred for informaton,

“Tand WAL

ﬁwwwn

mmwmwm&rﬁmhm,.m,bmw Ifyou w0 ol the inteaded evipici, wiy
ves, disclosure nr eepying of this dex sl is vessuthurisal I you bave reveived tis aochment in #70¢, pleasc telaphane (1)
834 3570,

Toltrs Corporaiion Linited

ACNON 17945
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Pittard. Rosanne
L e

To: Paton. Steve

Cc: Denholm, Paula

Subject: North Melbourne Exchange survey
Steve.

Thanks for your E-mail- sorry for repiying late, my mai systam was not fully efficient,

North Melboume is a combination of AXE and ARE.
It wouid be best to avoid COT case member, Mr Graham Schorer of Goiden {Messenger) to avoid

embarrassment as you say. His main numbers are 03 329 7355 and 03 329 7255, but he has saveral rotary

groups and about 40 lines in total. | do not have ail the details but shalj get as much by Monday midday as |
can.

Please prepare the resuits for the Corporate lawyers under legail professional privilege and limit distribution of
the resuits.

Please go ahead as soon as possible.

Rosanne Pittard

K24548

Page 1
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14 September 1993 Corporate Centre
) Office of the Corporate Sacratary

41/242 Exhibition Sireet
MELBOURNE VIC 3000

Australia

Telephone 03 634 6431
Mr J McMahon Facsimile 03632 3215
General Manager Consumer Affairs
Austel
Dear Mr McMahon

Telecom has taken action to implement the monitering arrangements described under paragraph 16 of the Austsf
letter of 12 August 1993,

With regard to the program of monitoring at customers premises, Telecom does not have equipment specially made
for this purpose and has used equipment designed for exchange end monitaring supplementsd by special power
supply units. In most cases this appears to have been successful. However in two cases vizZ:

Lovey's Restaurant

Dawson Pest Control at Rockbank
the customer lines are subject to some low frequency mains power induction to which the equipment is sensitive.
This is causing large volumes of erroneous infarmation to be recorded and the results are therefore meaningless.

The power induction does not affect tefephone service to these customers. The problem has been referred to the
manufacturer but no solution has yet been provided. Exchange end monitoring is in ptace for both of these
customers,

A further problem has arisen with the monitoring of Golden Messenger, for whom as you are aware, cannection of
monitoring was delayed due to the numbers initially advised by Austel not being the right ones. On Friday 10
Seplember staff attempted to connect the new numbers but found that the terminal blacks provided at the Golden
Messenger PABX do not allow for the parallel connection of additional wires. There is therefore no obvious access
point to allow monitoring at the customer's premises. Further approaches are being explored in conjunction with the
PABX supplier but at this stage no solution has been found,

Your advise is sought as to how to proceed on these issues,

Yours sincerely

Jim Holmes
Corporale Secretary
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Internal Memo G&’ecom

AYITRAL/IA

Ta General Manager Network Performance

Network O i Networks & [ntarcehaect
perations K 3 4 8 8 1 7130 Piria Strast

Fram Dawvid Shepherd AGELAIDE SA 5000

Manager GPO Box 2426 SA 5001
Australia
Subjsct G Schorer - "Tear Dawn" Signal Telephone 08 230 8308
' Facsimle 08 410 4033

Date 15 September 1993

File

Atteation

Mr Schorer of Golden Messenger has been advised by the representative of his PABX supplier
(AT&T) that his lines could be held up after a call due to the absence of a "tear down" signal
from the terminating exchange to the PABX.

The Golden Messenger PABX exchange lines use the same signailing between the PABX and
exchange as a normal telephone service. Clear down works as follows:

1. Incoming Call 1o PABX from the network

a) If only the distant A party restores the line is cleared forward to the PABX exchange line
appearance at the terminating exchange. The PABX exchange line goes to line lock-out
condition and the PABX extension receives busy tone until the PABX extension clears.

. b) If only the B Party clears (PABX extension clears) the PABX will open the toop to the
exchange. The exchange circuit goes into time supervision. After 90 seconds a Force
Reélease signal is sent to the A parties originating exchange. The PABX exchangelinc is
held for 2 $0 second time-out supervision period and then cleared down.

Z. Ourgoing Call from PABX extension to the network.

a) If only the A party (PBX extension) clears the loop is opened to the exchange and the
connection ¢leared forwarded.

b) If only the B party (distant called party) clears, the distant exchange circuit goes into a2 90
sec time supervision period. After 90 seconds a Force Release signal is returned to the
originating exchange. This clears the connection forward and sends the PABX exchange
line circuit to line lock-out and the PABX extension receives busy tone until it clears.

The above assumes normal categories apply. Malicious Call Trace category changes the above
to give contro| of release to the B party. The issues relevant 1o Mr Schorer's concerns are:

98
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dag,
. Incase l(b) - for 90 secs after PABX extensian hangs up on an incoming call the exchange
fine is held in the line lock-out condition and cannot be reused,

The Forced Release signals within the Telecom network are not passed to the PABX on
ring down circuits.

!\.‘l

3. In-dial PABXSs have different signalling arrangements and would normally receive clear
down signals from the Telecom exchange.

Case 1(b) does not explain Mr Schorer's service difficulties as while the exchange line is held in
the line lock-out condition, new incoming calls would be offered to other exchange lines in the

PBX group.

David Shephei —

Manager
Networks & Interconnect

1511/
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Domzal, Nora
H——

From: Row, ian

To: Harvie, Roma

Ce: SCWJMVMMM CmnpbwDuanampbol,hn
merd.Rm.:GIbq-t.Warwldq .Doug:Pm.qu;HommJim.
Scott, Sye; Dennis v; Warren; Doam.Jolm:Mluhall. Ross

Subject: RE: ACCESS TOFILES

Date:; »

0

YourmessageoﬁaSeptmwrefcts. m.cummsumomm.mmuhmwuncm
cases,
1.Aqoneralco1'easeﬁleand

Z.Theliﬁgauonﬁlero!aﬁngtoGoldeanengm

net, Vonwilier, Chrig; Beattie, Kan; Campbell, jan; Pittard, Rosanne; Gilbert, Warwick; Row, lan;
Campbeli, Doug; Parker, Harvey; Holmes, Jim; Scott, Sue; Hambieton, : :
John; Marshali, Rogs
Subject: ACCESS TO FILES,
: Monday, 13 September 1993 12:36PM

Attached please find letter from Don Pinet.

<<File Attachment: DPACCES.DOC>>

Roma Harvie
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Holmes, Jim ) N - e
From: Holmes, Jim

To: Pinel, Don

Ce: Row, lan

Subject: RE: CoT Project Team

Date: Friday, 17 September, 1993 1:06PM

Don,

No protocols. We have an arrangement with Freehills. No separate contract is needed. Go straight to Andrew
Moyle. Keep lan Row and | informed.

Jim

From: Pinel, Don

To: Holmes, Jim

Cc¢: Row, lan

Subject: CoT Project Team

Date: Friday, 17 September, 1993 9:26AM

Jim,

As discussed yesterday | intend to use Freehills as my legal agents in matters relating to CoT. This is likely 1o be
a fairty heavy involvement and | would obviously iike 1o have ready access to Andrew Moyle.

What are the protocols that | need to follow? Are they on retainer? Do | need a separate contract? Can | go
straight to Andrew?

Don _

Page 1
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From: Pinel, Don

To: Holmes, Jim

Subject: Legal Resource

Date: Tuesday, 21 September, 1993 12:39PM PR
p‘. el J

Jim,

Met at length with Freehilis this morning (lan Row was there). | have amanged for Denise McBumie to provide
leagal input to the project and suggested that she come to tomomow's meeting to meet the players and pick up
the threads. She will also spend some time here tomomow moming reviewing recent correspondence. | want her
to be the focus for dialogue with the customers. Would like to tak to you about this, preferably before | see
Harvey this afternoon.

Don

Page 1
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Domzal, Nora
A

From: Pinel, Don
To: Sayer, Sanet; Beattie, Ken; Pittard, Rosanne
Ce: Srabazon, Paul; Holmes, Jim; Hambleton, Dennis V; Hill, Trevor, Halliday, Trevor -

Subject: Customer comespondence
Date: Thursday, 23 Septembar 1993 &&P/m ;

|nhmmmm7emmmwummmummmmmwuncamm.
| have sngaged Denise McBumie from Frashills to parficipate on an “as required” basis in this matter and it is
appropraile that all correspondence from the CoT (and near CoT) customers should be channeled through
MofoniﬂmdmfﬂngofamplyﬁunTMmubrnplthmFMuwtym The particular
approach will vary from cusiomer to customer and circumstance te circumstance but the general philosophy
should be followed.

The merit of this approach is:
It relioves the Regions of onerous comaspondence
applies a rigorous legal regime to the dialogue
. It provides a congistent approach to these matters

Would you please ensure that with all customers that are, (or have the potential to become) serious
complaints, comespondence is processed through Freehills with initial acknowledgement by the Region.

Ultimately, the response to customer commespondencs is a matier for Ragional decision but | would ancourage
serious consideration of Freehllis advice and discussion with either myself or Jim Holmes if an altemative
approach is preferred. ’

Ban

03022

102
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To: Me. Robin Davey  (From: -
. |Charman P.O. Bax 318
AUSTEL |483-4688 Quesnaberry Sirest
NORTH MELBOURNE VIC 3051
IFax No:  |(03) 820 7384 ACN. 008005048
- Phone: (08) 328 7388
: : 27 Seplember 1993 Fax  (08) 3284462 P
! Fecot: (4) Ind. Fax HosderA
@  Maled? [VES C) NO_(X)|contact: {m e 97 |RECEIVE
Masasge: 20 SEP 1993
CBO’® OrFFICK
Oeur Mr. Davey, SYDNEY

Sowmmmmwmwmpmdwswminﬂ.luppmiatoyour :
ulhgm.yauhldnlmuymmwml. .

The reason | rang you was bacsuse sround appraximately 8.15P M a rude and

! :mmmmumnmmmm-adwmmmmnm
mmummhummmmmwnegmmw
staff was his nams was Andrew Moyls.

Mr. Movie informed me that any future communique with Teleoom et 0 be pisced in
mﬁmwumumummmbmmmmmmum upan

@ immadistely.

Irospond.dmh%oartyou?'tndhemplbd'lhmmwmlm
Andraw Moyle trom Fraahil, ﬂollngdlhmmndNonWeﬁelmml
MwuwhmonhhdeomuMquﬂm
communications with Telecom will be plsosd in wriing and sent to me which will
guasantss you that Telecom will immediately respond to you in an expediant
manner.”

My rssponee was “And who did you get your instructions from "

/03

Aidous




T2 FETHLIS KRR A0 § 360N N AT

Answer: “Mr, Havey Parker gnd | understand you are waiting & response this -
afternoon from M. Jim Hotmes to the materdal you sant hm iast wook which we have

bean working on this sfiemoon.”

My responae to Mr. Moyle was *M:. Parker nas mads it vary clear ha has no intentien -
of retuming my isisphona calis and and far as i'm concemad Mr. Parkar can ring me
disect of which he has no intention of doing, as previously atated by messanger, | wit
dealwith it In my own way a8 | have siready been personsily infarmed by Mr. Biount
that Mr, Parker is ultimately ls in cherge and Mr. jan-Cumpbell whe Teports WS #r,
Parker ls directly in charge and has no other duties” With Me, Campbaeil oversess, |
have & telephons service problam, aypportad by an Auatel lotter dated the 24th of
September, contradicling what Teiecom haa ssid to me which { want Telscom to
addreas immediately and as a result | have rung Mr. Parker who refuses to take or
retum telaphone my calls and he has made this point known 10 ma on numerous
aceAsions. .

intanttan responding to your talephons call: You can get stuffed: | have a serious
talephone probiem and | intend 10 deat with Telsoom dicett as what you afe
propasing is farciosi, howsvar, put your verbal request and Telecom tnstructions in
wiiting by immadiate retum fax. My fax number is (03) 328.4482.

® ! have rung Mr. Blount's 0ffice as Mr. Parker isavas me no siternative and | have no )

ARtar gatting of the talephons from Mr. Mayle, Mr. Davey, | reng your personat
taiaphana line to report to you the abairdity of the current instrugtions of how
Teietom intend 13 deal with the C.O.T. Tase Members and 1 underatand you ware in
& meeting and left a message with your seorelary.

! than rang Mr. Blount's oifics in Sydney and was informed by Mr.Blount's secretary,
& Ma. Sus Soout, that ail my persons! istaphona calis were 1o be directed (o a Miss
Danise MoBirmie, sacretary of Freehlll, Hellingdals and Page and she siated she was
Instructed to 12l Me that by her ampioyer. When | askad har who her empioyer was
she said Telacom. | then askad her who precisaly within Talscom fold her 1o stats

@ that and she sald Mr. Harvay Parkar. | repilad Me. Parkat i not your ampioyers wnd
sha staiad yos he wai &8 he is Telecom and | respondes by asiking who Is your boss
and she said Mr. Biount, | then asked the question "Have you made contact with M?.
Blount who was ast in his aar?” to which ahe railad "Nof® o which | suggesisd that
she did s0 ke { rafused to repart my telaphone difficutties 1o s solicitor nor did | have
any intention in discussing s commaroial rasolition with a adiicitor. | had already
repoited the matter to Austsl and intended t¢ notify the sppropriste Senators. |
apolkogieed for my abrupt mannar and sald 1o her | respectad, in the absance of
taiking to Mr. Blount, she was only foliowing oreers.

At 556P.M. | teceivad & fax {rom Mr. Mayle of which the contens | find Ineulling and
it adds {0 meny Taiscom examplas where Televom say one thing and repon in -
writing anothar.

/03
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in & rush ¢f biood, | rang up Mr. Moyis snd scourately toid him ha was 8 liar for thatis
axactly what he s,

The contents of Mr. Moyis's pravious isisphone referrad ta Telscom matters snd he -
was vary sincinct in seying any communique with Mr. Parker required mysel ta place
it In weiting 1o which he stated would get an immadisie rsasponse from Telscom:.

| note the delay in time it tock Mr. Moyle 10 compoes such a lettar before ha faxed the
contents to me and as he stated In the frst tsisphons cail, he snd other mambers of
Telecom ware still working oh the subjest matier before Telacom were In s position to
respond in writing,

Mr Davey, you have been informed by Telecom that Mr. Jim Holmes is off the case
and it s my understanding that Senator Alston has raquestad in writing to Telacom
that Mr Don Pinneli bs immediately takan off the case yst Mr. Androw Moyle imp!

This is {arcioal, just what 18 0IRg Oft, Who ls going 10 stand up far the Telecom
CONBUMAE and Whan.

Al | rang Mr. Parker about today was in reapansa to your fax datad the 24th
Saptember, 1993 and Tolsoom's intent to address my 1.8.D.N. connection matter,
siif outstmnding, as my business s still now badly hasmmaraging s¢ & result of F
Telovam's sondust.

GRAHAM BCHORER.
A TELECOM CUSTOMER.

P.S. | have & commitment that cannot be broken with Westpmo in Sydney at

® 10.00A.M. on the moming of Septetnber the 26th, | will dng priar to the mesting, If
unsuccesetul in contacting yau direct, will fing you immaediatety after the meeting but

the time delay at this atage is unknown.

C.C. Sansior Alston
Senatar Boawell
Minigtar of Communications

included with this fax is the sanitisad Freshill, Hollongdale and Paga fax confiming
the contants of Mr. Movia's tslaphans aall and instuctions from Telecom.
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AUSTEL

AUSTRALLAN TELECONMME N ATHONS AUVTHORITY

92/596(6)
28 September 1993 -

Mr Frank Blount
Chief Executive Otiicer
Telstra Corporation L.td

Fax 6323336
Dear Mr Blount
COT CASES

It appears to me quite reasonable for the COT Cases Spokesperson, Mr
Schaorer, to express the frustration that he does in his attached letter, dated 27
September 1993, at possibly having to deal with Telecom's solicitors rather
than with Telecom personnel direct.

As tunderstood it, "Telecom has given lan Campbell personal accountability,
as a very senior executive, to manage all aspecis of the COT Cases” (letter,
dated 24 August 1993, JR Holmes, Telecom's Corporate Secretary, to me).

Telecom now appears to have done a "back fiip” by-instructing its solicitors,
Freehill Hollingdale & Page, to inform Mr Schorer that he must ~... address any
Concerns of a legal nature involving our chent and your business, direct ..."10
their office. While Freehill's letter of 27 September 1993 (copy attached) to Mr
Schorer stales that "... doss not in any way preciude ... [him] ... from
addressing non legal matters through the nermal channels of communications
previously agreed ..." between him and Telecom, it places Mr Schorer in the
impossible posilion as a'layman of having 1o distinguish between “concerns of a
legal nature” on the one hand, and "non legal matters® on the other.

My empathy with Mr Schorer's frustration is reinforced by Telecom seemingly
ignanng an exnonauon in My 16Ner 10 Mr Campbell ol 24 Septenber 1993 that
he should consider suggestions put on behalf of the COT Cases *... on their
merits, not on a legalistic basis or on the basis that they may sel some
“fioodgate” precedent, but in the spirit that the suggestions are made, namely,
in providing some form of address and some form of resolution to what have
been long standing concerns and issues."” R

As lindicated in my letter to Mr Campbeli, there is a strong feeling among the
COT Cases of a lack of good faith on Telecom's part. {f Freehill's letter
correctly reflects Telecom's instructions it can only serve o reinforce that
feeling. A -

“ SQUERNS ROAD MELBOU RAL. \'ICTORIA

POSEAL: 11O, BOX 7422 ST RILD A RD, ARLBOURNKE. VICTORIA, 3004
TELEPHONE: (030 528 “300 FACSEMILE: (03) #20 3021
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While having regard to the amounts involved in the “‘commercial resolution”
proposal put by Mr Schorer and three of the COT Cases | can understand
Telecom wanting to get legal advice on the issues, the matier is more likely to
come 1o a speedy resolution if direct lines of communication are kept open, if

Telecom continues to talk direct to the COT Cases and hears their concerns
first hand. )

AUSTEL for its part is prepared to facilitate such communications and, if
necessary, mediate on what 1 understand to be the next step in the "commercial

- fesolution” proposal, namely, the parties agreeing on the terms of the proposal

ot T
\

before its consideration at the "Executive Council” leve! within Telecom.

Mr Schorer has indicated his willingness for AUSTEL to adopt such a role if it is
hecessary. | await your advice whether Telecom is also willing for AUSTEL {0
adopt such a role if it is necessary. '

What | am proposing should in no way be taken as prejudging the outcome of
AUSTEL's investigalionfreport of the concerns expressed and issues raised by
the COT Cases and others who have expressed similar concerns and raised
like issues. | make the suggestion of AUSTEL facilitating agdvancement of
Telecom’s consideration of the COT Cases “commercial resolution” proposat
now because the COT Cases are in dire financial straits and because, as |
have said before, AUSTEL's investigation/report does not preclude Telecom
from moving now 10 take steps to address concerns or resolve issues raised by
individual complainants, or for that matter, those concems and issues generaily.

As Mr Schorer has sent a copy of the altached letter to the Minister for
Communications and o Senators Alston and Boswell 1 am sending a copy of

this letter to them.,

Yours sincerely

Robin C Daiig TN _,)-

2 dutute
O W S

Chairman - )




Hoimes. Jim

From: Newbald, Greg

To: Beattie, Ken: Adermann, Gregory C; Pinel, Don; Blake, Ed; Campbell, tan; Pittard,
Rosanne; Benjamin, Ted; Holmes, Jim; Hambleton, Dennis V; Marshall, Rass

Cc: Vonwiller, Chris; Andersen, Keith

Subject: COT media iatest

Date: Tuesday, 28 September, 1993 6:30PM

Steve Lewis is following up on his own yarn NOT with the Davey letter to the minister but with the Davey letter to
the CEQ raising concems about our use of Freehills. | have told Lewis that its is utterly inappropriate for us to
comment on the private correspondence between the industry reguiator and Telecom and have drawn his
attention to the release on the C&L appointment.

Ben Potter also has a lefter. Hisis from Davey to lan Campbell wherein Davey cails on Telecom to look
. favourably on interim payments to some of the COTs. Same drilf for Potter including the C&L release.

Given the amount of paper flowing around on this matter, it is hardly sumprising that some should fall into the
hands of the fourth estate. | tried to get a feel for Potter's source but my only surmise is that Davey Ts giving a
strong feed to Schorer and Schorer is passing the paper on. | say this because Potter also raised the Freehills
matter after being told by Schorer of a letter from Davey to WFB.

Greg.

co2BYDO
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Telecom rapped
again on disputes

B8y BEN POTTER,

communications writer,

Sydney -
Telecom has again displeased the
tetecommuanications regulator
Austel over Its handling of dis-
putes with small business custom-
ers.

Austel's chairman, Mr Robin
Davey, has written to Telecom
suggesting it try to resolve dis-
putes with four members of Casu-
alties of Telecom (COT) while
Aystel investigates their com-
plaints. Telecom says it is already
seeking solutions.

Austel also wrote yesterday to
Telecom's chief executive, Mr
Frank Bfount, criticising Tele-

‘e treatment of a COT spokes-
Eﬂth: North Melbourne busi-
n Mr Graham Schorer.

The correspondence came &5

Telecom anncunced if had en-

the accountiog flrm Coo-
pers & Lybrand to audit Its dispute
resolution procedures, which bave
been criticised by COT, Austel,
and the Opposition commuaica-
tons spokesman, Senator Alston.

Coopers will bring two experts
from Britain. Telecom also ex-
pects 10 name 3 European expert
soon to review its neiwork.

COT bas cost Telecom more
than $640,000 in sertlements.

Senator Alston said a Senate
inquiry could be the way to
resoive the issues. He said he was
oot impressed by the progress of
Telecom or Austel, while the Fed-
eral Government was not con-
cerned about the quallty of Tele-
com's network,

Complaints from “hundreds” of
small business people had "all the
halimarks of local exchange over-
load,” he said, yet Austel was leay-
ing technical assessment to Tele-
com, and he was not satisiled
Telecom wanted “to do anything
other than sweep the probiems un-
der the carpet and pay people
off”.

In a lefter last week, Austel's
chairman, Mr Robin Davey, told
Mr lan Campbell, the senfor Tele-
com executive In charge of hand-
ling COT complaints, that many
COT members were in floancial
straits and Telecom would be

demonstrating good faith if it tried:
to resolve their complaints.

In yesterday's lefter to Mr
Blount, Mr Davey said Telecam's
deciston that Mr Schorer had to
address any legal concerns direct-
ly to its lawyers, Freeftill Holling-
dale & Page, appeared to be a3
“hackflip” from its previous state-
ment that Mr Campbell had per-
sonal responsibility for COT com-
plainis.

“It piaces Mr Schorer in the
impossible position as a layman of
having to distinguish betweesn con-
cemns of a legal nature .. . and aon-
legal matters,” he said.

“My empathy with Mr Schorer's
frustration is reinforced by Tele-
com seemingly Ignoring an exhor-
tation in my letter to Mr Campbell
of 24 September that he should
coasider suggestions put on behalf
of COT cases ... on their merils,
pot oo a legalistic basis or on the
basis they they may set some
floodgate precedent, but in the
spirit (hat the suggestions are
made, namely, providing some
form of . . . resolution to . .. long-
standing concerns.”

- AUCTIC
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Consumer will undertake an immediate inspection of all elements of the CAN and
certify that the service is constructed in a manner that compiies with standard
practice. Any defects/abnormalities will be noted and corrected. Pairs will be "clean™
between the exchange and the customer's premises with any common pairs cut away.
Consumer will formatly certify that the inspection has been carried out and record the
results of their investigation.

Commercial will test the customer's service and record the test resuits. This test will
be repeated at regular intervals (at ieast weekly) to ensure stability and consistency.
Where appropriate. CPE will be tested. On occasions it may be desirable to install
recording equipment at the customer's premises.

All technical reports that relate to the customer’s service are to be headed "Legal A
Professional Privilege", addressed to the Corporate Solicitor and forwarded through
the dispute manager. '

The only contact with the customer will be by the dispute manager or the Regional
Manger unless the MD Commercial chooses to become personally invoived. All
contacts with other individuals will be referred back to the dispute manager.

The Regional General Manager will ensure that all other elements of Telecom are
advised of the declaration of a Category A dispute. The managers of these other
elements will ensure that all parts of their organisation are aware of the existence of a
dispute and that staff are advised that they are not to comment on the customer’s
service. On all occasions only staff with exceptional "intelligence” and who have
been fully briefed on the dispute are 10 be assigned to any dealings with the customer
or related activities.

It is important that operational systems (including DCRIS. LEOPARD. Service*Plus)
should be made capable of displaying an appropriate warning mark against the
customer's record indicating that a sensitive customer dispute is in progress and
identifying the dispute manager. Local instructions shouid be issued to advise staff to
refrain from commenting on service performance issues but to reter these 1w the
dispute manager.

S | R00524
el Sl U .
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o 28-88-199% @9:19 FROM CAPE BRIDGE HDAY CAMP [IE] w3 ol .01

» sl

From: Pinel, Don

sunject: . Lettecto Schorar

Date: Tussday, 28 September, 1993 739PM
Jim,

Your proposed reply 1o Schorer is good athough | aaume it is more legalistic than lan would fike. 1 da not know
of anyway 10 soften i without raising expectations.

One poiat not covered that you may Bke to consider is the question of "duress”. This has been ralsad in 3

Sienflacly the question of Telacom's reguitatory and contractual protections from suk dont gt 2 mention ( & may
mmmmmumwanmmmuummpmuuwaMaw
omectations to we will refinquish stich protection)

| aiso think that your section 2 sends conflicting massages. (n one para you comectly identify the constraints on
discussing = particular case with other than tha specific custoenar . You do imply, hawever, that teh customers
couid give schorar some form of authority to act on thekr behalt. | am not sure that these two messages are
consistent. Would a power of attorney., for example, aliow disciosire ta Schorer of astfiemetn datsile covered by
our form of release? 1 dont think so.

| am gatting too legalistic and defansive but we cant afford 10 let anything get away, Howaver, our bast -
option is still to foroe these cases down a legal. structured path. .

w7

.AOB"'ZS{- - | /08

@

TOTAL P.01




OCT 81 ‘93 14:32 FREEMILLS MELE. @3 2891567 P.1

FREEHILL ___
HOLLINGDALE
e e LN A

&PAGE
Melbourne Office

To: _Mr Don Pine] From: Denise McBurnie
At Telecom Australia Directline:  (03) 288 1383

Switch: (03) 288 1234
Tofax: 0722) I7274 Fromfax:  (03) 288 1567

Date: 01 October 1993
Phone: 078376072 | Matter No: 001660539  PinNo: 274

. - . "\
Page: ] of | Approval: 4.—%& n %..,_..‘_

(03) 288 1341 Fax (03) 288 1367 (Intemational phone codes # [§1 3]) or Telex AA33004
' and retuen the original faceimile to .
Lavel 43, 101 Collins Street, Melboume Vie 3000 Australia

Mr Alan Smith
Dear Don

I enclose & copy of the letter sent to Mr Alan Smith at 1.16pm today. I also confirm that [

telephoned Mr Smith on phone number 055 267 267 and spoke to Mr Smith who confirmed that
he had received the facsimile.

Yours faithfully
FREEHILL HOLLINGDALE & PAGE

Per
Ko M CoT
Denise McBurnie

Solicitor

/09
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AUSTELEL

ALSTRALIAN TELECOMA NMOATIONS AUTHORITY

93/596(6)

5 October 1993

Mr lan Campbell

Managing Director, Commercial
Telecom

Fax 6343876

Daar Mr Campbell

COT CASES
SETTLEMENT PROPOSAL

AUSTEL has been asked by the COT Cases 1o facilitate their agreeing with
‘Telecom the terms of the proposal they have put to it on how their claims
 against it may be settied.
2. | understand from the terms of the letter, daléd 29 Sepiember 1993, from
your Corporate Secretary, Mr Holmes, to Mr Schorer, Spokesperson for the
COT Cases, that Telecom agrees with AUSTEL's intervention as a facilitator.
Starting point |
3. | am taking as my starting point the “Settlement Proposal” at Attachment
'A" which was prepared by Telecom for the purposes of clarifying its
understanding of the nature of the proposal put by the COT Cases.
The Settlement Proposal in context
4. The Seftlement Proposalis to apply to the foilowing four COT Cases -

. G Schorer: Golden Messenger (Spokesperson)

. A Garms: Tivoli Restaurant

. M Gillan: Japanese Spare Pans

. A Smith: Cape Bridgewater Heliday Camp.

5. The COT Cases put their proposal against a background of -

. long standing disputes between each of the COT Cases and
Telecom involving, amongst other things, allegations of poor
quality of service provided by Teiecom and shortcomings in
customer equipment supplied by i

. the effect of the matters in dispute on their busingsses

2 QUEENS ROAD, MELBOLRNE. VICTORIA l l o

POSTAL: P.O. HOX 7433, §1 KILDA RO ANELROURNE, VICTORIA, 3004
TELEPHONL: (02 A28 T30 FACSINMIT RO §20 302




. dissatisfaction with Telecom’s responses 10 their cbmplainls

. prior payments made by Telecom to each of the COT Casesin
connection with their disputes.

8. When there is agreement between Telecom and the COT Cases asto
the nature of their proposal, Telecom's Executive Council will ¢onsider it and
Telecom will inform the COT Cases whether Telecom will adopt it. '

Comments by the COT Cases on the Settlement Proposal at Attachment
* Ao . . .

7. The COT Cases have indicaied to AUSTEL that the Settlement Proposal
at Attachment 'A’ does not accurately refliect their proposal because it does not
include an opportunity for Tetecom to proceed without reference 1o the _
proposed Circuit Breaker. That is, the Circuit Breaker is seen by the COT
Cases as a last resort mechanism that would operate only if -

. a direct offér by Telecom were unacceptable
.+ Telecom chose not to make an offer.

. 8. While there may be merit in an opportunity for Telecom.in the first
instance o nagotiate directly with the COT Cases and to have the Circuit
Breaker as a fall back position, the history of the matter suggest to me that
direct negotiations between Telecom and the COT Cases would not provide a
resolution of the matters more quickly than an immediate move to a Circuit
Breaker and | understand that the COT Cases do not press for that pan of their
proposal to be recorded in the Settlemnent Proposal . '

Clauses 1-4

i Both Telecom and the four remaining active COT Cases are
seeking a final settlement of the outstanding matters between
them if that is possible. .

2. A final settlement is one that will be absolutely binding and, once
entered into, has no chance of becoming unstuck.

3. The settiement process envisaged requires a "Circuit Breaker”
that is a person accepled by all parties as an honest broker who
will investigate the claims of the COT members and propose
terms for commercial settlement. .

4. The “Circuit Breaker” will be a person of clear independence and ‘

integrity who will bave had experience in commercial assessment,
mediation and arbitration.”

9, | understand that the COT Cases agree with Clauses 1-4 of the
Settlement Proposal. -
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Clause 5

"5,  The person nominated as "Circurt Breaker” is Mr Barrie O'Sullivan
of Freeman, Plumber & Puliinger, Loss Assessors of Brisbane.”

10. My understanding is that Mr O'Sullivan is the COT Cases' first
preference but that if it were necessary for the Settiement Proposal to proceed,
the COT Cases would be prepared to accept another person.

11.  One suggestion that they have made in that regard is Mr Gordon
Hughes. | understand that Mr Hughes is an immediate past President of the
Victorian Law Society and is the Managing Partner ot Hunt & Hunt, Solicitors of
Melbaurne. | further understand that Mr Hughes' personal expertise is one of
information and communications technology law and the resolution of disputes
in those areas. | also understand that if he were to be chosen he would
undertake the task personally. :

12. Another suggestion i$ a person nominated by the President of the
Queensland Law Society. -

13,  Alternatively, | understand that a person nominated by AUSTEL skiiled in
alternative dispute resolution with a mandate 1o call upon others of his or her
choice with professional skills (for example, accounting skilis) relevant to the
task would be acceptable to the COT Cases.

14, Would you please let me know which of the alternatives you would want
to follow,

Clause 6 (a)

6. The proposad procedure for seitlement is -

(a)  Each COT member will provide the "Circuit Breaker” with details of
their claim and whatever supporting material they have available.”

15. The COT Cases agree with Clause 6 (a).
Clause 6 (b) '

wb) The "Circuit Breaker" will check the circumstances of the
business and industry of each COT member.” '

16. | understand that the COT Cases intend that the Circuit Breaker should
compare the performance of each of the COT Cases’businesses with the
performances of other like businesses over a relevant period so that the Circuit
Breaker may draw conciusions on how the COT Cases might have performed
but for the matters in dispute between them and Telecom. ' .
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17. | suggesi that Clause 6 (b) be amended 1o reflect that understanding as
followings - - '

"The “"Circuit Breaker" will check the circumstances of the business and
industry of each COT member and compare the performance of COT
members' busingsses with the performances of other like businesses
over a relevant period so that the “Circuit Breaker™ may draw
cornciusions on how the COT members’ businesses might have
performed but for the matters in dispute between them and Telecom.”

Clause 6 (¢)

“(¢)  The "Circuit Breaker” will verify the claim of each COT member,
_ and will make adjustments to claimed amounts as seem justified
® by the investigation. Call losses need not be proved to be
causally linked with amounts claimed.”

18. lunderstand that the COT Cases have in mind that the Circuit Breaker
will, amangst other things; be looking at the circumstances of the COT Cases
both individually and as a whole and at how Telecom responded not only to
individual cases but aiso to the COT Cases as a whole.

19. 1 further understand that the COT Cases are not seeking to deny that
there should be some causal link between Telecom's quality of service and
their claims but that because not all call losses and other problems expetienced
by them have been recorded they should not have 1o be put to strict proof of
each and every call 10ss or gther problem.

20. Having regard to my above understandings, | suggest that the Clause 6
(c) be amended as loliows - '

[ “The "Circuit Breaker" will verify the claim of each COT members and

will make adjustments to claimed amounts as seem justified by the

~ investigation. In carrying out the investigation, the "Circuit Breaker” will,
amongst other things, look al the circumstances of the COT members
both individually and as a whole and how Telecom responded not only to

 individual cases but also the COT members as a whole. As not all call
losses or other problems experienced by the COT members have been
recorded, the "Circuit Breaker”" will not require strict proof of & causal link
between each and every call loss or other problem experienced by the
COT members but may draw from the available information and material
reasonable conclusions about the extent of the call losses and problems
and their impact on the performance of the COT members’ businesses.”

Clause 6 (d) .

"(d) Each COT member will be bound to acceépt the evaluation of the
“Circuit Breaker" in advance, including an evaluation that is less
than the total amount of the member's claim, or 1ess than the
payments already made by Telecom o date.” '

//0




21.  The COT Cases agree to Clause 6 {d) as stated above.

22.  The Settiement Proposal would be enhanced i Clause 6 (d) were aiso 10
include words 10 the effect that the Circuit Breaker may not assess a sum
greater than the amount claimed by any COT Case and what those sums are in
respect of each COT Case. That is a matter of detail that can be addressed if.
Telecom agrees to adopt the proposal. '

Clause 6 (e)

"te} Telecom will also be bound to accept the evalvation of each claim
in advance."” _ :

23. The COT Cases agree to Clause 6 (e).
Clause 6 (f) (i) and (ii)

"(f)  COT members will be bound in advance by the outcome of the
evaluation of one or morg of the following arrangements:

() by signing an irrevocable power of attorney authorising the
*Circuit Breaker” to accept settiement on their behalf.

(i) by agreeing that no payout need be made by Telecom {0
"~ any COT member until all have agreed to the evaluation of
their respective ciaims.” '

24,  While the COT Cases agree that Clause 6 (1) (i) and (il} as expressed
above accurately reflects their proposal as they put it to Telecom, they have
accepted my advice that further down the track Clause 6 (i} may give individual
COT Cases cause for concern and could lead 10 delays and real difficulties in
individual COT Cases achieving a satisfactory settlement. Also, the Clause
seems 1o me to be unnecessary if Telecom is to commit itself to the Circuit
Breaker's determination. Accordingly, | suggest that Clause 6 (f) (i) be deleted.

Clause 6 (f) (iii)

“(iii} by withholding a portion of the payout for up 0 two years to
ensure public acceptance by each COT member in practice.”

25.  |think that it might be useful lo specily in this clause that the ... portion
of the payout...."is to be determined by the Circuit Breaker having regard 1o
the financial circumstances of individual COT Cases. | suggest that the clause
be recast as follows -
"by withholding a proportion, to be determined by the “Circuit Breaker”
having regard to the financial circumstances of each COT member, of
the payout for up to two years to ensure public acceptance by each CcoT

member in practice.”




Clause 6 (1) {iv)

“liv} " each COT member will sign in advance letters to the Minister and
to AUSTEL publicly acknowledging the fairness of the process and
that it is a model for reconciliation of commaercial differences.”

26. The COT Cases agree 1o Clause 6 (1) (iv).
Clause 6 (g)

“(q}  Telecom would be bound to accept the outcome of the process by
entering inlo a bank guarantee to the maximum of each claim.”

27.  As i understand what is intended by this clause, it might be better
expressed as follows -

“Telecom is to provide to the "Circuit Breaker" a guarantee that it will

meet any claim as assessed by the "Circuit Breaker” to the maximum of

the claim.” ‘ _
Clause 7

"7, Timing: The whole process would be expeditiously handled, and
would take about ten-fifteen working days comprising -

. one-two days spent with each COT member to venify each claim,
examine the basis of claim and documentation

. a few days to report on each case and to seek agreement (if
possible) to the evaluation -

. a few days to reconcile not only between Telecom and each COT '

member but across all four members (see 6 (f) (i} above).”

28,  While the COT Cases agree that Clause 7 accuraieiy reflects the
proposal as they put itto Telecom, they recognise that the timing of the
implementation of the Settlement Proposal wilt need to be reviewed having
regard to - '

. the history of the matters

. the need for the Circuit Breaker to become familiar with the cases

. the nature of the investigations to be conducted by the Circuit
Breaker \ ' -

, the travel involved

. -the need for the Circuit Breaker to consult with third parties.
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29,  Accordingly, | suggest that the clause as it stands be deleted and
replaced with a clause to the tollowing effect - : .

"Tim:‘ng:' Speed is of the essence. The "Circuit Breaker" will be
instructed accordingly and to give priority to prepaning a mutually
acceplable limetable for consideration by the parties.”

Other matters

30. | consider that it would be desirable for the Settlement Proposal to
address the issues of - - _

. who will bear the costs of the Circuit Breaker - as | understand it
the COT Cases would have Telecom bear the costs

. an.indemnity for the Circuit Breaker - as | understand it the COT
Cases would have Telecom indemnify the Circuit Breaker.

31.  For ease of reference | have recast the Settlement Proposal at
Attachment ‘A’ to reflect the above amendments - see Attachment 'B": COT
Cases - Settlement Proposal Mark i,

32, The Settlement Proposal Mark Ifis acceptable lo the COT Cases. As!
understand it, the Settlement Proposal Mark / would also remove most of
Telecom's difficulties with the earlier version as listed on page 3 of Mr Holmes
letter of 29 September 1993 to Mr Scharer. | deal separately below with what !
understand to be Telecom's difficulties with old claims versus new claims.

33. | should also add that Mr Schorer has addressed point 2 in Mr Holmes'
jetter and has obtained from the other three COT Cases written
acknowledgments (Attachment 'C’) that he is authorised to act as their
Spokesperson, :

Qld v new claims

34. | understand from Mr Holmes' letter ot 29 September 1983 to Mr Schorer
that Telecom takes the position that -

... all matters in issue up to the dates of individual settlements have

been formally resolved, and that no outstanding (as opposed to possibly

new) claims will be made.” -
35.  MrHolmes' states in that regard -

"If there are, indaed, any new claims which, in the view of COT

members, have arisen since settlement, details should be provided to
Telecom or our solicitors, Freehill, Hollingdale & Page.”
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a6.  While in normal circumstances that might be a reasonable position for
Telecom to adopt, the circumstances of the COT Cases are beyond the norm -
it Telecom is satisfied that from its perspeclive the prior “... individual
settlements ..." it affected with the COT Cases were reasonable, it should not
be concerned that an independent third party (the Circuit Breaker) might look at
them anew. The terms of the Setifement Proposal Mark Il enable the Circuit
Breaker to make a finding to the effect that the prior “... individual settlements
__"waere reasonable and, if o, the COT Cases would be bound by such a
fincing. . o '

37.  Also, as | understand it, the COT Cases claim, in effect, that when the
prior *... individual settlements ..." were arrived at -

] not all relevant facts were taken inlo account

* they were under duress by virtue of their financial circumstances
and forced to accept the setllements.

30. As a model corporate citizen Telecom would, no doubt, want all relevant
facts to have been taken into account. The terms of the Seftlement Proposal
Mark 1l provide an opporunity to clear the air - they would enable the Circuit
Breaker to test whether. as claimed by the COT Cases, all relevant facts were
not taken into account and, 10 the extent they were not, 10 take them into
account. Alternatively, the Circuit Breaker's investigation may confirm
Telecom's position and from that perspeclive shouid be welcomed by Telecom.

40. = Finally, if the attached letter (Attachment 'D*) dated 7 July 1993 from /
RO ¢

Freehill, Hollingdale & Page to one of the COT Cases’soliglors is indicative o
the way that Freehill, Hol_lingdale & Page have approached the COT Casesin
the past, | would be more than a hitle concerned if they were to have &
contuinuin role. 1say that because in the context of the letter ther selective

t

T—

quotation of what were then Telecom's general conditions of {rading
misleadingly omit critical qualifications in the clauses they were relying on to
deny liability.

41. This is not the first occasion that | have had 10 take Telecom 1o task for
misleading statements of its liability in the context of the COT Cases generally -
see my letters of 30 August and 9 September 1993 re Dawson's Pest & Weed
Control and my letter of 20 September 1993 re The Gourmet Revolution. While
| am addressing those occasions separately from my consideration of the
Settlement Proposal, combined with Freehill, Hollingdale & Page's letter they
do reinfarce my view that there would be merit in Telecom adopting the
Settlement Proposal Mark Il.

o~
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42. 1am further reinforced in my view that Telecom should not resile from
the Circuit Breaker looking anew at the claims by the four COT Cases by -

. the admission in your letter of 16 September 1993 to Senator
Alston that - _

“We are also concerned (and can't deny) that, on occasions,
Telacom cfficers may have made statemenits which were
inaccurate or rude, such as:

"You are the only one in the area with the problem"”

“Telecom has no liability ...

. Such stalements are typical of those clalmed by the COT Cases
to justity their allegations o misleading and deceptive conduct by
oo Telecom.

’ the statement in Mr Holmes’ letter of 13 September 1993 to the
Minister for Communications that Telecom's -

"... responses o these customers have at times not been
evarything, which, in hindsight, we would have wished them to
be.”

43.  Again, ! stress the urgency of the mauers and look forward to your early
advice that the Seftlement Proposal Mark Il has received favourable
- consideration by Telecom's Executive Council,

44. 1 am available at your convenience or ai the convenience of Telecom's
Executive Council to elaborate on any of the above points.

Yours sincerely

Chairman

e
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Hill= Trevor

From: Hill, Trevor

To: Henville, Jenny

Ce: Pinel, Don; Hambleton, Dennis V
Subject: Auste! Submission - Comments.
Date: Thursday, 14 October 1993 10:58AM
Priority: High

Graham Powles,

I regret that other Austei bush -fires this week have not allowed me to devote the time 1o review your
submission to the extent that { would have preferred nor that your efforts deserved.

Initial comments are:
1. Exec Summary.
Background.

We need to focus Austel's attention as much as possibie on the current father thah the past level of service
delivered to Cot Cases. 7

Para 8, - instead of "was not as high as desired” change 1o “did not meet customer’s axpectations” _ .
After “1995wmmmmmmm5mmym '
between the parties and were often enhanced by Austel's presence in its now stated role as “honest broker" *
At the end of the 3 dot points insert:

" Itis these claims that are the basis for and focus of Austel's Investigation into the current level of service
quality experienced by these customers.” '

Para 14 - "pressures” rather than “limitations”

Para 16 - because...”.of their perceived lack of independence.”?

Para20 - "influence” rather than"support or not"

Para 25 - After "suggestion is proposed” insert * Telecom seeks Austel's comments on this suggestion. Actual
implementation of the suggestion would need to take into account comments received and any other
organisational initiatives and imperatives that may impact on the suggestion.

Para 26 - Please note that, as stated at previous meetings, | have strong reservations re our response to this
issue. There is a big ditference between making the allegation of misleading and deceptiv'e behaviour and

on behalf of the company. If senior management of C&C truly believe that this iflegal behaviour has occurred
then it is incumbent upon those same managers to take immediate action against the staff involved,

My view is that Telecom's response to this issue should reflect the advice from Denise McBurmnie,
Freehill, Hollingdale & Page, Solicitors. '

[ will continue to work thru’ the doc. and feed my comments to you asap,

Trevor Hill

page R03331 [ I l
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Malbourne Office

To: Don Pinel
Copy to: Jim Hoknes
Greg Newbold From: - Daniss McBurnie
At: Telscom Australls Direct line:  (03) 288 1383
, . Switch: (03) 280 1234
To tax: 534 8444 From fex: (03) 289 1567
Dets:; 19 October 1983
Phonas 634 5738 Matter No: 1860521 Pin No: 14
Page 1 of Approval:

The information in this faceinile in privilegs! & cufidential, intended anly for the uee of the
intividonl or entity nemd sbove. If you are mot the interded secipiat, xy disswinstion,
copying or we of the infoomtim ip strictly 1f you have meceival this commicatin
in erzor, plesse imedistaly telsphore us (we will sccapt severe charges) on:

(03) 288 1941 Pux (03) 208 1567 (Invecrwtianal phone codes + (61 3]) or Telex A3I006
axl teturn the .

original fscainile t0
Lerel 43, 101 Collins Street, fhlicume Vie 3000 Awcralia

Current status:

o Duesburys & FHP contin process of evsluating SVERSREWRs clals -
final report to Telecom 'nu;.ng. privileged sud will not be made available to

* Telscom preparing report for FHP analysing dsta svailable on WmSEEs,
services (is, CCAS, Leopard, CABS and flis notes) - this report will be
privileged and will not be msde avatiable to NENBNSEr. :

d Synmsas has requested Dussburys to return all dooumentstion which he
has pr:vldod to Dussburys. This request is being complied with.

. Mapllasmam sent & fax to Cheryl Prins this morning (copy enciossd).
RUUNEen has been provided with informetion today. (sos ocopy ol
oovering letter enclosed). ‘ :

*  WANNEERuer told Peter Crofts at Duesburys that he wiil be taking the TV,

press sto. to Telecom tomorrow. Glven Sivtapasnitive pest conduect It s
not olesr whether he intends to carry out this threat.

omanco 2




Pleass oconiset Denise MeBurnie If you havs any further queries sbout this

Youru sinoerely

Line 19—

. A0679y // 2
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From Holmes, Jim

To: Pickaring, Michael

Ce: Hill, Gayle; Pinel, Don

Subject FW: Recording of Customers Calls
Date Monday, 25 October, 1993 9:58AM
Michael,

| undarstand that the Telacom has authority undaer the act to monitor (listen to and/or record) customer telephone
conversations as pant of the faulk management process. It is my further understanding that the content of the
conversation so monitored cannot be used but that the cbsarvation of call progreas using this method is
legitimate.

Wouidyoupleaseoonﬁnmheabovamdemaruasneoessaryonmebuﬂpmiﬁm

Don

A0B541

Page 1
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From: Pickaring, Michaei

To: Pinel, Don

Ce: Hill, Gayle; Holmes, Jim

Subject: Recording of Customers Calls -
Date: Friday, 29 October, 1993 9:48AM

Priority: High

Don,

I refer to the above and to your message to Jim Holmes.

| can confirm your understanding that Telecom may listen and record telecomminucations for camer operational
purposes which includes instaliationthe operation and maintenance of the network and for the tracing of, for
example, malicious calls. Otherwisa it is illegal to ksten to or record a :elephone conversation without the
knowiedge of the parties to that conversation.

if the content of the conversation was o be recorded and used at least two issues wouid arise. To satisify the
requirements of the Telecommunications(Interception) Act, parties 1o the conversation would have to be informed
 that listening or recording was taking place. The usual method of informing parties to a conversation, that the
conversation is being listaned to or recorded, is by the inclusion of pip-tone or by a verbal message at the
commencement of the conversation.

Privacy principles and policy wouid need to be considered, particulary the requirementfor individuais to be aware
of the purpose for which inforrnation is being collected.

Michagl Pickering

Page 1
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ATTACHMENT

AUSTEL
AUSTRALIAN TELECOVMUNICATIONS ALTHORITY
82/596 (8)

10 Novambaer 199
TN LB Ry 8
Mr lan Ca )
Managing Di r - Commeccial Business
Telecom

Fax 6343876

Dear Mr Campbetl )
COT CASES SETTLEMENT PROPOSAL

As discussed with you this morning, | confirm that | am prepared 10 recommend
1o the four COT Cases named in the Fast Track Settlement Proposalthat they
accept the proposal. . o o

{ also confirm that insofar as it is able, AUSTEL wiil snsure that the settiements .
reached as a resull of this process wili be binding on afl the paries..

Having regard t6 the matters put in your letter of 8 Novémber 1993 conceming - -

. the time it will take Telecem to establish administrative
arrangemonts and assign statf 1o handie claims from other
cusiomers under its new dispute resolution process being -
developed in consuttation with AUSTEL . ° .

. the inclusion of additionat cusiomersiin the Fasf Track Settlement
Proposal defeating the intention 10 achieve a spesdy outcome and
obtain experience 10 assist in establishing a new process,

AUSTEL agrees that the Fast Track Setflement Proposal will be confined to the
four COT Cases named in the proposal. That agreement is on the basis that
other persons that are known to AUSTEL and Telecom to have claims /nthe
pipeline will be first cabs off the rank under the Propoesad Arbitration Procedure
once it is settled, provided that, if appropriate, Telecom is prepared 1 walve the
upper iimit under the Proposed Arbitration P -

{ have asked Clift Mathieson, AUSTEL's Spocial Advisor Networks, 1o aise
directly with you for the purpose of establishing Tor the four COT Casesnamed
in the Fast Track Settlement Proposal a defined statug for their telephone

service for the purpose of oblaining agreament on the operational performance
of their telephone service when a financial setilement is established.

Yours sincerety .
.-‘o.--'-—. R -—-;-’::.:3--:.- . ) . v
Y e A0967¢
1] Q“..-" "’A-._-.::-‘-;‘ --'-"Nﬁ' : ) a ’ o
Robin C Davey . Lo S i
Chairman ( : oo

§ QUEL'NS RUMSY. ML BOURNE, L S
POSTAL. P.O. BOX 243, ST KIU NE. VICTORIA, 3004 _
TELEPHIONE: 100) 838 7200 FACSIMILE:(03) 820 2023 : l ’

L U T




Holmesﬂ{m
e ——

From: Vonwiller, Chris

To: Campbell, lan; Parker, Harvey; Holmes, Jim

Ce: Stanton, John; Blount, Frank; Rizzo, Paul

Subject: Warwick Smith - COT Cases

Date: Wednesday, 10 November, 1993 6:58PM
CONFIDENTIAL

Gentlemen:

Warwick Smith contacted me in confidence to brief me on discussions he has had in the last two days with a
senior member of the parliamentary National Party in relation to Senator Boswell's call for a Senate inquiry into
COT Casess.

Advice from Warwick is:

> Bosweil has not yet taken the trouble to raise the COT Casas issue in the Party Room.

> Any proposal to call for a Senate Inquiry wouid require, firstly, endorsement in the Party Room and, secondly,
approval by the Shadow Cabinet.

> This would appear highly unlikely at this stage, given Boswell's apparent lack of interest of raising it within the
Party Room.

> The intermediary will raise the matter with Boswall, and suggest that Boswell discuss the issue with Warwick
Smith. Warwick sees no merit in a Senate Inquiry. .

He has undertaken to keep me informed, andconﬁnnedhnswewmatSenaerlstonwmnotbepressmga *
Senate Inquiry, at least until after the AUSTEL report is tabled.

Could you please protect this information as confidential.
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11 November 1993
Mr Don Pinel
Telecom Australia
Level 10
242 Exhibition Sueet’
MELBOURNE VIC 3000 By facsimile
Dear Don
Draft Austel Submission
Legal Professional Privileged
Confldsntia¥Commarcial in Confidence

WémtuwthepwuiﬁmﬁaﬁoftheAumlmmchwmemm10
November 1993 for our final comments. .

Tofnciliumincorpmtionofotmuueswdmdmnummeﬁnﬁdnﬂmhawdmdy
pmﬂdedemhmePowelnmyonhednftmbmsionupmwhichwehavemadet
fewbmduﬁmmdmenu.eimtheurgencyofthhmm.thm amendments have

becnhmdwﬁneumdhlshughtedfwusemdspecdofincmpomuonlntotheﬁm
document.

Wchmalaobeenmquuwdtomvidea"siwoﬂ'onthefmbnﬁuion from a legal
pmpecﬂve.mthhmgud.wem&etbefolbwingwmmz

1. Weundounndthatinmpnﬁngtha&ubmhdon,hlmmhudwidadtomhthe
apmhofmd!ngeemindeﬁciemimhiupmnﬂprmdmuhr
hmdﬁng%nismﬁemdtoin%ﬁbmiﬁmu'd&ﬂeult"fmlumdforiﬂ
handling of certain customer dispute situstions.

Weundeuandthathiuppmchhnbemhhnbyhlmmm&wbuiamnitia
mﬁcipatedthatAustel‘snpononiuinvemonudnmlﬂnaiﬂcimof
Telmm‘ammmdwduminMuudemmwshawmﬁcipm
Austel‘lcﬁﬁclmwiﬂ:mmutommm':whwmhmm
be improved.

Inlightnm\inppmach.weemphnmmmhwahmunduvomedwminmﬁn
any “dangerous” sdmissions of liability which may have sppeared in the draft

Barwnistans & SoLictrors

16} COLLINS STREET
MELBOUANE 3000 AUSTRALIA
GPO BOX 1284 MELBQURNE 3001

7

TELEPHONE (03) JAS (234  FACIMILE {03) 208 1347 A 10 4'76

TELEX AA3S004 DX 240 MELROUANR

STONIY MILMOUANY FENTH CANBARRA BRIBEAND LONION (LT P10
ARPAIARNTED )N RANGEOK ANO JAR4dT2
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v o« 3> Lyi4i FREEMILLS MELB. @3 giser P.3
o -H!'-'Ill"iiiltﬂlt‘
Telocom Australia Page 2
11 November 1993 :

Theputiciuuwmmﬁuiniuuemﬂm.awmtymwpplymim.mchu
MWmicuwithMGmmdlkmm»mﬁy.mmm
wouldbemn;bjyﬁtfortbepuxpouforwhkhhhwm'scunmhme
expruedto'l‘eleoomﬂmmhmmuqu&ed.

Ofcoum.forsuchacwmofbmchofwmtywbemdeom.ﬂnmuleﬂdm
® musuhowthu_Telecomhutniledtomtheummhdabhwmmm
pmpouofourcmhemiﬂoummcpouibimytmmomumw
' mnhmmsmmmmcSuhmhﬁmmbeMuudmofmh
evidence against Telecom's interest.

Tebcmmmmmmahmmmmmdm.w.mtbem
thuﬂulubmhdoncontnmmy:dmhﬁmoffmwrm against interest,
Telecom may, by virtue of the contents of the Submission, expose itself to the risk of
myacdoas(whathexlegdorpoﬁﬁcn)thumybommmmofmh
.WehxvemdumredwmlcwtheSuhuﬁuimﬁ'omthepmpecﬂn
that the Submission would, ramdlmofthonunminwwitwupmwdto
Austel, find its-way to eitlmthecusbmmwmcadurpubﬁc forum,

| PlemdonothesimetoeoanenincBumieifyouhvemquﬂamsudinsthe
| . mﬂndmcwhlchwehuwmdewmemmswnﬂuionoﬂryouﬁlhwﬁmcr
discuss any elements of the Submission,

Yours sincerely
FREEHILL HOLLINGDALB & PAGE
per

€&, Mrlan Campbell,
Mr Iim Holmes

17
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FREEHILL
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&PAGE
Our Ref:BEB:RAB (PHIMELCFO313001.1)
12 November 1993
Mr I Row ' Confidential
Corporate Solicitor
Telstra Corporation Limited
41st Floor, 242 Exhibition Street
. MELBOQURNE VIC 3000
Dear [an
Telstra Corporation Limited
Secondment - Simon Chalmers

The firm is delighted to be able to again participate in the secondment of one of our staff
members; this time, Simon Chalmers, to Telstra Commercial and Consumer Business Unit.
We suggest that the following terms would apply to Simon's secondment,

L. Whilst remaining an employee of Freehill Hollingdale & Page, Simon will
commence a six month secondment with your company on Monday, 15 November
1993 retuming to our office on 16 May 1994. This six month period is renewable
- for a further six months, subject to the agreement of both Telstra and our firm, The
secondment period is able to be varied if the need arises, however, no change wiil

occur without agreement of all parties involved.

. 2. Our firm will continue to pay Simon at his current salary including all associated on-
costs, We will render an account for Simon's services in arrears on a monthly basis
for $5247.00 (being based on the payment of Simon's salary and the firm's costs of
WorkCare, Superannuation etc).

3. As an employee of our firm, Simon is entitled to four weeks annual leave and eight
days sick leave in each twelve month period. Any leave actually taken during
secondment with Telstra will need to be recorded in our payroll records and therefore
we will require Simon to inform our payroll department of any actual entitlements.
taken during the secondment period. Any leave which Simon would like to take
during the secondment period should be by agreement between Simon and Telstra.

4. We request that a Performance Assessment be completed for Simon pﬁor to the end
of his secondment with your company on the same basis that you assessed the
performance of Denise McBurnie while seconded to Telstra. _

Barristers & § OLICITORS
10! COLLINS STREET

MELBOURNE 3000 AUSTRALIA ¢

GPO BOX 128A MELBOURNE 3uol A _104'63

TELEPHONE (03) 288 1234 FACSIMILE (0% 288 1567
TELEX AA33004 DX 240 MELBOURNE

aYDNEY MELBOURNE FEATH CANDERR A URISBANE LONDON SMINGAPORE

i HEPRESENTED IN BANGKOK AND JAKARTA
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Mr I Row, Corporate Solicitor Page 2
12 November 1993

5. During secondment, Simon will be subject to the supervision and controi of Telstra
and not of this firm. Accordingly, Simon will not have the benefit of the FHP
professiopal indemnity cover. In these circumstances Telstra agrees to accept ail
liability in respect of any advice given by, actions or omissions of Simon Chalmers,
whilst acting in or arising out of his role on secondment with Telstra
(notwithstanding that Simon will remain an employee of our firm for the full term of
the secondment). Telstra agrees that it will not make any claim against the firm in
respect of the advice, actions or omissions made by Simon during the term of his
secondment to Telstra. Telstra further agrees that it will indemnify the firm against
any claim which may be made against the firm relating to that advice, action or
omission.

. We would be pleased if you would sign the attached copy of this letter and return that signed
copy to us as confirmation of the secondment agreement.

Yours faithfully
FREEHILLL HOLLINGDALE & PAGE

Lo

Partner

Copyto: Maurice Broom
Paul Montgomery

On behalf of Telstra Corporation Limited, I confirm the terms and conditions as outlined

. above for thg secondment of Simon Chaimers.
&2" ; Date 2 Nomagg 'q93,

oooooo

Ian Row .
Corporate Solicitor

Name... reeesseessrrnsssreseretessarsenessiatosprassnasaras Date..

ALlU464
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Holmes, Jim

*

From: Newbold, Greg

To: Beattie, Ken; Humrich, Alan; Pinel, Don; Blake, Ed; Campbell, lan; Law, Ann; Pittard,
Rosanne; Mcbumie, Denise; Benjamin, Ted; Holmes, Jim; Hambleton, Dennis V; Hill,
Trevor; Marshall, Ross; Long, Bernadette _

Ce: Vonwiller, Chris: Anderson, Keith

Subject: Today's meeting

__ Date: Wednesday, 17 November, 1993 8:33AM -

Peter Sekuless and | have prepared a draft news release, a one-page media aide for fan Campbell plus the
pre-emptive media strategy itseff.

Am now raising with Sekuless the merits/demerits of holding back the BCI info for a "cleansing” program
immediately after the mess of Coopers. My thinking is that it would draw the focus away from the Coopers stuft
and on to our network that works.

Greg.

A05254
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| COT CASES
FAST TRACK SETTLEMENT PROPOSAL

This “Fast Track" Setlement Proposal:

(a) applics in respect of the following four COT Cases:

(i) G, Schorer:  Golden Messenger

@) A Gamms: Tivoli Restaurant

Gi) M. Gillan:  Japancsc Spare Paits

(iv) A, Smith: Cape Bridgewater Holiday Camp

() provides the basis for a process riittache
consultation with AUSTEL. that 'may be appliod as a dispute resolution
* process additional to the Telecommunications Industty Ombudsman scherme.
- (Telecom acknowledges that the COT Cases' proposal has assisted Tclecom
10 clarify its views about dispuw resolution processes suitable for small
business in the future.) _

‘Telecom and the four COT Cases agree:
(a) to a review of!

Y] the sdequacy of the amounts paid by Telecom to the four COT
Cases under carlier settlements '

(@) claims since the earlier seftlemcnts to 8 date of the assessor's
findings. .

Ll

| (b) that the review be conducted by an assessor nominated by the

Telecommunications Industry Ombudsman after consultation with Telecom
and the COT Case involved to the assessment,

~ The TIO's nomination shall be aperson whommurualmﬂmdependcnt.
with appropriate expericnce and high standing. .

(c) ‘that the review will focus on ldsseshanéﬁed to have been incurred by the

COT Cases due to faults or problems in his or her telephone servies and will

¥ }eview the following matters thai are the subject of a separate inquiry by
AUSTRL.: ,

9 the manner in which Tck,com handled each of thc COT Cases
complaints; or .

Gi)  the manner in whichﬂaemﬂicrsctﬂmmltsmhandledorﬂw
reasons the COT Cascs entered into those earlier settiements.

except insofar as they arc relevant to the losses that are alleged to have been
incurred by the COT Cases due to faults or problems in his or her telephone
service. (Telecom will make available to the assessor copics of both the
Coopers & Lybrand and Bell Canada International repom and its responses

to those reports.)

PEELBZEE £ BUUHOUDEHOUIUUO 22T €6, AON 8T
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That in respect of Mr Schorer the matters covered by the earlier sattlement
between his company and Telecom are specifically excluded, because that

.setilement was via a payment in court and was confined in relation to the

matters it covered. none of which need or should be re-opened.

It is assumed for the purposes of this proposal that Mr Schorer and Telecom
have made a previous settdement regarding Mr Schorer’s claims in respect of
alleged faults or problems with his u:lephonc service, and Telecom paid
nothing in respect of those claims,

that mc review will be primarily based on documents and writien
submissions. Each party will have access to the other partics' submissions

" and have the opportunity to respond.

‘The assessor may, however, call for oral presentations by either party. Such
presentations will not include cross-examination, and would not be open to
the public or third parties. chrcscmauonofthcpuﬂcswﬂlbcatthc
assessor’s discretion.

that in conducting the review the assessor will make a finding on reasonable
grounds as to the causal link between each of the COT Case's claims and
alleged faults or problems in his or her telephone service and, as
gppropriate, may make reasonable inferences based upon such material as is .
prescated by each of the COT Cases and by Telecom, ie. unless the
assessor is able to conclude that Telecom caused tho loss claimed, there will
exist no basis for a claim aga.inst Tchcom

that in respact of some period or pc.nods of the time covered by the COT
Cases’ claims Telecom may not be strictly lisble, or have any legal
obligation, to pay any amount to them and for that reason in making the
findings the asscssor will in respect of each of the COT Cases:

(i)  determine for the time covered by his or her claim, the period or
periods for which Telecom is not strictly liable or has no obligation
to pay and the period or periods for which Telecom is Liable and has
an obligation to pay

()  determine in respect of each such period the amount of loss, if any,
incurred by the COT Case

(ili) recommend whether, notwithstanding that in respect of a period or
periads that Telecom is not sirictly Hable or has no obligation to pay,
Telecom should, having regard to 2ll the citcumstances relevant to -
the COT Case’s claim, pay an amount in respect of such a period or
periods and, if so, what amount.

In the four COT Cases covered by this Proposal, Telecom, acting in good
faith, commits in advance to implementing any reconmdaﬁon made by the

assessor pursvant 10 clause (2)(g)Gii).

PEELEZE £ HEBHYHUHHOOEEBYOYOEY EV 12T €6, AON 81
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(Y~ thut bLefore the assessor commences the review, to inform AUSTEL i
writing that the assessor's finding will be final aod binding upon each of the
COT Cases, and that no claims will be pursued or considered for those
services for the period reviewed for any reason in any forum,

@) that if the assessor determines in respectof a COT Case an amount less than
that paid voder an ecarlier seitlement, Telecom will not recover the
difference. L - :

() that speed is of the essence, and that the assessor will be instructed
accordingly and to give priority to preparing a mutually acceptable timetable
~ for consideration by the partics.

(k)  that Telecom will pay the assessor's reasonable costs.

1)} that the amounts paid by Tcloéom under this agreement will be maintained
confidential by the parties. .

(3) Telecom does not accept the COT Cases’ grounds for reviewing the earlier
settloments.  However, on the basis of a denial of lisbility and without any Iegal
obligation 16 do so and purely as a matter of good faith and business expediency,
Telecom is prepared (o agree to the above mentionad review.

(4)  This proposal constitutes an offer open to all or any of the COT Cases referred to in
Clause (1)(a), which will lapse at Spm on Tuesday 23 November 1993, This offer
may be accepled by signatre below and sending advice of such signatnre to
AUSTEL or the Telstra Corporate Secretary before that time.

Telswa Corporation Lid

Accqptﬁd ---------- LA R L Y T Y YR TN YT Y ) [AETERT ST TTY Daw CIER IR I TS LRI R Lo A L TR YY)

/L)
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_ FAST TRACK SETTLEMENT PROPOSAL

This "Fast Track" Sextlement Proposal:
(a)  applics in respect of the following four COT Cases:

@ G. Sehorer:  Golden Massungsr

) A Garms: Tivoli Restaurant

Gi) M Gillan:  Japanose Spare Parts

Gv) A Smith:  Cape Bridgcwater Holiday Camp

@)  provides the basis for a process (copy atached) being developed in
consthation with AUSTEL that may be applied as a dispute resolution
process additional to the Telecommunications Industry Ombudsman scheme,
(Tclecom acknowledges that the COT Cases' proposal has assisted Telecom
w0 clarify its views abou disputc resolation processes sultable for small
business in the future.)

‘Felscom and the four COT Cases agree:
{a) 10 & feview Of!

(4] the adequacy of the amounts paid by Telecom to the feur coT
Cases under carlicr settlements :

()  clzims since the cudlier setlements to a date of the asssssars
findings. v .
(b}  thar the review be conducted by an  assessor norhinated &=

Telecommunications Industry Ombudsman after consultation with Teizzon
and tic COT Casc involved to the assessment,

The TIO's nominatioh shall be a person who is impartiul and independsar,
with appropriate cxpericr: . and high standing.

at the review will focus on losses alieged to have been incurred by the
COT Cases due to faults or problems in his or her telephone service and wi!
ne review the follzwing matters that ase the subject of 8 separate inguiry b
AUSTRL.: ' '

(- the manner in which Telecom handled each of the COT Cases’
complatnis; o , '

G the manner in which the cardier sctlements wexe handled or she
reasons the COT Cases enteved into those earlier settiements.

sxcept insofar as they are relevant to the losses that axe. alleged 1 have heon
- =wrred by the COT Cases due to faults or problems in his o . Jephane
e Telecom will make available to the aseessor cop.. aoth (e
*\rers & Lyhrand ang Bell Canada Intemerione! renorie an”  NeLponses

1w thuse seport. | . 2
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That in respect of Mr Schorer the matters coversd by the earlier sottlement
berween hix company and Telecom are specifically excluded, because that
setlement was via a payment in court and was confined in relaton to the
mnatters it covered, none of which need or should be re-opengd,

Ttis assumed for the purpases of this proposal that Mr Schorer and Telecom

have made a previous ssttlement regarding Mr Schorer's claimg in respect of
alicged faults or problems with his telephone service, and Telecom paid
nothing in respect of those claims,

© that the review will be pimarily based on documents and  written

submissions. Each party will have access to e other partics’ subrnissions
and have the opportunity to respond.

The assescor yoay, however, call for oral pregentations by either party. Such
presentations will not include cross-examination, and would not be open to

grounds a5 10 the cansal link betwosn each of the COT Case's tlaims and
alleged faults or problems in his or her telephone garvice and, as
appropriate, may make reasongbie inferences based upon such material ag is
presented by each of the COT Cases and by Telecom, ie, uvnless the
asseszor is able 10 conclude that Telecom caused the Joss claimed, there will
cxist no hasis for s claim against Telecom.

that in respeet of some period or petiods of the time eovered by the CO”
Cases' claims Telecom may not be strictly lishle, or have anty lapil
obligation, 10 pay any amount to thet and for that reason in making the
findings the asscssar will in respect of euch of the COT Cases:

(i) determine for the time covered by his or her claim, the period ¢
penods for which Telecom is not strictly liable or has no oblization
to pay and the period or periods for which Telecom i liable and has
an obligation to pay

)  dewrmine in respect of each such perind the amount of loss, if any,
meurred by the COT Case

(i)  recummend whether, notwithstanding that in respect of a pesiod o
periods that Telacom is not stricdy Eable or has no obligatinn to pay,
Telecom should, having regard o all the circumstances relevant to
the COT Cair'r claim, pay &n amount in respect of such a penod or
penods and. i+ ., what amount.

In the four COT Cuases covercd '+ *Ris Proposal, Telecom, acting .
faith. commits in advange o in - d toommendation made . /

3§SESL0T pursuani 1o clauge (:'(Lh
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thil before the assessar con;tn'.necs the mview, 1o inform AUSTRL. in -

() o
w;idng that the a;sassor:_gmﬁngwiﬂ be final and bmdmg upon each Ofthﬂ .
__COT Cases, o elai O 5Onsidered for those
any foram,

3

@

-
-

()  thatif the assessar determings ‘iﬁ respect of 2 COT Case an amount lass than

that paid onder an eagier setlement, Telecom will sot recover tha

differenca.

and that the. assessar will be instructed

® lhat speed is of the essence,
accordingly and 1o give priority to preparing o matorlly accoptable timetable
for considerasion by the partics, .

fk) . thar Telecom will pay the asses.s.or's reasonable costs,

@ . thatthemoun:spaidbyTelcéodeathis agreement will be nuintained
confidentia by the parties, :

settlements.  However,
obligation 1o do so and purely as a mattsy of
Telecom is prepared o agree to the above mentioned review,

This proposal constitutes an offzr opes to all or any of the COT Cuses referred to in

Clanse (1)(a}, which will lapsc at S5pm on Tuesda
may be accepled by signatare below and sending advice af such signatore 1o

AUSTEL or the Telsira Corporate Secretary before thar time,
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Holmes, Jif — _
V L

From: Pinel, Don

To: Campbell, fan

Ce: Holmes, Jim

Subject: Arbitration- Case Preparation

Date: Tuesday, 30 November, 1993 5:25PM

fan,

{ have invited Russel Berry and Denise to meet with me tomorrow to discuss Freehills involvement in the _
preparation of submissions to the arbitrator. They will join me at 11amn my office. If you wish to be part of this
discussion please let me know. We may need a bigger office.

Don

.-
P N
z

LU AV Ly,
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' ' - Commurciel § Contumet
To Mr | Campbell from E.J. BENJAMIN Cuslomer Aftaire .
Customer Projacts .
Executive Office - C8C w&“m
subject  TIO AND COT File - Tolaphone {03634 2977
- Facaimbe 1016323201

{ hope you agree with this.

ed .
GROUP MANAGER - CUSTOMER AFFAIRS




Friday, 26 September 1997 SENATE~—Legislation " ERC&A 109

Mr Armstrong—Yes. The basis upon which it was put that the report was
fabricated was an apparent clash of dates, as I recall, with two sets of testing. This goes |/
back a couple of years. 1 believe that claimants raised the matter with the TIO. Telstra ..
went to Bell Canada and raised-the clash of dates with it. As I recall, Bell Canada -

provided a letter saying that there was an €ITor in the report.

Senator SCHACHT—Can you please provide us with a copy of that letter from
Bell Canada? :

Mr Armstrong—I do not have it with me. ¢

Senator SCHACHT—Can you get it for us?

Mr Armstrong—Yes.

-

Senator SCHACHT—1 will put that question on notice. As to the complaints ‘to
Telstra from the CoT cases—Mr Benjamin, you may think that you have drawn the short
the CoT cases and so On.

straw in Telstra, because you have been designated to handi¢,
Areyoualsoamemberofme'I'IOboard? ’

Mr Beﬁjamin—[ am a member of the TIO council.

-

Senator SCHACHT—Were any CoT complaints o issues discussed at the council

while you were present?

. Mr Benjamin—There arc regular reports from the TIO on the prbgrcss of the CoT
Senator SCHACHT—Did the council make any decisions about CoT cases Of
express any opinion? . . o

Mr Benjamin—I might be assisted by Mr Pinnock.
Mr Pinnock—Yes.

Senator SCHACHT—Did it? Mr Benjamin, did you declare your potential conflict
of interest at the council meeting, given that as a Telstra employee you were dealing w1
CoT cases?

Mr Benjaniin—My involvement in CoT cases, I believe, was known to the TIO
council. : _
Senator SCHA CHT—No, did you declare your intesest?

ENVIRONMENT, RECREATION, COMMUNICATIONS AND THE ARTS
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ERC&A 110 SENATE—Legislation Friday, 26 September 1997 -

Mr Benjamin—There was no formal declaration, but my involvement Was known
to the other members of the council.

Senator SCHACHT-—You did not put it on the record at the countil mcct:ing that
you were dealing specifically with CoT cases and trying to beat them dowa in their
" complaints, Or Teduce their posiGon; Is that COrect! _ )
L 4

Mr Benjamin—{ did not make a formal declaration to the TIO. _

Senator SCHACHT-—I have to say that I think that is poor. Mr Pianock, in the
future you ought to get the process Tight. People should make declarations on the record—
* in the minutes—and then withdraw from the discussion. ' .

Mr Pinnock—You are making certain assumptions, Senator.
Senator SCHACHT—Mr Benjamin—

Mr Pinnock—Senator, you directed your comment o me. I would like to answer
it. Firstly, no discussions were held within the TIO council at any meeting that I went to
since I have been ombudsman, My recollection is that I have been to every mecting of
council bar one. As to any issue relating to any individual CoT—the issues that were
discussed in my status reports to council were simply where each claim was at a pagticular
point in time and how much time I s in relation to those matters. The only
discussions that were ever held in council with the TIO when I was present—and as I say,
I was present.on all but one occasion—were discussions as to the amount of time that I
was spending as the administrator of the process as opposed to my other work as

- ombudsman. Mr Benjamin is correct. In my presen d I do not-know what happened

pefore I became ombudsman—there was no formal declaration. Every member of the
council knows, and knew, that Mr Benjamin was involved in the CoT process. For that
very reason there was never any discussion as to any of the details of any of the claims,
Telstra’s attitudes to them, the claimant’s attitudes, or any matters that were discussed
with me in my role as administrator. '

Senator SCHACHT—Mr Pinnock, you said that you gave the status report to the

council on the various cases being dealt with, Without belabouring the point, it seems to

me that Mr Benjamin’s involvement- end he was dealing specifically on behalf of Telstra
Jith those cases—should have beea d in the minutes, YoU Sho on ‘/
board. There has been 50 much heat about these 1ssues. These are the sorts of things that

lead to a perception that there might well be an advantage to Telstra. It has someone on

the council who is dealing with thesé complaints on behalf of Telstra and who might
inadvertently have inside information into what the process is. That is why I think it is

more important. The council ought to have a look at that and obtain legal advice about
what is appropriate in relation to the declaration of a confiict 0 Interest or association.

This is something that you have to get cleared up and absolutely right.

ENVIRONMENT, RECREATION, COMMUNICATIONS AND THE ARTS 2 _ B E

L]
+




AU ) e

"N" '“‘“ e A-.-.--L..-gnu-—--—_..— T - sememeam neom s T
- e i Lo prae

Scnator SCHACHT—That was one that was successfully negouahlc—a conclusion was rcachcd bcl:wccn I

'hcmcs’ . . . - . R . . -<.;I;'-_‘:-. { ‘J
DeMigkins~Yes. 7 ¢ O I E
Senator SCHACHT-—'Ihank you. g g

Mr Armstrong—-—I Am & solicitor With T Tclstra. I am gcnctally mvolvcd in claxms by customcrs foc loss I
was made Telstra's representative on the working party until December.- of last year and [ have had ongomg
involvement in the working party process ever since.

Senator SCHA CBT—How long have you been involved in 'CoT cases? SR

Mr Armstrong—Since late 1994 in the CoT arblmons S .

Senator SCHACHT--So you wer¢ a.cma.lly dlrect.ly tnvolved in some Co'I‘ arb:tratnons‘? e

Mr Armstrong—-Yes. . . R . -

Senator SCHACH.T—-Ones that were succcssful or some that were noz" S o

. Mr Armstrong—Yes.s. ool AT T SV AN

< Senator SCHACHT—Mt, Bcn;amm, whcn d1d you first irst get mvolvcd m dcalmg wnh Co‘I‘ cases? .. . ;_.i': . h

MrBenjamin-<-In1994." - Rt T

Seriator. SCHACHT—What posmon did you hold ,m 1994 whcn you got mvolved—-the onc that you now

havc"..;-..-.};"r__.l t.i-.n.k*,- et 2 1‘):“ . e ,_..._ Soemat

Mr Bcn;annn—No IWas | group managcr of the Offi cc of Customer Affmrs Lworked to the group gcncral
manager of that office. who was Steve Black.‘ : ,,L crefied L e R IERERUTV T

Senafor SCHACHT "Mr Binas. =~ ST e i

My, Binns—I have _begn managing the search_,ptooess_pf the final vswacprcsearch ‘that-we have beea
conducﬁn‘ for_thc dmmants "My priog involvement was for 2 pwod w late 199510 early 1996

. Senator SCHA CHT—What was your involvement.in A995-967. ¢ R e
Mr BW—MMM analysis, quowmmmof,ﬂw CoTcases R L Rt R '~.'i-——/ WHT
Scnator $ ere you involved in Apy.diect negaiations in the arbitrations ofthe cas«:s—-‘ﬁ'mﬁé"
across the tﬂb duil COT rcpmentaum" ) i wbmi"v‘ oo VR "f‘ R
. Mr BIIIIIS——NO. w?sm “’ﬂh’*"{"’ Py ._,- Y e fiNe LI ﬁ BT
Skabivr SCHAC —-Bcfou'e 1994 @ you have any prcvtous molvcmcnt or. dlscussmn wnh CoT?5i% - 1

‘r%ip = ﬂ«*‘“‘! gy g Crnoye nbUXS RO e ok T‘»L:) —TRI 2 W ’_ . l
SCHA CHT—Since you were appointed in l994 you have been in charge of documcntauon" _
Mr Btnns—No ‘T was involved for approximately 12 months and mtumed eb'ihar gtoup in the T'a_st stx
months. W T NIl T - 1 (ISR B YR Ak TR oL .
Smuorﬁamcnx—wa-gyw askedwmmmtaﬂwgmup" - S e e
b&ﬁlﬂﬂhxcsuﬂe—ﬂd—} kel ¥ A LR et tﬂd 3}3».. it 2l UL “ _ E ’ l i
Senator SCHACHT--On what bas:s—becanse of yvourptevxous cxpcncnce" L e
Mr Binns--] wolld bEEVE S0 i - <1 % ¢ h.‘ o S N
Smator’SCHACﬂ‘l‘-@l‘hﬂnkm o o ey
Mr Levy—! am the odifiage? &f the group thi s pl'epanng the service historics and case histories for all
of the high level claimants and determining basically what happened with. regard to the semcu ot‘ the
particular claimants. I have been involved since November 1994. o
Scnator SCH@CQT:UHIW been involved all of that time? B
Mr Levy—Yes, I have. - R TR
Senator SCHACHT—You have got the longest institutionsl memory: It miﬁht be an advanuge‘ br’
dasadvantage.lmnotml’orgogu,pt‘usuism;y AL know. - - . B 3
HAIR——ScnatorSchacht,,Justhefore you go any fusther, [ waat to rcaundmembm thatthisnomm:m
¥ hearing is iri camera and that means that what is said inside this committee should not be repeated dutélde
The Senate would see as serious any information that went from this committee t0 outside. . X

Senator SCHA CHT=INow that we have got on the record what positions people are in, I would hke to
ask each member from Telstra the following question, beginning with Mr Samarcq. Mr Samarcq, have you

1
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Holmes, Jim Do
From: Holmes, Jim

To: Pinel, Don

Subject: RE: AUSTELTIO

Date: Friday, 03 December, 1993 4:24PM

Don,

In our later phone discussion you said you would take this up with John MacMahon of AUSTEL. Any outcome?
Jim

From: Pinel, Don

To: Campbell, lan

Cc: Holmes, Jim

Subject: AUSTEL/TIO

Date: Thursday, 02 December, 1993 7:34AM
lan,

Now that the TIO has been officially "launched” it would be appropriate for Augiel to change its approach to
customer complaints and start referring them to the TIO rather than dealing with them in AUSTEL.

This should be appealing to Davey as he would get rid of a messy problem and we would hopefully getinto a
more structured approach to complaints.

Rather than writing to Davey on this it might be better handled either by a phone call or altematively a phone call
or letter from the TIO to Davey.

It is desirable that the growing stream of complaint to AUSTEL, followed by request for files and other records is
stopped.

What do you think?

Don

Don

Page 1




Blake, Ed

*

From: DPinel

To: JSayer; RPittard; KBeattie

Ce: DPinet; PGamble; ICAMPBEL: EBiake
Subject: Customer CAN

Date: Sat, Dec 4, 1993 7:23AM

An incident was reported to me late on Friday by John MacMahon regarding a
common pair found on one of ocur most difficult customer's lines. The details
of this are not yet known but if it proves to be true it will be seriously
embarrassing.

Wouid you please confirm that your Region's investigation and work with the
major customers has included requests to the appropriate area for a thorough
“special inspection” of all network elements including CAN. Peter Gamble
should bs informed of details.

Don

101200
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Intamal Mens DT  TEmoy voErecs

b -3 Mr H Parker
Group Managlng Director
Commercial & Consumer

Sbdec Telocom-Austel COT Research

welecom

AUSTRALIA

Cormatvda) & Ooranpay
Frem E. J, BENJAMIN - Qs MEsi

lockad Bag 660

Mars e gYD
Hn

Tilghas O &4 2977
Dats € December, 1993

Pexirils 3 62 20

lﬁwmmmmrmummmmmwwmmm Sranch were discussed with Austel last Friday
(3 Decomber, 1993).A|.stalwaragivenamedhmmmmmmmamrsmwbemm
mechoopyof!»reponoiven to Austel i attached for your information,

mewveyfoundmau%ofmezwsmanbmhea
memmrﬂwpas:mmmw

rmmqu)mmwmywmmmmmm'

of Very significantly aflecting thek business.

Of these 4% (105) of small business customers who percaive an adverse eﬁactmmb\shwss.uﬁtas)agmedbhavem_w

otme&ptobieuubymemandmeywmlommahasisofasocond.

cause(s) of the problems they believe 1 exist with incoming calls.

dlagnosﬁcstageolmissmdybdetennhememdomm

Sevmehpemntofustémemsaidﬂnyhademedemedmmmﬂem{mammwdbﬁmhgm}mrhmm
moanths, ‘I'hesewilabobehﬂowedupby?ebcmnbmnmhrmewposeolmissudyanddonotbnnpmofmdmbmm
Austel .

Ted Berjamin
GROUP MANAGER - CUSTOMER AFEAIRS
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- Gelecom

AUSTRALIA

Commerclal & Consumner -
7 December ﬁa _xLE ) Lovel S :
1993 a2 q D 242 Exhibition Street,
MELBOURNE VIC 3000
Australia

“Telophone  (03) 634 G671
Facsimile (03) 634 3876

Mr WL Smith
Telecommunications Industry Ombudsman
Box 18098
) Colling Street East
MELBOURNE, Vic. 3000

Dear Warwick,

Thank you for your letter of 3 December 1993 advising me of your intentions with the
*Fast Track* settlement procedure for the four CoT complainants.

The person within Telecom responsible for final decisions on tresourcing procedural
arrangements, assessor/s and access to material is myself (phone 634 6671). However,
any discussions of detail you may wish your staff to progress can be with Steve Black,
Group - Customer Affairs any time after 14 December (phone 634 2977).

i 1 will arrange a discussion between yourself and Coopers & Lybrand within the next few
N days if it is convenient for you.

Yours sincerely,

e\

Ian Campbell

D01232

4 L 3
4&0;« Lemited




E£TPe—LI94  Lo=Or CRGNT TR DINLIAE AT W i

--------------

-------------------------
---------------------------------------
----------------------

DEC 8 793 11:54 FREEHILLS MELER., @3 2881567 F.Z
HOLLINQDArE ©
&PAGE {b
16 December 1993
Mr Alan Smith
Cape Bridgewater Holiday Camp
RMB 4408
CAPE BRIDGEWATER VIC : By facelmi]
Dear Mz Smith
| Cape Bridgewstar Holiday Camp

Our Ref: RAB:DLM:1660839

I refer to your letter of € December 1993 and to our subsequent telephone conversation. In
your letter you asked for information concerning recent testing of your 008 number
undertaken by Bell Camada International (BCI) at the requast of our client, Telecom

-Australia.

With respect to your first question, our client has informed us that BCT's testing of your 008
micewuwndwmd&omthemnuﬂdmbm.awsmiceswo:ksbyprovidin;a
translation of the 008 number 10 as ordinary telephone number. When a call is made t0 a
008 number, thar call is switched through to the central database system. At this pelns, the
008 number called is checked in the database and the #pperopriate number that it transiates to
is determined. From this point the csll is then switehod to the translated number,

With respect to your second question, BCI did not test your 008 number from locations
other than the central database sysiem.

With respect to your comment conceming & customer from Mount Gambier, South Australia
who has reported to you that he had difficulty contacting you on your 008 servics, if You are.
able to provide our client with more details (such az the caller's telephone number) our client

Yours faithfully

Solioitor : '
BarnisTers & Sortctrons / 8
- Wi COLLINS STRRET

MELBOLANE 3000 ALSTRALIA
G20 30X 1284 MELBOURNE 350)
. TELEPHONR (04) 2041234 FACSIMILE :08: 2R 144~
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- boar18822 Fx. 0S5 267 230 Victoria's first permanent Settlement

4th January 199¢
‘e D MacBurnie,
T M Tollugdate & Page,
\'/ I.\:‘}km :tfe’t.
*WLBOURNE 3000

Dear Ms. MacBurnie,

L am writing this letter to confer wity YOU Of your Associate, seemungly
you are on holidays regarding the many letters and ¢onversatons |
have had with you in referenc

¢ to the faults and Tequests of thege ranits
re Telecom

yourself or from Telecom to yourse(f.

6 mins and 52 $eccnds, and agan o
e sare day in the afternoon at 215pm {cr 1 mens and [ 4

- L have repeatedly asked for this request. The fact that
Hon is hindering my claim under the fast

utually accepted, both Telecom and COT
15ualLies of Telecom)

(3N ]

Cot.! »matien b

Y Telecom that we have had faults on our tine
2s late as Aug

ust 1963 I ask or Tequest for thts confirmation
T 129

Aldaiy

4 . . T I i Y at A I ."".I -
Hid w9y egaese isa 981 dg-31 T s rer s
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3 Written conlirmaton by Telecom that
they had monitoring my lines (not the

5. Re letter sent to Denige MacBurnie 158th Cctober 1991, | dig
. Rotask for 8oaly the originals ang focations re paragraph 3.
Whoat I agked forisa clarification that the s0rt duration calls

(test calls) wore actually made to my premises Those test
calls came in,

Sinay, s registered engaged from Horgham
*XChange [ nave already spoken to Mr Peter Penny from the
Horsham exchange on that évening. He has confirmed that each

call registered O X Dy which we
rsation. ! ask again o

{ Telecom for confirmauon of
shese 5 bus)/ tone calls that did not Teach s premises in lotter
form.

6. As you are aware AUustel have 12 therr possession
documentation regarding the Cape Bridgewater Holiday
Camp. They have information Fegarding my communication
faults over g certain duration This briefcase having been

laadvertenty et By the Melbourne Network Support Group
(Telecom)

f
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[ would alse like Telecom to Le pro-active i lorwarding
thewr opinion of th¢ \l3pe which ¢learly shows short
Incoming registered calls This Elmy @pe 11as monitoreg

calls from the 13th, L4th, [5th, 18th, {9th and 20th May
1993 Telecom hzs at the side of these incoming <alls,

their own tick marks as to the assumption that these calls
Were not received at the destination intended. We also

have outgoing unanswered registered discrepencies. Would
Telecom please supply me with therr own 1nterpretation of
this tape and aiscrepencies Q4L dny). [ mught add, [ have had
this tape independently viewed by a Technical Communication
Consultant and would like to marry up Telecoms opintons
With those of the Communications Consultant

L

Re letter addressed to Davig Hawker MP Feders)

Member for Wennon, signed Mr. lan Campbell, Managing
Director, Commerciat Dusiness, dated 23rd August 1993.

Re paragrapn 7. Mr. Campbeil nas written stating that
gevera) letters from the Cape Bridgewnter Holiday Camp
¢lients had supported my claims of an inadequate
telecommunications service. | quete "Mr. Smith has
Frovided several tetters from nis clients supporting his
claams. Each of which have been investigated without a fauit
being tound" | would like now for Mr Campbell t6 forwara
Me or perhaps to Mr. Hawker MP the number of persons Mr.
Campbetlt checked by way of this pragraph

Re paragrapn & Does Mr. Campbell suli maintain that |
have had no known communication faults as mentioned i

this parsgraph and | quote "no network fault hag been
found over the last few months

With reference to paragraph §, no network tau(t has been
found over the last few monaths aithough 2 prodtems with Mr
Smuth’s private equipment have beer weentified inctuding
misoperauen of his answering machiné ! would Like to add

o Mr Camptell's statement of Z problems with Mr. Smith's
private equipment

1297
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Cn Jurehasing a hand set from Retravision a Telecom . model 2009, hand
heid, this equipment and its faults was exper:enced by 2 Telecom
Technical personell, Mr Ray Morris from Melbourne and Mr, Gordon
Stokes Irom Pertland. This hand set would not switeh off when
completing telephone conversations Both Teiecom employees found
this fault to be prevalent Q5 many occassions while testing this
équipment. The fault was that the off button would not actvate
sometmes on the first try. Semetimes it took the operater of this
equipment as many as S or 6 times before the set switched off. This
would nave allowed the line to be free for other incoming calls. This
oquipment was ONE week old. ] then re-purchased another A new
hand set on the advice of Ray Morris, Meibeurne Commercial Divigion
Telecora. This same équipment did the same thing again, here at Cape
Bridgsvater ! then contacted Telecom Commercial Suppliers of s
CQUITmaN and told them of the malfunction. | then took the equipment
back w my suppiier. [ nave 1ot been game to buy e third (this
equipment s supplted by Tetecom and GUARANTEED by Austel!!)

On answering the second Treference of my private equipment, ..my
answerning machine. While 1n Melbourne, which was not a commen
accurance, Telecom's Mr. Ray Morris reng 3 Margaret Reefman who was
warking and staying at My premises, looking arter my cam P Asshe
was living on the premiseg, she did not have the answering mackine
connected. While having a shower and aitending to her normal daily
toiletries, she activated the answering machine with the incoming call
from Mr Ray Merris, Telecom, belleving this non -answered call was a
fault. FACT.

ia summary [ would like Freehill Holingdale & Page to send me answers
© the above questions, namely paragraphs | through 7

This request will enable me to 41N the informetion that e required te
further my ciaim re the rast track proposat.

In closing however. I wouid like to ask again of Mr. Campoell, does he
really pelieve or expect me to believe that in paragraph g of his letter,
that | have been kept fully informed of al matlers and condilions of ks

service? [ would apprectate his reply in wriung

AlUdL.
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Your resde - ard attention to this URGENT matter would be appreciated
and [ &7 ,OUr early response
N
/7
Yours (aithrutly, /
ALAN SMITH
C.C. JOHN MAcMAHQW,, . .
CONSUMER AFFAIRS, AUSTEL. l 2 ?
MR IAN GAMPBELL, ﬂ
TELECOM, GLNERAL MANAGER COMMERCIAL. AlUa.,

-r“‘q.
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50< S0 BE&SE SS8 3901 48-35vD “o E’ﬁ'!' éﬁ" 2100 90-i0-p5,




FREEBRHLL
HoLiLtiNGDALE

&:P.AGE _ /9

COPY

28 January, 1994 |
¥0\160
Mr Alan Smith
Cape Bridgewater Holiday Camp
By facsimlle
No. 055 267 230
Dear Mr Smith
Cape Bridgewater Holiday Camp
DLM:001660539

We refer 10 your letter dated 4 January 1994 to Denise McBurnie.

We also refer to your telephone conversation with Denise McBurnie on 25 January 1994 and
confinm that Telecom wishes o establish Mr Steve Black and Mr Paul Rumble of Telecom,
as your point of contact for requests for information from our clieat. Any further requests

for information which you have for our client should therefore be directed to Mr Black or
Mr Rumble.

In response to your request for information we provide below our client's responses 1o the
questions raised in paragraphs 1-6 of your letier. In your letier you requested answers 1o the
questions raised in paragraph 1.7. Your letter did not contain a paragraph 7 and we were
unable to ascertain any further questions from your letter. Our client has instructed us to
respond to the questions rised in paragraphs 1-6 of your letter as follows:

(1) Paragraph1

Telecom has previously advised both yourself and AUSTEL that it did locate the
names of two employees who made the calls refarred to in this paragraph. These
employess are involved in investigating reported faults and testing customer services
by making & number of calls cach day. Given the elapse of time between the making
of the two test calls In question and the time you requested release of the caller’s
pame, it would be difficult to determine any detailed information regarding the
discussions which took place during those test calls. It is Telecom's position that it
will not release the names of employees unless Telecom considers the release of such
information to be reasonable and proper in all the circumstances,

Baxzisrars &« SoticiTors
101 COLLINS STRIET
MELSOURNE 3000 AUSTRALIA
GPO DOX 1284 MILBOUENE 300
TELEPHONE (03) 108 1334  PACSIMILE (D)) 188 1567
TELEX AA33004 DX 240 MELBOURNE

STOMNEY MELAOU RS PEATN CARDIRRS BEIBEAND LONDON HINGAPORE

L S L8 129 8
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(2) Paragraph?2 KO

An examination of the fault history for 1clephone number 035 267 267 indicates that
you made a total of nine reports to Telecom's Fault Report Services during the period
| Janvary 1993 until 9 August 1993. As a result of testing conducted into these
reports the following results were obtained:

s In January 1993 two reports resulied in:
()  on 6 January 1993, a handset was replaced at your premises,

(i)  on 13 January 1993, a printed circuit board et the Portland Telephone
Exchange associated with yous telephone equipment was replaced.

. On 18 February 1993 your report was referred to the Customer Operations
Group in Ballarat. This report involved the repair of 2 fault that was found on
-~/ another customer's PABX located in Ballarat.

. Testing associated with the remaining six reports occurred between 20 May
1993 undl 9 August 1993 and resulted in the fault reports being cleared as
"No Fauk Pound” or "No Fault Found, but sdditional network testing to be
uadertaken”. This additional testing found no evidence of any network faults.

() Paragraph 3

Telecom has recently had in place equipment to monitor your service at the Portland
Exchange. This equipment Is involved in passive line potential monitoring and does
not “register fault conditions as suck, but provides a report on the line status
experienced, for example, incoming call, outgoing call, time of call, Interpretation of
the output of this monltoring is required in conjunction with other information and

testing to allow Telecom to determioe the overal! performance of a customer's
service,

Other forms of service monitoring which can be used by Telecom are AXE Test
System and Common Channel Signalling Monitoring. Agaln, these systems both

N produce data that requires analysis and cross referencing with other materials. It is
therefore not possible to provide the information as requested in paragraph 3 of your
letter. A detailed analysis of your service occurs as an ongoing process and any
anomalies detected during that time are acted upon directly.

(4)  Paragraph 4

As the information provided originally in your letter dated 12 November 1993 was
of & limited nature, no specific response was poscible to your allegations concerning
over charging and shont duration of calls. However, Telecom does have cleasly
defined policies and principles for call charging and billing. These priociples are:

. customers will be charged only for calls which are anawered.
. unanawered cally are not charged.
FHPMEL C4\94025008.1
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Mr Alan $mith | Page 3
28 Januxry, 1994

. unanswered calls include calls encountering engaged numbers (busy), various
Telecom tones and Recorded Voice Announcements as well as calls that
"ring out" or are terminated before or during tinging.

(5) Parsgraph$

As Telecom has previously advised to you, the incident referred to in this paragraph
relates to the use of Malicious Call Trace (MCT) that was placed on your line as pant
of the testing of your service. MCT resulted in the line being "held busy" for 50
seconds after the actual cal] was terminated. Consequently, the first call was made,
answered and temminated, and the following five salls, all made within the 90 second
pesiod received a busy tone. Subsequent to this incident, MCT was removed.

(6) Paragraph 6

6] As you have noted in your letter the Elmi Tape which was mtained by you
from & brief case inadvertently left at your premises by a Telecom employee
was apparently returned by you to AUSTEL. Telecom has been unable to
locate that tape and has inswucted us that it received a different tape from
AUSTEL than the one to which you refer ia paragraph 6(1) of your letter.

Consequently, Telecom is unable 1o comument or provide any opinion of the
tape to which you refer at this stage. Telecom is currently eadeavouring to
coufirm with AUSTEL the location of the tape to which you refer, It is also
Telecom's opinion that it is not appropriate for Telecom to cotament on this
piece of material at this time and it would be more appropriate for Telecom's
comment to be conveyed during the Fast-Track arbitration procedure.

(i)  Prior o receipt of the letters provided by you to Telecom, Telecom had had
reason to investigate the mawers referred o in those lotees and bad completed
those investigations without a fault being found, Telecom did not consider it
necessary to conduet such investigations again when they had already been
completed Mr Campbell's statement of "each of which have been investigated
without fault" in his letter 10 Mr Hawker was therefors correct.

(ili)  As noted above in Telecom's response to the questions raised in your
paragraph 2, Telecom hes not found any evidence of natwork faults
applicable to and which could affect your service during the period to which
you refer.

Your faithfully
FREEHILL HOLLINGDALE & PAGE
per:

Denise McBurnle -
Solicitor

FHFMELC4\94025008.1
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Internal Memo "e’ecom

AUSTRALIA

To Harvey Parker OFFICE Ot CUSTOMER AFFAIRS
GMD - C&C TELCATS Branch
Locked Bag 4960
From Len Budge 371242 Exhibition St.,
Manager TELCATS Melbourne Vic. 8100
Australia
Subject COT MARKET RESEARCH Telephone  (03) 634 5573
Facsimile
Date 17 December 1993
File
Attention  Ian Campbell
Doug Campbell
Steve Black
Don Pinel
Ted Benjamin
Paul Rumble
John Vaz

A

For your information please find enclosed the final COT market research report which
was delivered to Austel this week. As indicated in the draft report, 4% of the small business
custorners surveyed indicated that they were experiencing incoming call difficulties which they
judged as significantly, adversely affecting their businesses. An Executive Summary is on pagss
four to six of the report.

The report carries a warning that the research does not discriminate as to the causes of the
difficulties experienced by the customers, which can include factors determined by the customer.
Stage two of the study is underway which is to investigate the causes of the difficultes
mentioned by the customers. Ed Blake is managing stage two.

Please do not hesitate 1o contact me if you have any questions in regard to the research.

Len Budge ; &'\AEL

Manager TELCATS
Office Of Customer Affairs

001029

/30
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21 December 1993 Commercial & Consumer

Lol 5

242 Exhibition Street,
MELBOURNE VIC 3000
Australla

A0Q356 Tolaphone  (03) 634 6671

' Fecsimile  (03) 634 3476

Mr W. Smith

TeleeommiuﬁoulnduauyOanun

Ground Floor, 321 Exhibition Street
Vie. 3000

Dear Mr Smith,

RE: FAST TRACK SETTLEMINT PROCEDURE

Becmsethoprocedmeisu“ﬂadble, quasi-judicial process” and could lead to

. | ﬂsﬂﬁampmdmforthemw.ﬁmﬂuﬁmﬁmmmohﬁonpmcmbued ,
on arbitration, Tdecom'sviewistha_tthcpﬁmityrequimmmthforlegaland
ﬁmnddexpaimhoomonlawmmofcomucialdaimsforlom

waomkmmofasmdlmmberofpeophwhodonothaveaiegal

butwmﬂbenﬁuwe-foxmmplo,MPmRymof'AnhnAndmm
Howcm,thmmfewamhpeople,mdmzhoddbemhmifsnonleplpmon
is being considered, ~
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()" Capacity in small business and communicstions issues is vital.
Agreed.

: A It is suggested a high level of financial and accounting expertiss is needed as
well &3 project management,

3. STRUCTURE
Agreed, with two sdditional comments:

() Rismduwoodthatthano,inlddiﬂmtolppoimingthemmd _

. mabanyneceamydirwﬁomontheconduuoftheproceas
L . lpproveudmtlwﬁmlreportmdreemendaﬁom.

®) nnmmmmwm«mmwn&mmﬂ
mmmumwmmmmm.

4.  FUNDING ARRANGEMENTS
Agreed.

mmmm&wummofmbudmmm _
mmm-w,mmmmmnmum "

s. TIMING
The indicative timetable is agreed.
Ymhmﬂontomahﬁrmmﬁcmohﬁonwhaepouibbkmomd.

It is noted that outstanding issues on the assessor's procedure are scheduled to be
finalised by 30 January 1994. Telecom will be making some suggestions before




™ J_M.ﬁ _ U _..—_“

-3.

Track®
Pmmm&'mwkhwﬁmmyofthoabowmﬁm.

Wﬂw ﬁrmmtbomﬁmﬁmoovmdbym “Fast

Yours M,

Aoos:—:-s /3/
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MEMORANDUM
TO: Graham Schorer Jodvstry
Ombudsman

FROM: Warwick L. Smith .

L Warwick LSmith (L8
DATE: 7th January, 1994 Ombudsman
SUBJECT:  Assessor
Wagen Pengilley

. CnrmnﬂyPro&ssorofCommmialLawUniversityochmsde.
. 7yuanonTradercﬁmC0nmnssionasC0mnﬂssiom

. KeylectumrandooursepmvideratComerdalDlsputescanuc
. Ounsnltanttonationallegalﬁ:mSly&Weigall

* No work personally for Telecom

. Apolitical.pncticajwe]]mgardedmdnatiomlﬁgum

Iﬁspncﬁcalcmnmmialmdlcgﬂempedencecwmwwhdpfnlcmnbinaﬁm As
yet, L have not put this to Telecom who wish to continue with Rogers Q.C.
inclination ofiudi\dduﬂsisapmblcm-mostmwobusyandmtavaﬂable. One may
bcPeterWadeexCEONorthrolwnfﬁll but no approach has becn made.

Y@mefmmsocmycmucmmhmmm&m
mumalreputaﬁmandtwoappoinwmmmcwonldpmunwwkable.

Isuggcsteithartoumsidarkomq.c.oruyfor&nsiﬂsy.
Thank you for keeping me abreast of monitaring issues this woek,
Yours sincerely,

Warwick L, Swith

- e 132
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elecom
Commorcial .
37 Floer
242 2\D0lon Sweet
Methousme Vi 3000
| A
{0 Januury, 1994 ' Teleohone (02432 7700
= . Meseage Ba Lot
Facximse 018323301
Mr W Smith
Telecommunications Induswy Ombudsman
Ground Floor
321 Exhibition Street
MEL™'OURNE VIC 3000
Dear : I+ Smith
"Fast Frack" Arbitration Procedure
) ' ~
1 refet to your recent correspondence with lan Campbell concerning the procedures and

timing 10 «pply to the "Fast Track” dispute reviews.

Originally. there was attached to the “Fast Track” agreement a set of detailed draft rules
which were being developed for general use in relation to the arbitration of telephone-reluted
disputes. Those draft “standard” rules are referred to in clause 1(b) of the "Fast Track*
agreements. The "standard” rules are sill being finalised. but they are now telatively ciose 10
finalisation. .

Telecom has modified a copy of the current draft “standard” rules so us to be specifically
suitable for use in relation 0 the arbitration of the “Fast Truck” disputes. The moditications
take {nto account the following: ~

« the provisions of the "Fast Track” agreements,
sorne relcvant comments which Ausiel hus recently made conceming the draft “standacd”
rules, and

+  our further views on the rules which should apply to these cases.

A copy of those modified fules is enclosed for your consideration for use in relation.

R AR Tt mm:;-.{ ':I -:f‘*:"ﬂ;""’;“‘"" .'
. ,'_-,ﬁfﬁ‘lj"v_..':;.'-'.-’-"-‘J--.' B o s .--.,_I_‘;.é Lo
You no doubt appreciste that there is a need for such rules and procedures 10 be set betore

any “Pusi Treck” review is commenced. That is because the “Fast Track” agrocments signed
by Mr Schorer, Mrs Garms. Mrs Gillan and Mr Smith, only consiityiy agreements to enter

igto an arbiwation process, As such. they do not fully document the rules and procedures to

¢ i

be applied to that arbirration process. 7

D01185 133
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tn the absence of agreed rules and procedures, the following problems could arise:

*  the reviews could be seen to be unfair if rules or procedures are applied without prior
agreement; .
. dwwviewscou!dbeconsmndydelnyedifngrwmutissoughtpaetrulesorprooedms
part way through & review: and/or
. *  the reviews could fail to achieve resolutions which are legally binding if rules which have
not been agreed to, are applied.

| ltisimpmmatmcprocesstoagreeandadoptasetofnﬂesmﬂprocédmbé
| implemented quickly in the light of your planned timetable for the review of the *Fast-Track”
disputes. Plcascbea;stred that Telecom will provide every assistance in this regard.

| lwmumgmwmamydﬁﬁmmmgamymmd
procedures to be adopted for these reviews.

Y ours faithfully

- ez L
| Steve Black _
| CROUP GENERAL MANAGER

CUSTOMER AFFAIRS

DO1186
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Lelecom
Comrmersiel & Consuny
Gtstomar Afsics '
Locked Bag 4060 -
Mobouns Vig §100
11 January, 1994 Folophone (05) 832 7700
_ Faotlda 10) 832 9344
Mr Warwick 8mith
Talecommunications industry Ombudatrian
. GQround Floor
321 Exhibition Street

t"'i \?E.BOURNE VIC 3000

 Doat Warwick, | | ¢

It ralar o your suggestion ra. Mr Penglily an an alterative ssssasor, Telecon's position is still us per my
otiginal lefter fo you of 24 Dacember 1993. Telecom's viaw is thet your nomines, Mr Rogers QC, Is &
suitable parson who will provide an indepandant and ; view. In respact of Mr Pangilly | do not
have & detaliod CV, but my enquiries have revesled that h mary expactiso la Trads Practioas Law end
thie background is not of direct relevance to this arbitration. s08g0r with & groater lsvel of diract
commervial oxpartiss and Judicis! backgrouna sugh as Mr Rogars QC is s0on 6 nadessary.

i hiave recsived your facsimile of 11 Janumry 1994 and the itashed jetter oM Mrs Garms.

Mr Rumble's contact with Mrs Garme was in direct response to the volce manitonng lesue end wae also
lntamwdealmmmowpwmnmmﬁonmﬂmm{mm AL no wage o

Faul Rumble ralss the issue of alitarnative assassers. Ploase be agsured that Telocom wil only consider
‘essssons nomingiod by yoursalf and has not, and has o Intantion of, entering into discusalons with the
olher partias 10 the srbltration in respect of potentiel assessore. :

J(\Jrlhl%ﬂ!ktdﬂw':orpom Solloitor to cormment on Mrs Garms' statemant thet Tescom had previously
scoapled the appointment of Mr Fox a8 sultable to themsslves. Apparently, the neme of Mr Fox was
cluded on a llat of names which was discussed with Mrs Garme coms time ago. My undevatanding ls
that this matter naver progresssd and doss not appaar relevant to mocu‘nznt daliberntione.

My parsonal view la that the gpprobriste way forward Is (o appaint one asssssor to ensure the consistent
application of legal principles In thess cases, In addition, the Aasesscr naeds 10 be @ paraoh of gome
ominsncs Is leget and commerclal negotiations as the outceme of thase oasas is fikely to establich a
prooadant for futsre complaint handiing, :

However, it does Bbpaar to me that the claimants are losing slght of an important factor and that s the
fact thet the TIO Is the peracn with the responsiblity for arbltrating on this matter, and thet the agsonsor
thet ls now under discussion I8 In fect making @ recoramandation {0 the TIO. Under these circumstances
It appasars to me that far too much weight is being piaosd on the appointment of the assessor. The
primary requirement is that this person is definitivaly impartial and has the necassary professional
stsnding and legal and commercisl qualiioations, '

Pisase contect me directly (6327700) ¥ | can be of ariy further assistance In obtnining & spaady resclution
of this mattar. : ' .

Yours slhcersly, | |
Steve Black 4
GROUP QENERAL MANAGER - CUSTOMER AFEARE
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AUSTRALIA

Macou*e-
Locked Bag 4960
Maboume Vic 8100
11 January, 1994 Telophone {03) 632 7700
- : Facsimle {03) 632 3241
Mr Warwick Smith
Telecommunications industry Ombudsman
Groundg Floor

321 Exhibition Street
' MELBOURNE VIC 3000

) Dear Warwick,

)) 1 have attached for your information a copy of a letter sent to AUSTEL providing the results of two
additional studies undertaken by Telecom to test the Rotary Hunting Groups and to provide supplementary
memngemmmandﬂzedetaisofﬂtetests. The additional testing was undertaken to provide
mmwrhbnmﬁonmﬂmwﬁabﬂ&yofmmecmmmm&nssampmﬁdedewswm
complaining of difficult network faults. : _

As you will see from the attached letter, the documents-are rated “Commecial in Confidence” and are
i fortheinforrhaﬁonofﬂwﬂOandnotforreleaseordisclosuretoﬂﬁrd parties without the
permission of Telecom Australia. | would ask that this rating of the documents be respected.

it is anticipated matmereleaseofmesedocumntstomefourcustommegﬂypmposed for the fast
track arbitration pmcesswillbeagreedalanappropriatetime in consultation with yourself. The timing of
the release can be finalised onoemeassessorhasbeenappointed and the procedures for the arbitration
have been agreed. . " .

I also wish to confirm to you my previous advice regarding a e ith AUSTEL for the
' release of documents obtained from Telecom to the four customers currently proposed for the Fast Track

arbitration process.

P
)) Itwasagreedatameethgbetweenﬂr.‘GraemWardaner. Steve Black of Telecom and
Or Bob Horton and Mr Neil Tuckwell of AUSTEL on 7 January 1994 that:

« Information obiained from Telecom, in the course of AUSTEL's regulatory functions, and relevant fo
_any parties involved in a formal arbitration process with Telecom under the controf of the
. Telecommunications Industry Ombudstnan (T10) will only be released after consultation with the TIO
and Telecom. - ' *

. TheAUSTELdmﬁrepod'wmmel:@g;ugdm@smmnhavdhbhamawsmgeofthe

. ﬂ\eAUSTELdranrepqtm‘ube;eleasedwﬁ\eparﬁeshvolwdinmefastuackatbitraﬁonprocessfor-
oormnentinamdm%apmcessagmedww\ﬂwﬂo.andmlymeachpmyhassigneda .
fomnaldooumntcommittingtokeeplngmecontenisofuaerepoﬂconﬁdentialandgivhgan
undertaking not to comment either privately or publicly on the report until after it has been released
p@l_idybyAUSTEL : : .

Stewve Black
GROUP GENERAL MANAGER - CUSTOMER AFFAIRS

Telstra Corpocation Lmited
ACN 051775 556
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frrracH LA Faul J Risse
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ek
11 Javancy, 1094 . o i ey
, _ o
Dr R Herten
Acting Chaiimnan
AUSTBL
PO Box 7443 St K)ldiRead
Molbourma Vie 3004
Dex D1 Herten
» ‘ I ‘
' VOICE MONITORING

N Asyou would be aware, there hag boen substantial modia comment on Tolccom's action

in recording the telophone calls dx the sorvices of Mss Gillan aad Mrs Garms in the /
context of 2 detaiiod fumlt & on. Infonmation was reocived at abowt 4.30 pr: on
5 January 1994 fiom the an Pinancial Review that ths AFR was in passession

sof doouments from AUSTBL wiivh advisod tist this moniteriag had takon place and
{these docunscnts formed the of the AFR's question sad subseguont public

‘comncnt on the mattor.

; 1 have new reasived aletor Mr MaoMahon (copy sttechod) conflrming that he
advisod Both Mtc Garms-aad Gillza that Telooom had undociakta roserding on
thols servioes. Theso lowérs werp bazed on information provided by Telocom on the
24th Bocombor 1993.

Tblm';whuv ths informaiion was reloasod t6 & faat is

Tﬂy imvoived a ip th Telooom, and whe has eafered inte & formal
Jantion proocss 1@ Fosolve WMt alepute, T on od the dispute,

aggravated e pasiics, Tod the pjcties to actively sock te raise the disputa to public

commaent and has put at sisk thelarbisation process.

The roleass of\the.- m i m&mﬁmmmaprhdplewhoh

néed to b‘&mdl%d.' : anoes it was inappreprinte for this information
lobcr&l&u&é%ﬁ 1 vnd: @nod aqumjudmial proocss such as the agreed arbikation

NDGR3IL




FROM : TIVOLI CABARET AND BAR PHONE NO, @ +61 7 3257 1583  Jan. 19 1999 11:26AM P8

-process- has been entered inte, information which may be material to that process should
only be released through that process As AUSTEL participated with Telecom ™
in the establishment of that process it¥s olear that AUSTEL was fully aware of the
existenos of the process and the formal agroosent batween the parties.

is Telocom’s view that acangemeiits should be put in place te ensure that informatien
¥ ainsd from Telocom in-tho eeurse $f AUSTBL's regulatery functions is orly reloasad
in an appropriate way. To thisend wish to sonfirm the agreement reached botwoen

Wl end ; ameetingwit}ayou'mdMNeﬁTuokwell

o ~Infoppaation obtained frem Telepom, in the course of AUSTEL's regulatory
fitoi{ons, and rolevant to auy parties iavelved in a formal arbitration precess with

erthe oouirel of ‘Telocommunications Industry Ombudsman (TI0)

reloased after congyitation with the TIO and Telecom. --

The AUSTEL draft repert will be expedited to easure that it is available at an early

stage of the arbitratien process.

"« The AUSTEL deaft report will be relaased to the partics involved ia the fast track
arbitration procoss for ee in acoordance with a process agread with the TIO,
and only after each party has i 2 formal decumont committing to keeping the
contonts of the roport confidential ond givingmmduukingnotmoammmteithsr o
. privately or publicly en the repprt until afiter it has been released publicly by
. AUSTEL. :

, GROUP MANAGING D R
'}mmcx & APMINISTRATION

T !
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T . . e e B __ _com ..........
AUSTRALIA 11',
Cominercial & Consumar
Locked Bag 4960
Mabourne Vic 5100
12 January, 1994 . Telephone (03) 632 7700
- _ - - Facsimie {03) 632 3241
Mr John MacMahon
General Manager, Consumer Affairs
AUSTEL )
PO Box 7443 St Kilda Road

MELBOURNE VIC 3004
Dear Mr MacMahon,

I refer to your letter of 31 December 1893 regarding COT cases. | have alraady responded to
paragraphs two to five of that letter, This latter deais solely with the status of Telecom's response to
the C&L and Bell Canada reports.

['in accordance with our agreement reached in the meeting with yourself and your Chairman, these
\documents will be released through the TIO at the appropriate stage of the arbitration process.

it is my view that the appropriate time for release is after the assessor is appointed and the
procedural rules for the arbitration process have been agreed by all parties.

However, as indicated in our agreement, this decision will be taken in consultation with the TIO,

1

Yours sincerely,

% M, . ;
Steve Black oo
GROUP GENERAL MANAGER - CUSTOMER AFFAIRS

Y
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. Legat and Professional Privilege

FILE NOTE

6 File: VSC/42
K002 J - Date: 12 January, 1994
Files relating to Golden

Ted Benjamin called. He wants us ta collect information together for Golden
Messengers in a similar fashion to what is being done for Cape Bridgewater under
FOL The assumption is that either the arbitrator or Mr Schorer will be looking for the -
information soon as a resnlt of the fast track arbitration process.

p-

* Trevor Hindson {
glevtad &Y !Wd / ad .
wk oct ¥
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PAUL CHOWELL
PROFILE

Mr Howell has planned the organising, financing and operation of large
enterprises, mujor  time-critical projects, uand  advanced computer-
communications utilities,

In his 25 year business and consulting career, he has been instrumental in
important succcsses in the  securities industry,  telecommunications,
computers, transportation, banking and electricity. He is one of the world's
leading planners, implementors and controllers of Olympic Games.

He was Director of Computers und Cornmunicationy Planntag for Canadian
Pacific Limited, one of Cunada's largest companies, from 1978 o 1988, and
: e Vice President, Planning and Marketing at System Development Corporation
from 1969 to 1977. He lus consulted jn English, German and French in
North America, Europe, Asia and Austrutia, He has held executive and
technical positions in New York City and Montreal, where his Strategies,
archileclures and organisational structures bave maximised the financial
benefits from informatiyn technology. He is aiso a writer and leads symposia
and conferences,

iy EXPERIENCE SUMMARY

1988 DMR GROUP INC. - CORPORATE, MONTREAL
Present -Dirgctor

. Performed the technical due diligence investigation and advised on

C the merger of Immedia and MPACY, the world's major TANDEM
EDI supplier, forming a new Compuny which is positioned to be the
leading EDI product and third party VAN services in the TANDEM
ettvironment in North America, Europe and Asia. This included an
evaluution of the techaical refinbility and competitiveness of
MPACT's product for both transmission of EDI messages and
translation of all EDIFACT, ANSI X. 12 and TDCC standard
messages, as well as a survey of MPACT's customers worldwide:
these include Motorola, National Data Corporation, Dell Computers,
Burlington Northern Railroad, Logica, 8G2, Lorean Computer Inc.,
und othcrs.

) Developed the "Voice of the Custorer” in 4 House of Quality
Assessment of DMR's trademarked Strategy Plus,

Paul Howell .
Curriculum Vitae - September 1992 Page |




. Consulted to the ANZ Barking Group, a $100 billion Australian bank
which opcrates world-wide. He defined the organisational position of
Information Technology (1.T.) Plunming and advised the CEO on the
overall approach to I.T. and its organisation. Hc led a team of DMR,
IBM, Tandcm and ANZ profcssionals to create the ANZ's LT.
architecture using DMR's A-Plus. It is stored in computer form to
make it casy to wac and update, and it covers aix architeewsral
dimension in three time-frames. The time-frumes are now, when
currcnt approved projects arc complcted, and five years from now.
The dimensions arc (1) the business, (2) the concept (how the bank
functions and how it is organiscd), (3) computer applications and data
and how they support the business, (4) computer hardware, software
and networks and how the applications are opcrated, (5) policies and
standards and who has authority to cnunciatc, implement and enforce
them, and (6) the cost of LT, The cost model, in fact, allocates and
disuibutes the $2 billion in LT. costs over the nexe five years by
application or function, by ycars, and by configuration item
(hardware, software and network component); it shows the cost
implications of any architectural udjustment and will be used in
costing business functions, budgeting LT., negotisting with suppliers,
maunaging benefits, optimising the architecture and controlling costs.
He coached ANZ-Avstralia's 1T. Plunning Department on writing
busincss systcms plans and on how to project and munage futurc
usage volumes and physical capacity.

. Consulted extensively o the State Electncily Commission (SECY) in
Victoria, Australia & $3 billion a year state-run business and
Australian's leading electricity compuny, He developed the strategic
plan, using DMR's §5-Plus. The principal requirement was to review
the management and control mechanisms for the management of LT.
in the SECV. This included understanding the business, identifying

. the SECV's straegic drivers, developing a vislon for the wansformed
.. organisation, establishing policies and principles, sclecting
- oppormnities, analysing costs in comparison with many similar
organisations, developing an approach to unit costing, and plunning
the wangition. The soategy was implemented and yiclded morc than
the prujected benefits of $80 million net. As a result of this
assignment, the SECV made computers and communications a
“businesy  within (¢ business”, sucngthened line management
sccountability for investment, crcated commercially-orienied
compctitive service units, und drumatically improved the delivery of
infonuation  chnology  (including  wlocommunications) benefits,
whilc at the same time reducing LT. custs. The SECV's anuual report
gives cxtemsive credit to these accomplishments. He has scparately
advised the SECV un process control, network evolution and charge
back for the Information Systems Utlity. In December, 1992, he
comudted on the desegregation of the SECVY, as mandated by the new
Victoria governmend; this may lead 0 outsourcing of the SECV's
development und computer operations to DMR.

Puul Howell
Curriculum Vilae - September 1992 Puage 2
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Coached the DMR Munaging Director respunsible for developing the
Information Technology stratcgy for the Electricity Trust of South
Australia. This resulted in the successful implementation of the
strategy and a management intcgration contract fur DMR,

Prepared the business plan for investury in value added services
which led to the creation of Immedia {which offers network based
services worldwide) as well as u successful public offering of
Iimmedia's stock.

Developed the business case for CANTEL and Ericsson to proceed
with a $50 million system for network cvolution, management and
maintenance (CNEST).

Worked with the Simkin Family in creating Traaspoitutivn Data
Network I[ntermational (TDNI), a new third party EDI network. He
contributed to the definition of the offering, the marketing plan and
pricing,

Developed DMR's approach and signed up partners for the Quebec
Goverameul's RICIB 30,000 terminal network and RIR, Quebec’s
wirclcss aetwork.

Coached exccutives on stralegic planning at Air Canada, the ANZ
Banking Group, CANTEL (a cetlular phone company), the Electricity
Trust of South Australia, the State Electricity Commission of
Victorig, Australia and DMR.

Conducted exceutive bricfings on planning, on telecommunications
and on techaolugy, spoken at international meetings, publishes
urticles and is regularly interviewed by business journals, such as the
Toronto Glove und Majl,

Led EDICOM eacutives in prepuration of the economic benefits and
effect analysis of EDI o the port of Montreal; this covered ED]
standards, the regulatory and telecommunications environment, the
local economy, transport via mil, truck, barge, ship and air, and
mucro-level ntaterialy management, J.1T., and warehousing,

Paul also directed busiieys development - telecommunications for
DMR worldwide. He developed the strategy for DMR's growing

telecommunications  consulting  practice, marketing to the

telccommunications  indusery  and consulting on value-added

nctworks. Revenue has doubled in three years. He installed the

global DMR network and chaired the CIO's advisory committee,

responsible fur vffice technology and udministration, which incledes

hardware, softwarc, network, information policy and quality,

Faul Howell
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1978
to
1988

. As chairman of ITAC's Telecommunications Policy Committee, on
behalf of thc information technology induswy in Canada, he
influenced compctition policies in Canada, the intcmational trade
discussions (GATT) aud the World Administrative Radio Conference
(WARC), as well as the regulatory cnvironment, the Cuble TV and
Telephone companies, the new Canadian (clecommunications law
and the evolution of wireless communications technology.

CANADIAN PACIFIC L. TD - MONTREAL

Executiye

. Dircetor technology planning of CP's $100 million a year computers
and communications network (C&C) o gain competitive advantage
for all CP companies. This included the planning and budgeting of
information technology for all CP companies. He created CP's ten
year strategic technology plan. It predicts technology trends,
cmphasises technology for competitive advantage and restructuring,
cnunciates policics (a VAN architccrure, protocols, PCs and
facilities), forccasts costs, benefits and capacity, stuctures Computers .
& Communications, creating a tiew corporate vice-presidency, and
itemises the portfolio of major applications, CP is recognised in the
leader in the transportation industry for its innovative and beneficial

- use of Infoamation Terhanoluoy, He st iaseumenta! i TERFGARTITG = e oo e

CP. He served on the Position Evaluation Committee and the
Stecring Committee on Human Rights,

. Designed and managed the annual project planning and budgeting
process to implement thal strategy for CP Lid. and its more than 200
subsidiaries (eg. CP Rail in Monireal, SOO Line in Minneapolis,
Trucks in Toronto, Ships in London, Hotels in ‘Toronto, Enterprises in

- Calgary, Air in Vancouvcr, etc.).

‘This included identifying and negoliating automation targets,
“defining (e offerings to meet the targets as projects with benefits,
costs, capacily, sccurity and backup, and scheduling resources
(hardware, software, physical plant, voice and data communications,
professionals, etc.) 1o eusurc that the most beneficial applications
were proposed, authorised and delivered first. It also involved
ncgotiating clicnts” willingness 1o drop non-beneficial demands,
consolidating some subsidiaries’ networks with CP Lid.'s and keeping
up to date on emerging technologics,

. Controlled the delivery of benefits.

. Billed (chargcback) clicats for all Computers and Communications

cfforts ($100 million u ycur), showing an increasing profit, and
positioning  Computes und Communications either to be an
putsourcing supplier or to be outsourced. '

Faul Howell
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. Proposcd in 1985 the creation of “Cp Technologies”, a $100 million g
yeat, for profit VAN, which would offer network-based information
services and outsourcing to frejght transporters,

. Championed key applications, such as MERLIN, Cr's office
automation utility, PIP, materials  handling; HRIS, the human
sesource information system, and ATCS the advanced truin controf
system, the $100 million "process conteol” of the railway, in which

CP Rail is leading the industry,

. Conceived and plaucd ATCYS, the "process comtrol® of rail
operations, which is now becoming the standard in North American
railroads. His plan described the approach, specifisd the hardware
und softwace to he used, showed benefits und costs, and scheduled
the work. ATCS uses mobile dat radio, transponders/interrogators,
and on bourd devices linked to land based computers to monitor and
control consist, speed, throttle, dynamic and ajr brakes, engine
temperature, oil pressure, and wheel slippage. The objective of
ATCS is to improve the management of resources, dramatically
improve operational efficieacy, help the railway meet competition
from trucks, increase reliability and profitability, and enhance safety.
This $100 million project at CP Rajl €quips some 1,000 locomotives
and 30,000 switches over 17,000 km of tracks.

. Published Techuology Lookout -- illustrated  brochures on
biotechnology, computer-gided  design, continuously  variahle
transmission, composites, fiber optics, flat panel displays, flexible
Manufacturing, fuel cells, gallium aresenide, global positioning, high
Power integrated circnits, integrated circuits, high temperature
materialz, robots, ion implantation, non destructive testing, optical
storage, PBXs, remote sensing, solar cells, storage batteries,
telecommunications satellites, and teansponders,

19T Y OLYMPIC GAMES

to .
1976 Director General, Planning and Operations Control, Montreal Olympic Games

. Planned and controlled Olympic operations, & $200 million (1975
dollars) project, integrating systems from a wide variety of suppliers,
Based on Munich 1972, he defined the 128 projects and the
organisation (COJO) Board of Directors, intemational and national
Sports goveming bodies, the fedetal, provincial and national sports
goveming bodies, the federul, provincial and municipg) governments,
and unions, and he fine tuned and reorganised, as needed, He
testified before the Malouf Commission and showed that the
construction of the stadiym was separate from the operation of the

Gumes,
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The Montreal Games cost 5% less than the Munich Games. Major
keys to the suceess of this immense and complex project; weru base
budgeting, venuc management, resules system, and (reating an
organisational context conducive to co-operation among project
leaders. He was hailed as the single individual who did the most to
ensure the Games' success. The Monireal approach was adopted by
Moscow, L_A., and Seoul,

o Also planned financing and operations of the Olympic Games in
Munich (197} - 1972), Moscow (1976), Luke Placid {1977), Seoul
(1981}, Los Angeles and Calgury (1983),

1969 SYSTEM DEVELOPMENT CORPORATION

1978 Mmuﬂammmm

) Managed marketing, handled technology transter for SDC, and
planncd Olysmpics.

) Sold and delivered STIO, the Olympic Games results system, to
Moscow, the largest Canadian software sale up to that time to the
Sovict Union. _

. Reorganised and sold the McLeun Compater Graphics Division,

. Planned a network wtility for Wall Street and Canadian securities
dealers,

o In 1968 in New York, he was & key member of NBC's US presidential

election cuveruge team,

v In 1967, he becamc a sMs. programmer in IBM's Operating
System and Access Methods.

e He was President of the Canadian Information Processing Society

(CIFS) in Montreal. _ .

. Refore entering the computer field he taught German literature at the
University of New York. )

. He is known as a business man whose Plans yield the expected
benefits and as a writer,

. His other interests include music, tennis and sailing,

139
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EDUCATION

Dartmouth College, Hanover, H.H., BA {1963) with honors
Columbia University, New York, (1965), PhD progrm

University of Munich, Germany, PhD (1967, abandoned)

LECTURING

MCGILY, UNIVERSITY
Instructar, Faculty of Manugement, 1985 (v 1969

In addition ta this work at CP, he taught second year MBA candidates “Corporate Information
Systems”. Topics covered: defining and achieving objectives, architecture, HW/SW selection
and procurcment, applicutions potifolio, data modelling, telecommunications, capacity
planning, project planning, systems analysis, manuging applications development, operations,
cost analysis, cost recovery, intcrnational informution sysiems, security, future, computer
audit, and specific applications or techniques such as office automation, process control,
CAD, graphics, PCs, LANS, Al, expert systems, robots, ete.

ASSOCIATIONS AND COMMITTEES
Chairman, Information Technology Associativn of Cunada (FITAC) Telecommunications
Policy Commitce. o

Momber, Posiion Evaluation Committee (1985 - 1986), Using Hay points, graded
management positivns st CP Rail. X .

President, CIP'S Mountreal (1985 - 1986), Excellent program, budgetary result and seminar on
“arntificial intelligcuce”, '

Member, Steering Commites on Human Righ{s (1984}, Advised CP on human resources
policy, cnsuring legality, benefit 10 CP and fairness.

Member, American Association for the Advancement of Science,

Member, Ivy Lcague Association.
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~
with his wife Betty, His children Mhtﬂyas and Cornelia also live ip
Montreal, ‘

Paul has weitten books about the [968 1)

§ election and Suv
coerently working on a book about plann

iet spying on US technology, He is
ing for CEQ's.

Recent publications include:

“fis Time For the Wake-Up Call” in CANADIAN TELHCOMMUNICATIONS, April, 1992,

"The Telecommunications Revolution” in the ITAC NETWORK, May, 1992

Canada's New Telecom Legislation : “Lets have a Sccond Readiog Seriously” in the [TAC
NETWURK, May, 1992,

“Out of Touck No More” in ENCOUNTER, 1991, Upi versity of Ontario,

"EDI Architecture.” in Ports Cagada Proceedings, November, 199
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JAN BLAHA
. Bachelor of Commerce - University of South Africa

lap Blaha has had over 20 years experience in the data processing industry. Since 1980 he
has specialised in managing and supporting relail payment systems for » number of
Ausiralian and European financial organisations. Hiv major task over Lhe past five years
has been the conception, implementation and tmanagement of banking product strategies,
as well as development of organisation and information requirements to measure the

eftectiveness of product mix.

Mr Blaha is a consulling princlpal and director of DMR Group Australia Pty Ltd. Mr
Blaha has worked on a number of projects with Ferrier Hodgson and also specifically has
peen involved om the IT rostruciuring at the TAB as the consulting principal.

Jan Blaha has been with the DMR Group in Melbourne sinice 1990 and was CORsuMitg
principal and project director of the joint DMR/ Ferrier Hodgson Corporate Advisory team
respomsible for assisting the Victorian Workcover Authority in its divestiture of the
business infortmation systems division. This project is close to completion with transfer of
ownership and dtvestiture 10 wontinue in Australia.

Other recent assignments include consulting in the development of the business and
technology architecture to transform South Australia’s multi-furction poils for a
consortium of telecommunications and mufti-national vendors tu creale an information
utility in South Australia.

Jan Blaha also acted as the principal adviser to Ferrier Hodgson on the IT restructuring of
the Pyramid Group of Building Socicties (in liquidation). This was a major project role
commencing in May 1990 through to June 1993. During this period the muinframne
computer operations were relocated to a new sile, the mainlrame operations were
outsourced by a facilitlies management agreement to Fernlree, 2 new software system was
developed to manage the problem loan portfolio and liquidation wind-down of the
Pyramid Group of Building Socleties.

Mr Blaha was a consulting principal withk DMR in the United Kingdom from June 1988 to
January 1990 and was involved In a number of financial inslitulion restructurings and
reviews of credit card operations. Clients included Eurocheck, the Bank of Northern
Ireland, a major United Kingdom shared building society network, (the management and
co-ordination of a debit card and Eftpos), the development of technical plans for a major
United Kingdom merchant clearing product, a strategic review of a future delivery system
development in conjunction with a team of joint credit card compantes, the preparation of
-a series of electronic card strategies for several major building societies. -

From 1984 (0 1988, Mr Blaha was Manager Brisbane Office for DMR Group Australia.
Maijor clients included Caltex Oil Australia, Visa Card, regional Banks and Queensland
Building Societies, as well as the Queensland Pepartment of Health and Expo 88, Mr
Blaha had responsibility for a consulting staff of 19.
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From 1982 to March 1984, Mr Blaha was a Senior Manager with Tandem Australia in
Brisbane, dealing in the banking and finance client area. From 1980 to 1982, Mr Blaha was
with Datec in Sydney following his immigration from South Africa. From January 1975 to
Janvary 1980, Mr Blaha was a Direclor with Automated Business Systems in South Africa
and was involved in the design, implementation and devclopment of several major
Boroughs mainframe applications including plastic card systems (credit card system, Fleet
Card Management system) for a major bank, banking systems, including development of
the systems for Standard Chartered Bank and the bureau with intention to transfer in-
house as It became available. lic also worked on financial systems development,
including o major bureau with 60 retail sloies as clients,

10 -
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By Facsimile: (03) 287 7001

Dear C!‘OLM'
Immwmmmmmmmmw&tﬁmm
mwmalmmmawﬁmmhﬁmmmmdmmm
addmomlpmvls:on of resources required.

1. Dr. Gordon Hughes has accepted the position of Assessar. His background
and CV are knowa (o you. ‘

2, Rmnquhedbym.uumwiﬂbemwwdbymﬂmnin
mmbinnﬁmwiﬁb.ht&hc.mimmﬁmﬂlymmmmmm
ﬁmwmmhmf«mﬁmmmtdmmﬁm The
PtojthanagerofthatGmupwillbeMr.lohandbofFuﬁuﬂodpon
who will work to Dr. Hughes. T the event that Dr. Hughes nceds additional
legalassistanoeitwillbepmvldedonmadlwcbasisathismqm:nd
discretion probably from Hunt & Hunt. In addition Mr. Peter Bartlett as you
kmwhasbeonfmmaﬂyappoinﬁedasspaclaleounseltomistmysdfinmy :
matters that need to be addressed.

EmlosedisampyofuwpmsmlmepmpomdmbeissuedonMonday"mm
the appointment. :

iwoddbeplemdifywmumwepﬂnmmwnﬁdmﬁdmﬁlmm”nhas
mwmmmwmsdme‘vmwwmmww
wmdedcvuyoppuumitywwo:kmdlwouldimplowautom&ninﬁommy
unmnrypublicooumuathisﬁmsﬂwpmompmmeds-

Dr. Hughes will overview the currently available public information to familiarise
himself with the issuss and also make determination about any other mmeu_of

*... providing independens, just, informal, speedy resolution of complaines.”

NOLTD ACN 057 634 787 Box 18098 Telephone (03} 277 8777

Nadonal Headquaners Colling Street €3 Facsimite {031 277 8797
321 Exmiliition Street Melhourne 300( sMobile 018 591 208
Melbourne ViCtora

e e _ —— ]
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~ peocess that he believes need t0-bo settled. He will address these matters directly to
the parties involved and to myself.

I have stressed to him that this proposal is a “Fast Track” amangement and be is
prepared to commit time and resources o address the matters in a very timely fashion.

In addition 1 have indicated to him that subject to excoptional matters arising it is my
visw that as Assessor he will have an ongoing rols in furthor arbitration matiers given
however that they may take a different form to this initial “Fast Track™ proposal.

On settiement of any matters of process and procedure that Dr. Hughes believes to be
necessary, it is expected that the matters will proceed within the pext two weeks. 1
hope that all parties can now attend to the preliminary preparation of matters that will
nood 10 be placed before the Assessor. _

[ thank all parties for their consideration in being able to finalise this appointment
process to the mutual satisfaction of afl.

Yours sincerely,




MEDIA

Relense

_ RELEASE: IMMEDIATE

DATE: 17TH JANUARY, 19%4

tion Frocegdnre

¥
Undex & propossl for Fast Track Settlement of the claiins of four castomess against

TW(MM)WEWMAMRWWM
the Telecommunications Industry Ombudsman would appoint an Assessor (o resolve
the clsims., P

T have appointed Dr. Gordon Hughes as Assessor. He is an immediate past President
ﬁmmmammmmm&dym
office of national law firm Hunt & Hunt Dr.Hughesisnhadsuexpegtin
infumaﬁontwhmlogylawmdisonﬁwﬁm:ﬁveofﬂmhwﬁmcﬂo&’mmh&

In addifica [ have sppoinicd Ferrier Hodgson, a major Austalisn Chartered
mmmmnmmwmmammgm
mmwmwmhgymdmommww&u
an expest resource unit to the Assessor. :

In addition Mr. Peter Bartlett a senior Pastoer with Minter Ellison Morris Fletcher &
mm&mmmmawmc«mﬂ'sq@mw
&mmwmmmmmwmpoﬁmsw
counsal to the Telecommunications Industty Ombudsman for the pusposes of the
“Fast Track™ Settlement process.

“ r

For further information: Mr. Warwick Smith
Telecommunications Industry Ombudsman
Phope:  (03) 2778777

[h1

“ . providing independent, just, informal, speedy resolution of complaine.”




TELECOM CONFIDENTIAL

_______ o —ﬂ&'elegonr o

To m Networks & Interconnect

National Network Investigation
7/35 Collins Street

From David Stockdale Melbourne, Victoria 3000
P.T.T.O.1 .
Australia
Subject Concerns regarding information supplied Telephone  (03) 657 3411

Facsimile {03} £54 4501

Date  SENIMEEIYOSH

Pager 016 315515
File '

Attention

Simon,

I feel obliged to voice concerns [ have regarding the information being provided
regardmg the investigations of Cape Bridgewater Holiday Camp and Golden Messengers
courier service.

Much of the information provided contains A party number details which should under no
circumstances be made available to the recipients of these files. We have been instructed that we
cannot remove this information ourselves so the responsibility of cnsunng that this private
mt‘ormauon is not inadvertently included rests with you.

I also have some concem that the working notes that have been included may-be mis coastrued
if taken out of context. There is a great quantity of technical information cantained therein,
some of it relates to testing procedures and equipment recently developed and therefore little
understood by those outside our company. If there is anything within the files provide that raises
questions in your mind, please fee] free to contact me and I will endeavour to help you in

anyway I can.

Please call me if [ can help in anyway.

Regards,
David Stockdale.
PTTO1 - National Network Investigations, Melbourne.

/42

R11698




AUSTEL

AUSTRALIAN TELECOMMUNICATIONS AUTHORITY

18 January, 1994

Mr Graham Schorer
Spokesperson
COT Cases Australia

Fax: 287 7001

Dear Mr Schorer

COMMUNICATION ISSUES

Reference A: Your letter of 14/1/94,
Reference B: Your facsimile of 14/1/94

References A and B and our discussion on 13 January, 1994 demonstrate
that you have some concerns regarding information transfer and access to
information between the parties associated with the “COT” dispute. I offer
the following points in response and as an outcome of our undertaking
verbally at the meeting held with you and Mrs Garms on 13 January, 1994 10
identify information processes:

. AUSTEL does not have the authority to pass to a third party
information obtained under section 400 of the Telecommunications
Act 1991, without the permission of the provider of that information.
Furthermore, AUSTEL does not have the power to direct Telecom to.
supply information to a third party. AUSTEL can acquire
information from a carrier for the purposes of an investigation it is
pursuing, and this ties into the process of review which AUSTEL and
the other parties have voluntarily agreed to. The report ensuing
from that review will be a neutral appreciation and opinion given
the facts presented to AUSTEL, and AUSTEL intends to complete the
review by early February, as we have indicated previously.

¢-  The COT case members can seek information ffom Telecom under
Freedom of Information. Whilst [ appreciate that you are earnestly
seeking information to assist your preparations for the assessment
under the Fast Track Settlement approach, AUSTEL does not offer a
back door alternative to FOI legislation and it would be illogical to

expect the Telecommunications Act to provide such an inconsistency
in law.

. Given AUSTEL's desire to reach a timely outcome to this issue, the
meeting of 7 January, 1994 provided the opportunity to provide the
same above clarification on information transfers. It was also
recognised that the parallel processes of AUSTEL's review and the
Fast Track Settlement would involve overlapping information of

material interest. On these clarifications, AUSTEL and Telecom were
in agreement.

5 QUEENS ROAD, ME}  1RNE, VICTORIA o / 3
POSTAL: P.O. BOX 7443, ST KILDA %..:. ~fELBOURNE, VICTORIA, 3004 A‘

TELEPHONE: (03) 828 7300  FACSIMILE: (03) 820 3021
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As the TIO Fast Track concept does not challenge nor change any of

the parties' rights and responsibilities, the implication that there

has been a deal done between Telecom and AUSTEL to the detriment

of the COT case members or that Telecom has imposed “an
_instruction” on AUSTEL is clearly nonsense.

. In the interests of achieving a fair and timely outcome to this issue,
AUSTEL has made its resources and staff available to discuss relevant
matters in a verbal and relatively informal way with the parties
concerned. There is, however, a risk involved that either of those
parties may misunderstand or misinterpret what has been conveyed
verbally, Furthermore, in light of your action with regard to the
Commonwealth Ombudsman, | suggest that any matters of material
significance should be conveyed in writing, and AUSTEL will
respond similarly, thus avoiding any potential for ambiguity or
misinterpretation.

. I would once again stress to you that AUSTEL will be of most valuable
" assistance to you and to Telecom if the staff of AUSTEL were allowed
to get on with the job of completing the review without too many
interruptions.

Under separate cover, Mr MacMahon will address the questions attached to
yqur letter of 14 January, 1994.

Yours sincerely

R Hidm

Dr Bob Horton '
Acting Chairman

cc:  Telecommunications Industry Ombudsman
(Att: Mr W Smith)
Commonwealth Ombudsman
{At: Ms J Cardiff)
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BY PAX: 287 7001 Your

Mr Grzham Schorer
PO Box 318
North Melbourne VIC 3051

‘Dear Sir
“COT CASES”

Iconﬁxmlhavebeenappointedby&eTelecommuﬁcu&omhuhm

Ombudamaan)asamowunderthemoftheagreMWﬂed

“Past Track Settlement Proposal”.

IwﬂlbeMmdbyapmjecttmnunderﬂnMonof]ohnkmMof
Feryier Hodgson. TheprojectteamwﬂltncludeMrJanBlahaofDr«m
Group Australia Pty Ltd.

Iamawarethcparﬂesmanﬂmuformlymoluﬂm My: first priority will
be 1o establish the process and procedure for conducting the assessfnent.
mugardmlmmgmphﬂe)ofme?ww&tdmw

"Ihcreviewwﬂlbe basadondocumemsandwﬂt‘cm

Eschputywmhaveaocmwmeothapmy's
_ "and have the opportunity to respond.

The 4ssessot may, hawva,eaufororalpmmmﬁmnbyehhu
party. Such presentations will niot include cross-examinstion, and
wmndnotbeopmtomepubhcormudpa:ﬁes. Repremdom
oftheparﬂeswillbeatﬂleassessot’sdlmﬂm

Ihavcbeenp:oﬂdedbymcnomﬂaadowmmtennﬂed'relm '
Corporation Limited - ‘Fast Track' Proposed Rules of Arbitration”. I have
not yet formed a view as to the suitability of m 1 would be
happy to receive an aliernative submission on of

it might be more practical to await my comments on the Telecom
proposal. Nam:altylmmxioustoesmbl!mgpmoedweudﬂchh
acceptable to all pardes, _

| 11183278 _GLH/RS

Lovel 21, 459 Collins Strnt, Melbourne 3000, Australla.  Tatephonet (61 -3} 614 8711,

Facsimblet (61-3) 614 8730. G.P.O. Ddl ‘IBSSN. Melbourne 3001. DX 252, Mothourne.

The Awtralan Member of ivieriaw, mm«mmmnahﬂu + At Pacific + The Amevices »
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When [ have formulated my views as to the appropriate procedure for
conducting the assessment, I intend o meet formally with a representative
of Telecom and a single representative of the four nominated COT Cases in
order 1o finalise arrangements,

mmmﬂmlahaﬂmeetum-aspmdblewkhmmmddlm
Mr Bizha to discuss the roles of their respective organisations.

1 consider it to be inappropriate for me to discuss the merits of the four

actons with any involved party except in accordance with the agreed
assessment procedure. [ nevertheless wish to remain as accessible to the
parties as possible. It may be necessary for a party to contact me
personally from time to time for reasons unconnected with the merits of
the actions, In such circumstances, 1 nevertheless reserve the right to
provide any other party with « memorandum regarding the contact and
the issues discussed. '

At this stage I have no information at all regarding any of the claims, While
the assessment procedure will of course provide for the formal '
presentation of material, it may be useful if the partles could inforrally
provide me with any material which they jointy agree might be of
asslstance t0 me and the project team by way of background. -

~ 11183278_GLH/RS
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AUSTEL

AUSTRALIAN TELECOMMUNIGATIONS AUTHORITY

92/0556(8)

19 January 1994

-
roup General or -
Custorner Alairs
TELECOM.

Facsimile No: (03) 6323241

Dear Mr Black

Velocs Monitoring Tapes

Your letter of 17 January asked AUSTEL to seek in formal terms Telecom's
provision of all voice monitoring tapes in its posseassion relating to the COT

AUSTEL's direction of 12 August 1993 sought, pursuant to Sectien 4060 of the
Telecommunications Act 1991, to be supplied with infermation relating te any
atthe eight persens referred 1o in the Attachment te the direction.

Any voica monitoring tapes are seen as falling within the terms of the direction
outined abave. _

Any associated transeripts would fall within the requirement to provide all
dacumentation relating 1o the oight persans referred 10 in the Attachment.

Pleass ensure that alf fslevant tapes are provided to AUSTEL as a matter of
urgenay, as we believe they may ke of relovance to AUSTEL's review which is
procssding apace, as we have previeusly indicated.

Yours sincerely

AlOzay
A eton .
Dr Beb Herton FAXED
A% Chairman il 4.,

& 7 /-S'C‘:c-—c-.v{—s

5 QUEENS ROAB, MBLBOURNE. VIGTORIA
POSTAL: P.O. BOX 7449, ST KELDA RB, MELBOURNE, VICTOMA. 3604
TELEPHONE: (03) 328 7300  FACSIMILE: (03) $20 3021




19 January 1994

Ms. E. Jill Cardiff .

Office of the Commonwealth Ombudsman
6th Floor,

405 Collins Street,

MELBOURNE. 3000.

Dear Ms, Cardiff,

COMPLAINT AGADJST AUSTRALIAN TELECOWUNICAHONS AUTHORITY

On Thursday 13th January, Mrs. Ann Garms and I attended a meeting with two officers of Austel,
Mr. John MacMahon and Mr. Bruce Matthews. -

Inorderto saveumcandmlsmdcrstandmgs,Mrs Garmsandltookto th.atmeetmgawntten hst
of questions. We believed that those questions could and should have been answered by Austel

mthMreferencctoathndparty Ahstofthosequeshonsnsattached

Mr. MacMahon refused to answer thie questlons because, he sald, he had been informed by a Mr.
Black of Telecom that Telecom and the Telecommunications Industry Ombudsman (T.1.0.) had

* come to an agreement whereby all requests from the C.O.T. Case Members would be passed to the

T.L.O. and the T.1.O. would decide whether the information should be made available.

Thssemedtobctousanexu-aordmary stateofaﬂ’ansandatourmquest,theachngChmrmanof

- Austel (Dr. Horton) joined the meeting. Itoldh:mlhadjustspokentotheTIO who had said no
,suchagmemnthadbeenreached

Dr. Horton said he knew nothmg of any such arrangement and instfucted Mr. MacMahon to check ‘
with the T.1.O. the following day.

We left the meeting, still with thz questions unanswered.
Our subsequent enquiries revealed the following:
* * Ameeting had been held at Austel on 7th January attended by:
Dr. Robert Horton (Acting Chairman, Austel)
Mr. Neil Tuckwell (Member, Austel
Mr. John MacMahon (General Manager, Consumer Affairs)-

Mr. Steve Black (Telecom)
Mr. Graeme Ward (Telecom)

£ /46




-2 .-

Apparently the matters raised at that meeting included an agreement between Telecom and Austel
that all requests forinformation be sent to the T.1.O. fora declslon on whether the information
shou.ld be made available.

E Atelephoneeallwasplaeedby M. Black, to the T.LO. during that meeting. The loud spea.ker
~ function was used, so that all meeting participants, including Dr. Horton, could hear both sides of
the conversation.

The T I O's recollection of that call is set out in his letter of 14th January 1994 to Dr. Horton and 1
attach a copy of that letter.

We believe that Austel's behaviour in this matter is reprehensxble and warrants investigation by
your office.

- Ifno smhagreementexlsted, wewerehedtobysemormanagemem ofAustel

Even if such an agreement had existed, or Austel had purported to reach such an agreement with
Telecom, Austel has sought to abrogate its duties and powers in relation to its consumer protection
function.

N

Wewewhsasmex&emelysenousmatterandaskthatyou

(a)  intervene on our behalfto encourage Austel to provide the mfonna;t:on requested

Iy -
a - () mvestlgate the propriety of the actions of Austel's staff, in particular Dr. Horton' s
' disclaimer at the meeting of 13th January.

C. OT CASES AUSTRALIA

1hé
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internal Memo /4 €A CQ) ':'e’ eﬁem

To -Alan Humrich Network Operations
Manager - Central Region o - mﬂl\t Switching Supexrt
From Trevor Hill ’ 9735 Colling St
Meb 3000
Subject Summary statement on PBX groups for Ausiraka
BClI report "Rotary Hunting Group Study’ Telephone 03 657 2534
e | Facsimile 03 650 3725
- Date 20 January 1994
File

Aftention  cc. Kevin Dwyer, 0SS

-
-

. In response to your minute of 20 December 1993, OSS (Melb) wouid like to summarise its
Tesponse in terms of the three points put forward as follows:- -

Generally the DPR’s received, and the subsequent investigations have found that the cause of
Some wrong number / busy when fres complaints were caused by the non-operation of
particular rack RAM relays due to the "sticking” of the armarure in the un-operated position,

Since the first reports.of sticking RAM relays, an enormous amount of effort has been put into
“discovering the reason(s). )

The resultant investigations revealed that relay armatures were sticking due to 2 phenomena
termed "wear frit" or "fretting" where airbomne oi) and dust and/or femic oxide particles
combined with moisture are attracted o the magnetic zone. This paste type material tends to
build up around the armature backstop which ¢co incidentally has a burr (produced during the

manufacturing process). This paste tends to grasp the armature backstop as an anchoring point,
he relay armature being held un-operated by the paste,

In any thousand fine number range, when the sticking armature(s) problem stans to reach the
stage of affecting service, the first 3 or 4 calls each day to the ten lines affected b the stickin

armature will fail.  (Reporis have generally shown that afler 3 or more failed attempts the
aitected relay(s) will operate normally. :

woizs JULbA
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Based on the evidence of manual testing and as indicated above, the test calis conducied by NNI, the
problems highlighted in Work Specification T 9023 were not seen (o be affecting the above mentioned
customer, It should be noted that five (S) of the 9 PBX lines including the directory line were within
SLA/B racks that used later version RAM relays which are designed in such a way that the sticking
ammalure problem mentioned in T 9023 will not occur, Three (3) of the auxiliaries in these SLA/B racks

aiso could not be considered a factor in causing the problems complained of. Other Work
Specifications relating to PBX equipment were completed on the 318/ group in 1984, Ny .

The general exchange customer complaint rate both before and afier the cleaning operation did not
alter significantly, and nor did the compiaint incidence from Dawson's Pest & Weed Control. The
customer moved work operations from Maidstone to Rockbank in July 1993,

General Comments - Effects of Sticking RAM Relays

The “sticking RAM relay* appears to result from a build-up of a black deposit between the heel of the
armature and its non-magnetic metal back-stop strip. This deposit appears to hoidthe relay in the up-
operated position or to slow down the operation of the relay sufficiently to cause terminating cails to be
incorrectly set up, ’

In circuit terms the digit store relays in the CD-SM operate rack relays 1-2081.10 & 1.2U81-10 (R.f\M
relays) according to the tens & units digits stored (DS = tens digit, US = units digit). The non-operation
of the 2DS1-10 & 2US1-10 relays due to sticking:

e affects SLA by-path testing by fimiting the available paths for selection. This could lead to intemnal
congestion, . ) -

» their non-operation also prevents the operation of the 1-2D & U relays in the SLM/S. The non-
operation of the 1D and/or 1U relays prevent the operation of SLB horizontals (1-10).

* the non-operation of the 20$1-10 and/or 2US1-10 relays also prevents the operation of the
appropriate SLA horizontal (1-10) and verlical.

* The non-operation of the 1081-10 or 1US1-10 relays open circuits the testing path to the
Customers *c” wire, causing a false busy resuit.

The failure of SLA/B horizontals and verlicals 1o operate prevents the a-d wires being through switched

in_the sybscnber swilching stage giving rise to_nol receiving fng_compigints from own exchange
customers. The SR would provide rin _current & ring tone, but the ring current path-would be opened

as described above. Calls from outside the exchange, that is, incoming junction calls via an FIR_ result
In_no tones as the FIR cannot be switched into the ring slate ("c” wire open circuit because of the nomn-
operation of SLA or SLB horizonlals,

I

The 4-6M1-5 RAM relays and SD1-0 RAM relays operale to transfer the selected auxiliary Jine to the
CD-8M. If an auxiliary is selected in the PBX equipment, but either 4 or 8M1-5 or SD1-10 do not
operate, then no progress occurs ang the caller is swilched lo congestion afier the CD-KMR time
releases with line fockoyt occumming after a short delay. If SM1-5 does not operate then busy is retumed
to the cailer immediately._th lypes of evenls occur because of the incomplele transfer of the

selected auxiliary
aovizi [ 4.6”
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3 From the customer's perspective, a slicking RAM relay in 8n SLA/B rack would cause calls to any

customer in the 200 line number range served by that rack and having the same tens or units digt as
: ) the affected refay to receive a busy signal when lines to the called customer where free and avaitable
3 %F: for seizure. W is aiso possible that s sticking RAM relay could cause calls to the customer In question

fing out, that is, calling party receives ning tone bul called pary's phone does nof nng. Thess effects of
the "Sticking Relay” condition would be seen

the first ten affected lines in the thousand 6

If the RAM relays in the Group Switching Stage, for example GIV, experience sticking problems,
5] calling customers could find calls to the thousand line number range fail in a "no progress® condition,

receiving congestion afier the GV-KMR time releases with line lockout occurring after a short delay,

MANAGER - NATIONAL NETWORK INVESTIGATION
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DAWSONS PEST & WEED CONTROL

TEST PBX WORKING PBX
RELAY | LINE NUMBER | RELAY [ LINE NUMBER
PBX 25 | DIR 3186622 | PBX21 | DIR 318 6666
AUX 1 318 6828 AUX 1 318 6855
AUX 2 318 6705 AUX 2 318 6755
AUX 3 318 6421 AUX 3 318 6455
PBX 65 | AUX 4 3186165 | PBX 62 | AUX 4 318 6134
AUX S 318 6236 AUX S 318 6266
AUX6 | 3186325 AUX 6 318 6966
AUX 7 318 6522 AUX 7 318 6364
PBX 67 | AUX S 3186621 | PBX 69 | AUX S 318 6054
GOLDEN MESSENGER
TEST PBX WORKING PBX
RELAY {LINE NUMBER | RELAY [ LINE NUMBER
"PBX 7 DIR 3200955 | PBX 211 | DIR 329 0055
AUX 1 | 329 0094 AUX 1 | 3290674
AUX2 | 3290514 AUX2 3200331 |&
AUX 3 13290894 AUX3 [3290731 %=
PBX 43 | AUX4 |3290071 |PBX2/41 | AUX4 3290065 !&
AUX S5 13290291 AUX S5 | 3290675
AUX 6 | 3290631 AUX 6 | 329 0605
AUX7 | 3290891 AUX 7 | 3290525
PBX 52 | AUXS [3290047 [PBX2/57 | AUXS | 3290430
AUX9 | 3290327 AUX 9 | 329 0590
AUX 10 | 329 0407 AUX 10 | 329 0238
AUX 11 | 3290927 AUX 11 | 329 0460
PBX 63 | AUX 12 | 3290562 | PBX 2/66 | AUX 12 | 3290221
AUX 13 | 3290642 AUX 13 | 329 0088
AUX 14 | 329 0862 AUX 14 | 329 0545
TEST PBX WORKING PBX's
RELAY |LINE NUMBER | RELAY {LINE NUMBER | RELAY | LINE NUMBER
PBX25 |DIR 3297444 | PBX 1/17 { DIR 3297355 | PBX 1/13 | DIR 329 7133
AUX1 13207081 AUX 1 | 3297752 AUX1 | 3297367
AUX2 13297401 AUX2 | 3297957 AUX?2 113297457
AUX3 | 3297741 AUX 3 | 3297042 AUX3 | 3297867
PBX27 |AUX4 [3297749 |PBX 172 | AUX4 |3297443 |PBX 1722 | AUX4 (3297734
AUX 5 13297969 AUX S | 3297663 AUXS5 |3297254
TEST PBX WORKING PBX
RELAY | LINE NUMBER | RELAY | LINE NUMBER
PBX | DIR 3297822 | PBX1/3 | DIR 329 7255
AUX 1 | 329 7158 AUX1 [3297009 |&
Figure 7.3
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6th Floor, Aldersgate House, 405 Collins Sireet
Melbourme Vie. 3000

Telephone:(03) 614 3311

Facsimile: (03) 629 3138

008 133 057

20 January 1994 C 94/677

Mr G Schorer

Spokesperson

C.0.T. Cases Australia

P O Box 318 .
NORTH MELBOURNE VIC 3015

Dear Mr Schorer

| am in receipt of your fetter of 19 January 1994, received by facsimile today,
in which you complain about the actions of the Australian Telecommunications
Authority (Austel).

| am seeking Austel's comments on the substance of your complaint and |
shall contact you again as soon as we have considered its response.

Yours sincerely

% [ -~ B !
tl Cardiff 2

Senior Assistant Ombudsman .
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- Yligdanuary 1994 . , - CI94/195.C/94/225:1W
Me J R Holmes .
Corporatz Secretary
Telstra Corporation Lid.
38th Floor, 242 Exhibition Street
MELBOURNE. VIC 3000
I received complaints from three of the ‘COT Cases', Mr Graham Schorer, Mr Alan
Smith and Ms Ann Garms, concemning TELECOM's bandling of their applications
" under the Freedom of Information Act (FOI Act) of 24 November 1993 and 21
December 1993 respectively.
I have summarised Mr Smith's complaint as alleging that 'I;EI..ECOM ﬁnreasonably has
decided to apply charges to his FOI request and that the charges will be considerable.

Mr Schorer’s complaint is that TELECOM unreasonably refused to remit the
application fee and is proposing to impose processing charges.

Ms Garms also has complained that TELECOM unreasonably is imposing charges.
Aﬂthreeassmthathcquuhttheinfonnaﬁontowpponmeirsubmissionsmme )

imminent review in accordance with the Fast Track Setdlement Proposal (FTSF) agreed
between TELECOM and AUSTEL, $d¥ndorsed by the then relevant Minister. -

I understand that the FTSP provides a basis for a Proposed Arbitration Procedure that
may be applied as a dispute resolution process additional to the Telecommunications
Industry Ombudsman scheme. I aiso understand that TELECOM acknowledges that
the COT Cases proposal has assisted TELECOM to clarify its views about dispute
resolution processes suitable for small business in the future.

Cléarly it is important that the FTSP be given every opportunity to.achieve its
iobjectives. As clause 2(c) stipulates that the review will be primarily based on .
documents and written submissions and that each party will have access to the othcr
party's submissions and have the opportunity to respond, TFELEC}OM should facilitate
access by the parties to relevant information, Furthermore, It is important that
TELECOM be seen to be co-operating as far as is reasonable.
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In the cucmnsnnm. the giving of access to informaticn muimﬂjmgpphmm_.:

o s e ouSES 1 e SSSestet Sppaiated under the FTSP is in the geaeral poblic. . =)

- interest, in the context of s 29(5) and s30A(1)(bX(iii) of the FOT Act, Accordingly, jt is
| myvieivthatTELECOMshouldwaivcpaymumfthcappﬁcaﬁon fees in respect of

the FOT applications. Also, TELECOM should waive that part of the charges which
relates totheinformationrequeszedwhichisrequiredtoenablctheapplicams'to '
preseat their cases under the FTSP. . :

I should also draw your antention to section 14 of the FOI Act which states:
Nothing in this Act is intended to prevent or discourage Ministers and agencies
from publishing or giving sccess to documents (including exempt documents),
.otherwise than as required by this Act, where they can properly do 5o or are
required by law todoso, Lo

[ L]
EIE TR

i applicants to make an application under the FOI Act i
information which TELECOMisnotpreparednotelcascwithoqt considering an
application under the FOI Act. Should you decide to withhold some documents, it
wouldbehelpﬂ.:!tothcapplicantsifyouwoulddcsm'bethcmsothanheymaymake
aninformcdjudgememasnowhcthertopursucacccssﬂlmughtheFOIAcL

Ishouldbcgmcﬁuforyourearlycommcntsonmyﬁcws.

Should your officers wish to discuss any of the foregoing they could contact John
Wynack on 06 2760153, . R

* Yours sincerely

S -

Philippa Smith
Commonwealth Ombudsman.
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AUSTEL -

AUSTRALIAS TELECOMMUNICATIONS ALTHBORITY

93/0507

20 January 1994

Mr A Humrich

General Manager, Central Region
Network Operations

Telecom Australia

Facsimile 657 3529

Dear Mr Humyvich,
VERIFICATIQNH ESTS.FOR:DIFFICULT NETWORK FAULT CASES

As discussed Iatedassygaﬁ with Me:J .Gltsham, the following.comments are offered
on your drafi setiofivenfifiation tests:or-public switched telephone services with
recurring sesvicecdiffitltiess

Generai Commenti

The tests would be applicable to a very small percentage of customers, and the
~ emphasis should be on going to great iengths to ensure the absence of any type of 0,
Yeorests o fault condition rather than on minimising the amount of effort involved for the
carrier.

The purpose-of suptyiestsiwauldtie tmesmthaha:mmlarsmwice has every

n g possible-liklihood:of waenking cosrertlyy. Ptiar-ioa:serviceeamplaint being escalated
to this level, Telecom’s normallestingrancimaintenanca activities would have failed
to remedy the situation from the customer viewpoint. With this in mind, the

PR verification testing should eliminate all potential sources of service difficulties.
Therefores the-draft seboltestsspropusad iara:not:seentoba.sutficiantly rigorous or
extensive:enougirfés-apmiioatitmmicottiessetypas of ‘sarvicas.

Coutd In keeping.with this.approach; theeuseeof theterm "Disirable Qutcome” for test )
AeEE  rasults is inappropriate and shouldibe:ctianged to- Eksentiai Outcome” :

Specific Matters for Consideration

W,

. The customer specific line tests nominate outcomes for insulation resistance
and foreign battery which-arezconsidered to be at the margins of acceptable
performance for any customer, much less a customer with a demonstated
history of service difficulties. The essential outcome of these tests must be !
to eliminate poor insulation resistance or foreign battery as potential
sources of service difficulties. Performance less than that expected of new
NPy plant should be thoroughly investigated and the causes removed.

R04321

5 QUEENS ROAD, MELBOURNE. VICTORIA
POSTAL: P.O. BOX 7443, ST KILDA RD. MELEOURNE, VICTORIA, 3004
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. Tests of outgoing call tunctions should also be performed, as well as checks .
e ) of ransmission quality. Tests involving the customer's equipment shouldbe -
) conducted to ensure that there is no fault in that equipment.

* - The customer specific exchange tests should also examine éspeﬁs of the
P local exchange which have the potential to affect the customer. For
‘6) example, 2
-

. processor periormance and loading in computer controlied Cemee .
, exchanges should be checked, and marker, register and other o
D common equipment operation in crossbar exchanges should be |
AV checked e

o~ . alarm and exchange performance records should be examined for

. . L, . Did  nyy -
o . any possible servicecaiecting.conditions e

ST

_ - customer originaﬁﬂgc_andfterﬂﬁnating;plassiﬁcations should be -
[ / checked | -

. customer speeiﬁﬁdmasmfssiowsy;tems;;suchzas‘lt_hose-.ainvolved. in  rorwe
N RCMs, should-beachisckathbroogblyy - PG AL avec,,

. The public network calIideﬁveqrﬁestseamseearto-:bagadequateein scope, but
the number of call attempts from each location would need to be .
A ¢Awd v CONsiderably greater to produce results with any statistical significance 2
ot 17l (hundreds rather than tens). Calling periods must include sigpificant periods
” of time when the customsemould.expeet-highriratficvolumess, The.essential

v outcomes must beamuch."tiggmgthaa'nhbeae'%aeveﬁsﬂggggmddmtha draft. 8
o . Sampie resuﬂ&modﬂdisa@&baqqaﬁomubﬁmmmﬁargm _
313 A LR performance for the:traffitdypednuohiedd | : 9

oniraee '] .
*  Where test results do not meet the essential outcome, remedidl action

. should be taken and the relevant tests repeated to confirm correct network /-
aduins operation. ' ' . -

{ trust the above comments:providesyou. witht AUSTEL's viewot whatwould
.represent a firm basis for furthee devetapmeatrobtheﬂfeeiﬁ&aﬁu_meshpmgmm.

Yours sincerely

= / / — e —
Clhiff Mathieson o
Specialist Advisor Manager e
Networks international Standards Section

/ | . R0432; /Aq
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AUSTEL oBE

AUSTRALIAN TELECOMMUNICATIONS AUTHORITY

93/0596(8)
21 January 1994

Mr Paul J Rizzo
Group Managing Director .
Finance and Administration

FAX : 634 6410

Dear Mr Rizzo

In my letter of 13 January 1994, | questioned the existence of an integral formal
agreement on the distribution of material relevant to the COT cases. The »
purported existence of such an agreement was brought to my attention by

Mr Black at our meeting on 7 January, 1994 as a mechanism by which

documentation could be released, where it was relevant to the arbitration

process associated with the TIO.

Mr Black has not been forthcoming in evidencing any such agreement, and in
a written statement from the TIO, dated 14 January 1994 (and copied to Mr
Black), Mr Smith clearly rejected the notion of any such prior agfeement.

| can only conclude that any such formal agreement was only a developing
idea on the part of Mr Black.

As a consequence, and unless | am furnished with formal evidence to the
contrary, AUSTEL will not be seeking to release information by the mechanism
of consultation with the TIO and, where relevant Telecom in the manner
proposed by Mr Black.

Yours sincersly

K Kot

Dr Bob Horton
Acting Chairman

e

A
{’ r.-ﬂf
5 QUEENS ROAD, MELBOURNE, VICTORIA o
POSTAL: P.O. BOX 7443, ST KILDA RD, MELBOURNE, VICTORIA, 3004

TELEPHONE: (03) 828 7300  FACSIMILE: (03) 820 3021
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21/01 '94 16:13 _Be1 7 238 4247 . CIRY NET OPS  +es R DICK

fention  Ross Marshall - National General %‘&-Neﬂorgg Openations
Ss_?ch Barry « A/General Manager, Netwiork Operations Eastern Area
John Seamons - National Manager, Network Performance

| Ian Comport - National Manager, Operations Procasses & Support
‘ Les Chambertain - Network Operations Manager, Metro Brisbane
Greg Bamnister « Chiaf Engineer, Multiplex & Transmission Technology

&oo1/003
ietarnal Memo welecom
‘ : AVSTRALIA
I Te Aslisted Network Operations
‘ Cantral Area
6th Flooe East Tower
From Alan Humrich | . e EmtTorw
‘ General Manager Bdmc.‘qm:ooo
Aasstralla
e Subject  REQUEST FOR TELECOM RECORDS.. . - mcTosbae 07 8313010
‘ ' SO ‘Facsimile 07 2184247
‘ Date 21 January 1994 3

‘ - ¥

The attached request is referred for your action. The author of the request, Simon _

‘ Chalmers, is from Freehill Hbollingdale & Page, Telecom's solicitors, I suggest that you
action this request not just for the two customers mentioned but also for Mr G Schorer and

| Mr A Smith. Information that has previously been sent to the Viewing Room will be

accessed from there. It is important to note that material that is not préduced far this
request cannot be used in Telecom’s defance. -

Alan Humrich '
GENERAL MANAGER

NETWORK OPERATIONS .
CENTRAL AREA

M‘*‘" B ‘&%@" R

s *

S22 5/
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Friday, 21 January 1994 5:06PM

Travor,

Iwouldlikctoputtwonmrbu:nnccAShnhﬁontoDifﬁmHat\mkFauhs. 27
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(several faults have baen reported as originating from this Rumbsr. /(, C 20%753

2 3123798 is the Operations Manager for Golden Messangers they have reported difficulties in geting thru to 6. M. frequently,

>y A C{A‘S_
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Gelecom

Aug 'I'IIA Lita
—— 25 I - 1994 o - Commarcial & Consutmner Busines
‘ Level 5

242 Exhibition Stroet,

MELBOURNE VIC 3000 ,

Australia

) Telophone (03} 634 6674

VA EA . Facsimile  ~ (03) 634 3476
SERVICE NO, (93) 287 7001
Mr G. Schorer
Managing Director
Golden
P.0.Box 313

NORTH MELBOURNE, Vic. 3051

U DWMTSGhOfef,
IrefertoyourfacsimileonOJanum'y 1994,

MrRizzoistheGroupMamgingDirecior-FinmocandAdministraﬁon, and his
responsibilities include those of the Corporate Secretary and Corporate Solicitor, both of
whom have interests in the difficult faults issue and with Mr Rizzo are consulted when
Telecom is considering its position on this matter. .

Regarding Telecom's management now authorised to deal with CoT members, the position is
as described in my facsimile of 19 January.

1 have noted your concem about Freehill Hollingdsle & Page, and confirm that Mr Smith

should now deal directly with My Rumble or Mr Black rather than through Freehill
Hollingdale & Page.

Mr Chatimers, for the time being, has been seconded to the Telecom Customer Response Unit
team, and will from time to time be necessarily asking for information. However he does so
85 a member of the team under the administrative direction of Mr Black.

Yours sincerely,

Ian Campbell
MANAGING DIRECTOR

COMMERCIAL BUSINESS ‘ / 5 2

Twsira Corporation i wmutsgd
ACR 0D 775 558
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OUR REFERENCE YOUR REFERENCE DIRECT LINE

24 January 199%4

Dr G Hughes
Hunt & Hunt
Solicitors

21st floor : BY COURIER
459 Collins Street

MELBOURNE 3000
Dear Gordon

COT matters

Following gﬁ@ﬁﬁ&@fﬁﬂg on Thursday last, I now enclose revised
Procedure for your consideration.

I make the following comments upon it:-
S The underly;ng aim of the Procedure is for it to be workable

AERbEIng Wererallyfin™
greéménty’ previously entered

o3 1 6f the Victorian Commercial Arbitration Act 1984. oy

dapsitsdichat it should. Relevant considerations were that under
e Commercial Arbitration Acts

you are entitled to administer oaths and affirmations

(519 (2));

subpoenaes can be issued to compel the production of
documents (817);

if a party or witness fails to comply with your
directions, application can be made to the Supreme Court
(518).

| /53

SYDNEY BRISAANE CANBFRR A GOLD COAST HIRG KONG LONDON
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Further considerations are:

some of the procedures adopted are somewhat novel in the
arbitration context e.g. the use to be made of the ’
Resource Unit. However, arbitration procedures areigant /

--t0’'be flexible and, provided the parties agree, as they
will have by signing the Request for Arbitration, this
does not concern me;

under Section 38 of the Commercial Arbitration Act, with
the leave of the Court, there is the sight:to:appeal on a
question of law arising out of an award. This right of
appeal ¢an:bejexcluded under Section 40 by having the
parties enter into an "exclusion agreement". Such an
exclusion agreement can only be entered into after the
arbitration proceedings have "commenced" {Section 40
(6)). Pursuant to Section 3 (5) the arbitration is deemed
to have "commenced" once the Request for Arbitration has
been signed by both parties. The possibility of having an
exclusion agreement could be discussed at your initial
meeting with the parties;

. it is provided in Clause 6 that legal representation is
to be at your discretion. This is in line with Clause 2
(e) of the fFast:Track" agreement. Section 20 however
states the circumstances in which an arbitrator is
required to grant legal representation. This regime
cannot be amended by the agreement of the parties. In
practice, the issue of legal representation will only
arise if you require oral submissions and-even then there
is to be no cross-examination. I would not anticipate the
issue of legal representation being of great moment.

=On-balance;—it -was-decided<that-it-would be preferable to-have’
the Procedure operating under the Commercial Arbitration Act.,

3. You will note that I have amended the Procedure so that it is
clear that you are conducting four separate arbitrations and
will hand down four separate awards although you may combine
some aspects of the four hearings. I have also provided that
all four claimants must agree to the Procedure bhefore there is
a binding arbitration agreement with respect to any of them. I
would be interested in your thoughts upon this.

4. As you would be aware, Section 14 of the.Commercial Arbitration
.Act allows you, subject to the Act and t0o the Procedure, to
conduct the proceedings in such manner as you see fit. This

..gives you a high degree of flexibility.’ However otherwise, the
*Procedure must be conducted in accordance with the rules of
~natural justice.

S. I will be interested in your thoughts on Clause 8 which relates

to the Resource Unit. I thought it best to define the Resource
Unit in fairly general terms. f

s B In paragraph 1 on page 8, you will note that I have provided
for any loss suffered by Telecom as a result of breach of the
confidentiality provisions to be determined by arbitration in




ow ng our dlecussion, I thought this might be a werkable
manner of dealing with this difficult situation.

7. Once you are happy with the suggested Procedure, I suggest you
. convene a preliminary conference with the parties to discuss
the Procedure and also to discuss the possibility of exclusion
agreements. At this conference you could also inform the
parties that you will be informing AUSTEL in accordance with
Clause 2 (h) of the "Fast Track" Agreement.

I look forward to discussing the suggeeted Procedure with you after
you have considered it.

urs 51ncerely, _
(_f av -

enclosure




Humveich, Alan

From: Gamblg, Pater

Ta: Humrich, Alan; Lean, Mauria .

Subject: FW: Golden Messanger - CAN Measuraments
Date: 25 January 1994 15:18

Alan, Maurie, this is interasting following on fram our discussions yesterday. The customer concerned

l;as 6 directory numbars and a total of 30 auxilliary numbers.
ater.

From: Gamble, Pater

To: Pendlebury, Bruce

Cc: Rumble, Paul; Blake, Ed; Special Case Invest. Comm. Vic; Pannell, Mick
Subject: Golden Mdssenger - CAN Measurements "

Date: Tuesday, 25 January 1994 3:14PM ¥_

Bruce,

Following the measurements taken on the CAN for Golden Messenger today, two potential problems
have been located.

They are:

1) 329 7009 has a probable high resistance joint or similar problem. -
2) 329 7734 has a double jumper on the main frame cable pair side (cable 6 pair 1666).
Would you please arrange for thasa to Se followed up urgently.

There are also three errors in FACS - the cable pairs fisted are incorrect - as follows:
113290331 - | ~
2} 329 0731 '

3} 329 0068 . ,

. ]

. An attempt to locate the correct data was made, but without success. Accordingly, measurements
were not taken on these three pairs. . If the cocrect cable pair information is able to be obtained, then
measurements on these pairs will be arranged.

Should you have any queries, please contact Mick Pannell, Power Co-ordination directly.
Peter. -

o A5ha




SCHORER.DQC

TONY WATSON

:BNU - BUSY NOT IN USE
- DOES NOT EXIST

CUS - CUSTOMER

LA R A S SRR ERE SRR R NN Y NO w'rp DETAIL LA R A AL S SR SRS N]

LR A R R R LA N EREE R R No PART DETAIL LA AR R RS RS EE S TR 2

.-..—-.---...-q--—-._---.----..----.-.._--_...-....--.--.-..--—-.—...----_--—-—--------—--.------..--..--

ORDER = $6672678 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHCRER
493 QUEENSBERRY ST
NTH MELB vic 3o0s1
CALLED IN = 20/01/94 10.38 ¢
CLOSED = 20/01/94 11.10
DESCRIPTION = CALLER RECEIVED RVA FROM STH YARRA TO 2860055 19/01/94
NARRATIVE = 20/01/94 10:30 SE767

CALLER RECEIVED RVA FORM STH YARRA AREA TO 2860055 ON 190194
AT 11:27, RVA-THIS NO. IS NO LONGER AVAILABLE...

ANOTHER CALLER REPORTED SAME FROM SUNSHINE SEE S6672714

ALSQO A CALLER FROM NTH MELB SAID THEY RECEIVED NO ANSWER
WHEN RINGING 2860055... SEE $6672723

:RVA - RECORDED VOICE ANNOUNCEMENT

:NRR - NOT RECEIVING RING

:CUS - CUSTOMER

TREVOR HINDSON WILL CONTACT PHIL COLENSO..

TONY WATSON 20/01/94

LA AL A2 2 2R 22T No wIP DETAIL TR AT wErr bR re
AR R A AR S d X ERE S Y No PART DETAIL LA RS R 4R sl h )]

.................................................... e m e m et m e —————— gy ———
ORDER = 86672714 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055

GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER

433 QUEENSBERRY ST

NTH MELB vic 3051
CALLED 1IN = 20/01/94 10.54
CLOSED = 20/01/94 11.10 -
DESCRIPTION = RVA INCOMING TQ 2860055 ON 19/01/94 - :
NARRATIVE = 20/01/94 10:50 SE767

CALLER FROM SUNSHINE RECEIVED RVA ON 19/01/94 CALLING
2860055, REPORTED VIA TREVOR HINDSON.

sRVA - RECORDED VQICE ANNOUNCEMENT

3 - DOES NOT EXIST

:CUS - CUSTOMER

TREVOR HINDSON WILL PASS TO PHIL COLENSO..

TONY WATSON 20/01/94

RVA-UNKNOWN, CALLING NO. WAS 3123796. GRAHAM SCHORER SENT
A FAX INDICATING THAT THIS PROBLEM HAS QCCURRED 3-5 TIMES
PER WEEK BETWEEN 15:30-16:00..

TONY WATSON 21/01/9%4

LA A E A RS RSSESRE RS NO WIP DETAIL FRE WP TR en
LA R A R AR AR EEREE LSRR No pART DETAIL LA R A E S LA RESER XS]

U S S -y 2 M e e b T -

ORDER = 56672723 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELB vIc 3051
CALLED IN = 20/01/94 10.59
CLOSED = 20/01/94 11.10 %
DESCRIPTION = NOT RECEIVING RING ON 2860055 FROM NTH MELB.
NARRATIVE = 20/01/94 10:56 SE767

CUSTOMER CALLING 2860055 ON 19/01/94 SAID CALL RANG OUT.
REPORTED VIA TREVOR HINDSON

:NRR - NOT RECEIVING RING

: ~ DOES NOT EXIST

:CUS -« CUSTOMER

TREVOR HINDSON WILL PASS TQ PHIL COLENSQ..
TONY WATSON 20/01/94
MR SCHORER SENT A FAX WHICH INDICATES THAT THE CALLER

xn R37895



SCHORER.DOC

WAS RINGING 3290055 AND RECEIVING ENGAGED...NOT AS ABOVE.

THE CALLER RANG BETWEEN 8:45-9:00, 10:30-11:00 & 13:00-14:00

ON MON,TUES & WED AND CONSTANTLY RECEIVED ENGAGED SIGNAL.
NARRATIVE = TONY WATSON 21/01/94

(AR R R R R SR REREEERERESR.] NO wIp DETAIL LA A A A SR SRS XX ERZEE]
LA R R RS RLS S ERERS)] NO PART DETAIL LA A A RS RS ELESERER)

T S S SRS o ST MR SR R R AR L M ek E T L S ey My o e T SR T R M e L e o A A R L A M R o SR A L R A A R ek A ok

= S6666680 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER

493 QUEENSBERRY ST

NTH MELB VIC 3051 ¢

06/01/94 05.00

11/01/94 13.47

AUDIT MDF AS REQUESTED BY PETER CIRILLO...

11/01/94 13:34 SE767

06/01/94

:NSF - NON STANDARD FAULT

:NSF - NON STANDARD FAULT

:QNA - NETWORK ANALYSIS

AUDIT OF MDF TO BE DONE BY RAY MORRIS AND TONY WATSON ON
060194

SOLUTION = 6/07/94 15:24 2ZV333

AR RAE AR TN No wIP DE‘I‘AIL AERRRENER AR NN N Er
LA R A A A AR A 8RS AR S NO PART DETAIL LA S XS R RS E

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

A o ARk L M AR W L A ke T e N R AN R AP N R R Ak o AR R o b N A AN R AR NN A Em kS A e

QRDER = 56652123 STATUS s CL

CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM -
493 QUEENSBERRY ST :
NTH MELB VIC 3051

CALLED IN = 07/12/93 12.00

CLOSED = 13/12/93 08.41

DESCRIPTION = TEST CALLS AS REQUESTED BY CUSTOMER

NARRATIVE = 13/12/93 8:08 SE993
TEST CALLS TO PREMISES AS REQUESTED BU GRAHAM SCHORER
FROM SUNSHINE EXCHANGE *
:NRR - NOT RECEIVING RING
: - DOES NOT EXIST
:CUS - CUSTOMER

SOLUTION = 13/12/93 CsR: SE993FIELD EMPLOYEE: E%93 ALAN MILES
PLACED 410 CALLS FROM SUNSHINE EXCHANGE WHICH I ANSWERD
IN HIS CPERATIONAL AREA ALONG WITH HIS OPERATORS.
ON HIS PABX EXTENSIONS. ALL CALLS WERE ANSWERED AT THE
PREMISES WITH NO FAILURES. 1 CALL DID NOT RING ON THE
OPERATIONAL EXTENSIONS BUT WENT STRAIGHT THRU TO THE
FRONT QFFICE AS AN INTERNAL CALL, BUT IT WAS NOT TRANSFERED
BY MYSELF OR ANY OF THE OPERATCRS. THIS WAS POINTED QUT TO
GRAHAM SCHORER, WHO WAS GQING TO TAKE IT UP WITH HIS
PRIVATE SUPPLIER.

DATE START END SYMPT CAUSE ACT'N EMP

08/12/93 13.00 18.00 NF N K E993

LA R R SRR R S SdR s R NO PART DETAIL LR R E S 2SR R AR SR LR S

ORDER = $6648023 STATUS = CL

CUSTOMER = 259294 TELEPHONE = 03 3280085
GOLDEN MESSENGERS PTY LTD RMORRIS
493 QUEENSBERRY ST
NTH MELB VIC 3051

CALLED IN = 06/12/93 14.35

CLOSED = 06/12/93 15.21

DESCRIPTION = FOR CALL REBATE ONLY.......

NARRATIVE = 6/12/93 14:32 VXHO2

ORGANISED REBATE OF CALLS MADE BY B LOPES TO CAPEBRIDGEWATER
TO TEST FAX FAULT. BILL LOWRES OF PCOTSCRAY TO ORGANISE.
CALLS MADE BETWEEN 11AM AND 1PM 29/11/93

:NSF - NON STANDARD FAULT
:RCF - RECURRING FAULT
:QNA - NETWORK ANALYSIS

R3789Y
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DATE START END SYMPT CAUSE ACT'N EMP
22703794 11.37 12.29 NF Wl . ¥YT. ES§1] .
ssesssevsenanaswn M4 BAAT DETALL "9o*etvvevcences -

Y L L L L L L L N e ek ekl ke e e et e e R R B R

QRDER a 5687629) STATUS -3 Ql

CUSTCMER = 259294 TELEPHONE + 01 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM
493 QUEENSBERRY ST
NTH MELB VIic 3as1

CALLED IN 3 07/02/94 15.22

CLOSED a 07/02/%4 15.32

DESCRIPTION = 07/02/94 RDT ON 3292896

NARRATIVE a 7/02/94 14:59 SE7&7 .
07/02/94 NO DIAL TONE ON 31292896, HAS BEEN TESTED AND

/ APPEARS TO BE OPEN ONE SIDE IN THE EXCHANGE..

TONY WATSCN

:NDT - NO DIAL TONE
: - DOES NOT EXIST
:CUS - CUSTOMER

SOLUTION = FAULT WAS LOCATED IN A PLUG AND JACK COMNECTION ON TOP OF
EXCHANGE EQUIPMENT ASSOCIATED WITH THIS NUMBER. CONSTRUCTION
STAFF HAD BEEN WORKING NEAR THIS AREA EARLIER IN THE DAY AND
MAY HAVE ONKNOWINGLY CAUSED THIS FAULT. CLEARED AT 1700,
CUSTOMER NOTIFIED BY EMCHANGE STAFF WHEN CLEARED.
TONY WATSON. . cvvesnesnsesassnnsaaasussensnssananes seresnanes

AR EETR BRI RNNEN m wIP DEI!AIL FPRWERTRFIEATERTEY
A e A L X R L L &ALl th i bl m Pm DHML RERT PR IR RO RS

ORDER = 56676301 STATUS = CL
CUSTOMER = 255294 TELEPHONE = 03 3290053
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
433 QUEENSBERRY ST
NTH MELB vVIC 3Josl
CALLED IN = 07/02/94 15.29
CLOSED = 07/02/94 159.32 .
DESCRIPTION = 07/02/94 2877099 NRR FROM 2733333...... . ’
NARRATIVE = T7/02/94 15:24 SE767

‘/ CALLER FROM THE BANK REPORTED NO ANSWER IWICE WHEN RINGING
2877099 BETWEEN 9:30-11:30 . CALLING NUMBER WAS 273 3333

AND THE PERSON WAS ZOE.
PHIL COLENSO HAS BEEN NUI‘IFIED TONY WATSON 070294.........
:NRR - NOT RECEIVING RING .
: - DOES NOT EXIST
CUS - CUSTOMER

WRANEEEIRAIRRRTRTN N WIP DETAIL L2 2 22222 2adllll ]

Tewwwerwesweevess N PART DE‘I'AIL NEPRERA ORI NI COTTY

ORDER = 86675327 STATUS = CL
CUSTOMER s 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
433 QUEENSBERRY ST
NTH MELB vIC 3051
CALLED IN 03/02/94 08.47

E 3
CLOSED = 03/02/94 09.36
DESCRIPTION = 01/02/94 FAX TRANSMISSION TEST..
NARRATIVE = 3/02/94 8:44 SETa7
] FAX MACHINE TEST AS REQUESTED BY STEVE BLACK, TEST WAS
CARRIED QUT ON 01/02/94.
NSF - NON STANDARD FAULT
- DOES NOT EXIST
OTH - QTHER
SOLUTION s FAX cest was conducted, fax was sent and received o.k..
S/N ratio is too high according to our test equipmenc. The
fax uses an ISFON line for incoming calls and a choice of ¢
PSTN lines for outgaing. Mr Schorer didn't know che numbers
of the four lines.
Wwhilst testing che fax I simulated a second fax cal.l. che
call rang out. [ cesced this a second cime with the same

o /S%.A R37894
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I asked Mr Schorer what happens when a second cal. comes in
on his fax line if the fax 1s busy. Mr Schorer said his PADX
*puts the call on hold*. 1 asked how does it do that , as [
wags not aware of any fax machines that would know they had
i = been put on hold; and the likely result was that the sending
machine would time out or fail depending on what it heard
whilst on hold.
Mr Schorer was concerned, I said I would like to talk to his
PABX tech (Peter Hancock 670 7077 )} about the calls on hold
and to obtain the 4 o/g numbers so we could test them tor
the $/N ratio problem.
During the conversation with Mr Schorer he mentioned
Management hiding things and taping of convarsations. He
said we may be being taped now.
I informed Mr Schorer that the fax reception looked 100% but
our equipment showed a S/N ratio problem. Mr schorer said
N = all his lines were checked last week, how could one be noisy
now.I tried te explain that there was more involved than
only his lines....
» The fax machine itself ( Mr Schorer insisted his fax
had been checked and was ok)
. *The PABX port may be incompactable with the fax.
*Our own line could be at fault ( Tested o.k. later )
Mr Schorer offered to plug the fax into a dedicated socket
‘ so we could test again, preferably the old fax no. 3284462.
Mr Schorer was unable te do this as it seems the socket had
been jumpered or programmed to the PABX.
‘ i We tested the fax again with the same resulct, high s/n ratioe
; ST T TITION = Whilst resting I called the old fax number and this rang out
also, Mr Scherer was not concerned. he said the fax is nog
used for business purposes. I found out later the line would
be open at the PABX since it was not used any more.
I told Mr Schorer I would contact Peter Hancock for the 0/G
numbers and we would taest the lines.
01/02/94 Left message for Peter Hancock
02/02/94 Left message again for Peter Hancock
08/02/94 11:45, called Peter Hancock, he was in this time.
the numbers are 3220675,060%,0525,0430. PABX port is .,prog.
for analogue only. The old number is open.Calls can't be
placed on hold, shculd return busy.
11:52 tested that 2877001 wouldn't return busy before Peter
had time to check. The second call rang out again, I didn't
contact GOLDEN about thaesae calls. )
. Peter Hancock moved the fax from the old line to the PABX,
the fax was not altered, so the settings would be the same
as when connected to the exchange direct. Mike Kyvall
believes the problem would be the fax not being macched to
the PABX.
16:00 Tested all 4 lines. One was busy, but tested later.
All tested o.k. with one testing slightly lower to GND chan
the rest ( 3290430 was the one ).
10/02/94 N-Contacted Peter Hancock to see what he found when
checking the fax line. He said the number is a single line
and does not hunt or search if busy. It will return busy.
ﬂeksaid he moved the fax line himself and it appeared to be
o.K.
17/02/94 12:14, I simulated 2 incoming fax calls again. The
second call rang, I dropped the first call off, releasing
the fax.The fax then tock the second call after about 30
saconds.
No further action has been taken, lines tested o.k, faxes
are clear, Mr schorer insisted his fax was o.k, PeterHancock
was made aware of 2877001 appearing to queue calls, he said
he has checked program. Tony WatsoR.............riecancnnns
FRwTEREERBEREN No wIp DE‘I‘AIL FEURARTTNET TR TR
wWRBREEETENT m pART DEI‘AIL "'t'l’ll‘ittﬁ.ll"

----..--------------........----..-----------—----_—----_--------.-----—--------

S s |

) | |

= 56675328 STATUS a CL
~FR = 259294 TELEPHONE = 03 3290085
~ra=o0w
"{4 \3(09'-
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GOLDEN MESSENGERS PTY LTD GRAHAMAM SCHORER

493 QUEENSBERRY ST

NTH MELB VIC 1051

03/02/94 08.51

03/02/94 09.35

31/01/94 09:09, FALSE BUSY I/C FROM 055267230
3/02/54 8:49 SE767

ALLAN SMITH FROM CAPE BRIDGEWATER REPORTED GETTING BUSY TONE
CALLING 2877099.

:BNU - BUSY NOT IN USE

: - DOES NOT EXIST

:0TH - OTHER

SOLUTION = ALLAN SMITH DIALLED WRONG NUMBER 2877009 ILQ 2877099.

LA A R B A 2 R 808 2R 8802 No wIP DETAIL LA L A B A A SRR RS R NEJ

LR A E S AR A SR SESSSS S No pART DE’PA:L LA A AR 2 RN S EXE S

e e o e W R AL N A AR A ok AR R AR MR o v e o -

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

H

nown

ORDER = 56675334 STATUS = CL
CUSTOMER = 259234 TELEFPHONE = 03 32%0055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELS vIC 3051
CALLED IN = 03/02/94 09.32
CLOSED = 03/02/94 09.37
DESCRIPTION = 02/02/94 CONVERSATION WITH MR SCHORER ABOUT 1100 RECORDS...
NARRATIVE = 3/02/94 9:31 SE767

+NSF - NON STANDARD FAULT

: ~ DOES NOT EXIST

+EMP - EMFLOYEE

02/02/94 ABOUT 12:00 MR SCHORER RANG ME TO ASK IF I HAD TOLD
ALAN SMITH OF °*CAPE BRIDGEWATER® THAT 2877099 SHOWS TO BE
AN INVALID NUMBER IN TELECOMS DATABASE. I REPLIED THAT THE
NUMBER DID STAT AS AN INVALID NUMBER IN ONE OF OUR SYSTEMS.
MR SCHORER ASKED WHICH SYSTEM, I REPLIED LEOPARD.

WHILE I WAS TALKING TO MR SMITH HE TOLD ME HE HAD SENT A
STAT DECLARATION TO MR SCHORER ALREADY INFORMING HIM THAT
1100 HAD SAID 2877099 WAS AN INVALID NUMBER ON 31/01/94...

NARRATIVE = I SAID IF MR SMITH HAD REPORTED THE PROBLEM TO 132999
THE PROBLEM WOULD NOT HAVE OCCURRED BUT ACKNOWLEDGED THAT
AS IT HAD OCCURRED I WOULD ENSURE THAT THE DATABASE BE
UPDATED AS SOON AS POSSIBLE TO INCLUDE 28770%89.

MR. SCHORER ARGUED THAT HE WAS OF THE OPINION THAT THE
CORRECT PROCEDURE WAS TO REPORT FAULTS TO 1100. I SAID THAT
PROCEDURE HAD CHANGED SOME TIME AGO AND THE 1329%9% NUMBER
WAS IN THE FRONT OF PHONE DIRECTORIESUNDER FAULTS AND
SERVICE DIFFICULTIES. ( I CHECKED THE DIRECTQRY LATER AND
MR SMITH MAY HAVE BEEN TECHNICALLY CORRECT AS 1100 IS LISTED
FOR *CALLING DIFICULTIES® ) MAYBE MR SMITH & SCHORER NEED
TQ BE REMINDED WHO THEY SHOULD REPORT TO.

NARRATIVE = MR. SCHORER ASKED ME IF I WOULD WRITE A REPORT AND SEND
HIM DETAILS OF THIS INVALID NUMBER. I SAID I WOULD WRITE THE
REPORT BUT HE WOULD HAVE TQ REQUEST IT THROUGH ROSANNE, HE
SAID SHE WOULD PROBABLY NOT FORWARD IT TO HIM AND HE USUALLY
DEALT WITH STEVE BLACK.

MR. SCHORER THEN WENT ON ABOUT SOME UNRELATED SUBJECTS :-
*TELECOM PROTECTIVE SERVICES TAPING EMPLOYEES PHONE CALLS
*FINANCIAL REVIEW ARTICLE ON TELECOM TODAY
*UPPER MANAGEMENT HIDING INFORMATION
*FEAR THAT TELECOM MAY COLLAPSE AND BE BROKEN UP

MR. SCHORER MENTIONED SOME OTHER PREVIOUS FAULTS LIKE
PEQPLE GETTING BUSY AND THAT SOME FAX'S HAVE BEEN

NARRATIVE = DISAPPEARING. HE THEN WENT ON TO SAY IF TELECOM CAN MONITOR
PHONE CALLS THEN THEY COULD ALSQ INTERCEPT FAX'S AND REMOVE
CERTAIN PAGES. I ASKED WHAT WOULD BE THE POINT OF REMOVING
A COUPLE PAGES, WHEN THE CALLER AND THE CALLED PARTY WOULD
KNOW PAGES WERE MISSING. MR SCHORER SAID SOME DOCUMENTS SENT
BETWEEN HIMSELF AND.-SOLICITORS CONTAIN SENSITIVE INFORMATION
INFERING THEY MAY BE OF VALUE TO TELECOM {I WOULD HAVE LIKED
TO SUGGEST A COURIER COMPANY LIKE SECURITY EXPRESS FOR HIS
SENSITIVE DOQCUMENTS BUT I DONT'T KNOW HIS HUMOUR )
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MR SCHORER THEN CAME BACK TO THE 1100 PROBLEM AND ASKED
ABQUT FAULT OPERATORS INTERSTATE, I SAID THE SYSTEM IS
NATIONAL - AND WHEN FIXED [T WILL BE COMMON NATIONALLY.
NARRATIVE = MR SCHORER SAID THE INCIDENT WAS ANOTHER CASE OF TELECOM
NOT PROVIDING SERVICE FIT FOR PURPOSE. I COMMENTED THAT
MR SMITH WASN'T ABANDONED BY 1100; AND IN FACT THEY RANGC
DIRECTORY ASSISTANCE TO OBTAIN ANOTHER NUMBER FOR GOLDEN,
MR SCHORER SAID THEY WOULDN'T DO THAT FOR ANY OTHER PERSON,
JUST THAT MR SMITH AND HIMSELF ARE PERSISTANT BASTARDS AND
WOULD PUSH FOR MORE INFORMATION THAN THE AVERAGE CUSTOMER.
AFTER ALL THIS I DON'T THINK I HAD THE PLEASURE OF SAYING
THE THE WHOLE INCIDENT WAS CAUSED BY MR. SMITH DIALLING THE
INCORRECT NUMBER. MR SCHORER WAS ONLY INTERESTED IN 2877099
STATTING AS INVALID, MAYBE MR SMITH HAD ALREADY TOLD HIM OF
THE WRONG NUMBER...... TONY WATSON.....

LA R A R A & & L LRSS R L) NO wIP Dm‘AIL LA A L AR A LR L RS X RS SR

LA A S A S S ERE S S ERERX) NO PART DETAIL LA A B S LR ERRERERSX]

RS S T R R o R T L mm o mm m m R w m da e e A o R L R R MR W A b ek o A b R Ak = o kA g

QRDER = 56675313 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELRB VIC 3osl
CALLED IN = 31/01/94 12.00
CLOSED = 02/02/94 17.05
DESCRIPTION = 27/01/94 09:55, NRR FROM 2834559
NARRATIVE = 2/02/94 16:26 SE767

FACSIMILE SENT TO GOLDEN INDICATING THAT CSR CALLED 2860055
AT 9:55 27/01/94 AND HEARD 3 RINGS THEN A CLICK AS IF .
ANSWERED; THE CALLER WAITED 70 SECONDS LISTENING TO SILENCE
THEN HUNG UP. CALLER RANG BACK IN 20 SECONDS AND GOT THRQUGH
FAULT REPORT ENTERED IN RASS...

TONY WATSON.

:NRR - NOT RECEIVING RING

: - DOES NOT EXIST

CUS - CUSTOMER

A AL A AR R L L ELE SRR NO wIP DETAIL LA AR AL LS8 RS SRS S) . ’
LAl S B2 XL XS ERE RS No PART DEI‘AIL EERERNRNESRETRE NN

e e i T A p——

ORDER = 56675317 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHCRER
493 QUEENSBERRY ST
NTH MELB ViIC 3051
CALLED IN = 28/01/94 12.00
CLOSED = 02/02/%4 17.0%
DESCRIPTION = 28/01/54 9:00-9:35, BNU ON 2860055,2877099 FROM 6705694
NARRATIVE = 2/02/94 16:45 SE767

28/01/94 09:00-09:35 CALLER RECEIVED FALSE BUSY CALLING
2877099 & 2860055 FROM 6705694,

TONY WATSON

tBNU - BUSY NOT IN USE

H - DOES NOT EXIST

:CUS - CUSTOMER

LA AR R S A S 8RR EEZXE T I No WIP DE‘I‘AIL LA A A A SRR ESERSE R
LA 2R RS2SRSS E X ST NO PART DETAIL LA A RS EREE S RER S S

TR N ok R D MR R L o ek e kD L S e A T S R AR A R R A W A A e e

ORDER = 56675307 STATUS s CL
CUSTOMER = 259294 TELEPHCNE = 03 3290058
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELB VIC 3081
CALLED IN = 21/01/94 12.00
CLOSED = 02/02/94 17.04
DESCRIPTION = 20/01/94 10:1S, 4176566 RECEIVED FALSE BUSY ON 3257788,
NARRATIVE = 2/02/94 16:18 SE767

AT APPROX 10:15 20/01/94, A CLIENT IN FITZROY ( 417 6566 J
RANG 3297788, TO CONSTANTLY RECEIVE ENGAGED SIGNAL. HE WAS
ABLE TO SUCCESSFULLY REACH GOLDEN ON 3297355..

w 454 B r37897




i SUCO.':IE
ORDERY SOLUTION. TEXT :

o . 02/05/94 (11/94)
- e 2.4.4 b

Call Date: 30/04/94
TELEPHON

Order No.: -

Account REF PTY . LTD Syss SINGLE LINE- TEL

Contact 7+ Phoner (018) 3I56~827

Deser : » NREERERC | TNES:

Selution LI ) Pager: 1 of
1 2/ ¥ EMPLOYEE: €767 ' TONY WATEDN
2) Reported ak 135t on 30/04/94, Testing proved fault to be in
3) the CPE, i " is privately maintained s customer was
4) notified.. OACY :
3) 30/04/94- 18238 W~ Schorer rang to say all 68 lines are outj
6) has to be TEEECOM: Exchange tested again ang proved to be in
7) the CPE,. . . .
aj

9N said thr-mm.w "sajor al
10) operating with-PSTN 1ines.

11)

ie) 02705794 08:45,. I calied

30/04/94- 1953% Fatx Broad. recalled to go to prestses, lao-

ars” but the Flexitel was-still
AT &T 7 rang while lan was there, _
Ian left the: prewises as he couid do nothing.

Mr Schorer to if everything was OK_
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’ 19/04/94-(10/
WATSON SVCo7Aa 2. 4.2 ¢
. SERVICE ORDER MODIFICATION
. PRESS fESET TO LEAVE THIS FUNCTION
Order No.: 86692753' Call Type- C90 Serial#:
Customer : GOLDEN MESSENGERS PTY LTD SINGLE LINE TELEFMON
Contact : ALLAN SMITH Phone: (033) 290-055 Terr: MZ-36-211-NME

Desc:REC ENG SIGNAE. WHEN RINGING 2860256 & 2877098 1530 1204 Commit:13/04/%
Narrative: Hage 1 a3f |

1) 13/04/94 153133 2v17
Z) REPORTED" BY Eﬁ HO PRETENDED HE WAS A CUSTOMER
3) TRYING TG GET THR UGH... RANG 2860256 AND 2877098 AND REC
| 4) ENGAGED SIBNﬁL... REQUESTED ME TO RING BOTH NUMBEZRS
| S) WHICH I DID AT 1530 AND ALSO RSCIEVED ENG SIGNAL
| §) :NRR ~ NOT RECEIVING RING
7 :8LL - ALL:APPLIZS TO AL SALLs
3; :CUS - CUSTOMER
3)
-"-L )
i
Iy

| *+¥% DO YOU WANT TG MCDIFY

-

-
£n

INFORMATION CTY/NJ o+ 4 e L

I/

N
N
A
I

/54-8




2. &
- K00043 Seegzrge

]
-

COMMERCIAL C.E.D. VIC/TAS 29/03/94 (09/94)
WILLIAMS SVC41 2.4.7
FAULT MANAGMENT DISPATCH QUEUE .
PRESS [ESCI TO LEAVE THIS FUNCTION

FE :E&1% DAVID WILLIAMS Dispatch : S&&B2400
Cust; 259294 -0001 GOLDEN MESSENGERS PTY LTD Sysi1SLT 7) Con Tp:
493 QUEENSBERRY ST Citv:NTH MELB : State:VIC Zig:3I0S1
Ph #: (03 )320-0055 Restare : ‘
Territory: M2-235-711-NME Remate Flaag: Call In : 29/03/94 1&:09

13 ®ite Remarks 1 :CUSTOMER CREATED FOR “SPECIAL CASE" INVESTERGATIONS OwNLY
2) Site Remarks 2 :0N FLT CALL.. ALWAYS CONTACT BRUCE PENDLEBURRY ON S50 7690

3} Contact:DAWN Phone: (033)290~055 Hours:

Commit ¢ 30/83/94 15:09 4) Agpaintment :30/03/94 15:09 1S5:59 S) Pr :j
&) Description :EA19:EXCH CONGEST ON TEST BUSY TO NETWORK % CUST EXCH TO CHK
Narrative: 29/03/%94 146:08 SWMST

NOT ON RQT LINE 3297752
:NDT — NO DIAL TONE

: - DRES NOT EXIST
:CUS - CUSTOMER

ORDER NUMBER: S&44&82400 TELCO CIRCUIT NUMBER: E 3297752 XHy
Fi: Fileld Eng F2: Telco F3: PBX F4: g Prod F7: Transfer FB8: Tacque (FMD.

= =R
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DATE START END SYMPT CAUSE ACT'N EMP
22/03/94 11.37 12.29 NF wJ YT E633

LA A AL AL R AL SRR SRS NO PART DETAIL LA R ER AL R RS RLES DS

ORDER = $667629) STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM
493 QUEENSBERRY ST
NTH MELB vIiC 3051
CALLED IN = 07/02/94 15.22
CLOSED = 07/02/94 15.32
DESCRIPTION = 07/02/94 NDT ON 3292896
NARRATIVE = 7/02/94 14:59 SE767
07/02/94 NO DIAL TONE ON 32928%6, HAS BEEN TESTED AND
// APPEARS TO BE OPEN ONE SIDE IN THE EXCHANGE..
TONY WATSON
:NDT - NO DIAL TONE
: - DOES NOT EXIST
:CUS - CUSTOMER
SOLUTION = FAULT WAS LOCATED IN A PLUG AND JACK CONNECTION ON TOF OF

EXCHANGE EQUIPMENT ASSOCIATED WITH THIS NUMBER. CONSTRUCTION
STAFF HAD BEEN WORKING NEAR THIS AREA EARLIER IN THE DAY AND
MAY HAVE UNKNOWINGLY CAUSED THIS FAULT. CLEARED AT 1700,
CUSTOMER NOTIFIED BY EXCHANGE STAFF WHEN CLEARED.

TONY WATSON. covvevrsnssovsssrensssesannsnnrescsesanss ceens
(AR E 22X EE RS S X2 No wIP DETAIL (223X 222 2 2 a2 d 2 )

LA LA LR RS AR d ) NO PART DETAIL Ak Rrh ke redw

I ———— PR R e 8RR Lttt b e e et

ORDER = 56676301 STATUS = CL
CUSTOMER = 259234 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELB Vic 3051
CALLED IN = 07/02/94 15.29
CLOSED = 07/02/94 15.32
DESCRIPTION = 07/02/94 2877099 NRR FROM 2733333......
NARRATIVE = 7/02/94 15:24 SE767

CALLER FROM THE BANK REPORTED NO ANSWER TWICE WHEN RINGING
2877099 BETWEEN 9:30-11:30 . CALLING NUMBER WAS

AND THE PERSON was I <C

PHIL COLENSO HAS BEEN NOTIFIED, TONY WATSON 070294....... .
:NRR - NOT RECEIVING RING

: - DOES NOT EXIST

:CUS - CUSTOMER

LA 82 RS L XS L &84 NO wIP DETAIL EhRAEREREERETER NN RL
dr ol O de e e e o e de e o No PART DETAIL whkF AR RN RTN

L T T G W A ST e W e WD WD A SR W SR o —

ORDER = S6675327 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELB VIC 3051
CALLED IN = 03/02/94 08,47
CLQSED = 03/02/94 09.36
DESCRIPTION = 01/02/94 FAX TRANSMISSION TEST...
NARRATIVE = 3/02/94 8:44 SE767
JVE%X MACHINE TEST AS REQUESTED BY STEVE BLACK, TEST WAS
CARRIED OUT ON 01/02/94.
:NSF - NON STANDARD FAULT
: - DOES NOT EXIST
:0TH - OTHER
SOLUTION = FAX test was conducted, fax was sent and received o.k..

S/N ratio is too high according to our test equipment. The
fax uses an ISFDN line for inceming calls and a choice of 4
PSTN lines for outgoing. Mr Schorer didn't know the numbers
of the four lines. :

whilst testing the fax I simulated a second fax call, the
call rang out. I tested this a second time with the same

resulc.
R37894
o ISR
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should have been successful.,

PO WAL B0 e o 4 ittt it e e bt e st tee ettt it e
DATE START END " 3(MPT CAUSE ACT'N EMP
19/04/94 16.26 16.27 NF- W XT E767
LR E A RS N AR RS2 R EERE S NN J NO PART DE‘I'AIL [ B X R R R R EREREESRSESN]

W R W MR R T M MR R ey L mp m b T R AN R m R R e e M e e mm S ER R e M il ol M W M kW T ML ML G T TR W TE M ML M M Lk e o oaa

"ORDER = 56682400 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290085
GOLDEN MESSENGERS PTY LTD DAWN
493 QUEENSBERRY ST

NTH MELB vic 3051
CALLED IN = 29/03/%4 16.09
CLOSED = 30/03/94 10.25
DESCRIPTION = 29/03/%4 16:09 NDT ON 3297752
NARRATIVE = 29/03/94 16:08 SwWMS9
NDT ON ROT LINE 3297752
:NDT - NG DIAL TONE
3 - DOES NOT EXIST
:CUS - CUSTOMER
SOLUTION = 30/03/94 CSR: ZV99S8CALL REQUEUED : FROM TELCO TELCO QUEUE

31/03/94 09:27 DD:THIS REPOURT HANDLED BY E619.HE REPORTS

THAT AT THE TIME OF TEST(B/W 16:10 & 16:30 29/3/94)THE LINE
APPEARED TO BE HELD UP.SULTAN ACCESS WAS UNAVAILABLE DUE TO
EXCHANGE CONGESTION.A REPORT WAS RAISED IN LEOPARD & THE CP
DAWN ADVISED OF THE ACTION BEING TAKEN & THE 'S' NUMBER.THE
EXCHANGE FOUND NO FAULT BUT SUSPECT AN OFF-HOOK TEL AS THE
CAUSE AS THE LINE WAS IDLE ON TEST.FURTHER TESTS BY MYSELF

AT 09:00 31/3/94 FOUND NO FAULT.ES6233

11/04/94 09:06: EMG TEST/REPORT ON EQUIPMENT..NO FAULT FOUND e
REF:GOLDNC31.DOC.

. 230394 NDT CUS XHU E619 XINNMN NMEL 300394

SOLUTION = 11/04/94 9:07 zZv3z23 )
DATE START END SYMPT CAUSE ACT'N EMP
30/03/94 00.0Q 00.00 Y 00 Y E640

L2 A AR B RS RA S RS &S No PART DETAIL Wt W A W e o i e e

- D A R A A R AR L AR e W W AR e eyt S ey TR A AR A W R A A NN Wk o R WR T SN RS e

ORDER = §6681275 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 329005S ’
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NTH MELB VIC 3051
CALLED IN = 22703/94 11.37
CLOSED = 22/03/94 12.29
. DESCRIPTION = 21/03/94 19:15 NRR INT CUS.
NARRATIVE = 22/03/94 11:06 SE633

21/03 94 19:15 NRR INT.CALLS RANG OUT,CUSTOMER TRIED AT 1902
& 1904 RECEIVING RING TONE BUT DID NOT ANSWER.

:NRR - NOT RECEIVING RING

;INT - INTERMITTANT

:CUS - CUSTOMER

CgSTOHBR REPORTING FAULT:MR ALAN SMITH(CAPE BRIDGEWATER) ON

055-267267.

REPORT IN LECPARD CLEARED BY D.DUFF 22/3/94 AT APPROX 1100.

FAULT ENTERED INTO RASS AT 09:56 22/03/94.

SCLUTION 2 22/3/94 11:42.NRR INT 19:02 & 19:04 21/3/94.RASS FLTNO 17159
REPORT RECEIVED BY CHARLIE VAN BAKEL (WAV'BSC)FROM NETWORK
MANAGEMENT 22/3/9¢ (APPROX 11:00).
1:RING TONE WILL NOT BE SENT TO CALLER UNLESS THE NETWORK
RECEIVES ‘CALL ALERT TONE' FROM THE RECIEVING EQUIPMENT (PABX
OR COMM D).THIS IS SIMILAR TO A "READY TO RECEIVE" SIGNAL
TELLING THE NETWORK IT IS IDLE & THE CALL CAN BE PROCESSED.
CALLERS WOULD RECEIVE RVA OR BSY IF THIS ISN'T RECEIVED.
2:RING-TONE WAS HEARD, THEREFORE THE NETWORK HAD RECEIVED THE
*CALL ALERT'SIGNAL & THE CALL IS PROCESSED.AUDIBLE RING IS
THEN CONTROLLED BY THE CPE EQUIPMENT.IF THERE WAS NO ANSWER
THEN EITHER THE TELS WERE UNATTENDED OR FAULTY AT THE TIME.

SOLUTION = 22/03/94 CSR: SEG33IFIELD EMPLOYEE: E633 DAMIAN DUFF
NO FAULT FOUND.FURTHER TESTS STILL BEING CARRIED OUT BY NMI

O THE ISDN LINES.
S 37893
/ GIB R3789




- CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

|‘l' NARRATIVE

NARRATIVE

NARRATIVE

NARRATIVE

------—--—-—---------------.-.--.--.-----.—..-_-_--.-_—..-----.-... -----------------

- -

56738452

STATUS = CL
259294 TELEPHONE = 03 3230058
GOLDEN MESSENGERS PTY LTD Mr Schorer
493 QUEENSBERRY ST
NORTH MELBOURNE VIC jgs1

2%9/06/94 16.40

29/06/94 16.41

28/06/94 ISDN I/C calls cut off on answer.

29/06/94 15:53 2v333

23/06/94 Mr schorer reported calls dropping out on answer.
He said this was brought to his attention by a new enmployee.
This new employee seemed particularly impertant to Mr
Schorers cause because he wasn't aware of all the phone
problems and has detected the cut off on answer himself.

I asked Mr schorer if this was on ISDN or PSTN and did any
callers report problems when they did get through. Mr Schore
said nobody calls back and reports getting cut off and he
has no idea where the calls originate from, the problem
accurs on cthe ISDN.

The ISDN receives most of his incoming calls now, only
people with old stationery would ring on the PSTN and people
who have difficulty getting through on the ISDN.

The report was entered in RASS.

Mr Schorer also mentioned a pit in Leveson St which had a
damaged lid and wondered if water could be getting in to his
cable. I said I had seen pits full of water and the joints
had been perfectly OK as they are watertight. I will follow
up Che report anyway. .

Mr Schorer said he had conducted his own telephone survey
and people in Nth Melbourne were having the same problems as
himself, regardless of what Telecom tells him. Thaese problem
are PSTN and range through calls ringing out, RVA, BNU and
dropping on answer and during conversation.

He believes that Nth Melbourne is being decommissioned
because of problems, complaints and service. I said I have
not heard of this and exchanges don‘t get upgraded or built
overnight. I have since spoken to Exchange Installation
pPeople and whilst it will be replaced eventually, no date
was available.

Mr Schorer asked about ISDN command centre being able to see
when his PABX was experiencing preblems and should alert him
or his maintenance people that a problem has occurred. I had
not heard of this function and told Mr Schorer the same. Mr
Schorer assured me he was told this was the case by Telecom.
The last thing Mr Schorer asked about was his entries in the
white pages and if those numbers were in Leopard. The one I
checked whilst on the phone to Mr Schorer was in Leopard but
Ihave checked some others since and they are not in Leopard.
I have since followed this up and apparently Mr Schorer has
been written to and told he will have to notify us of what
mumbers he is using and what he wants in our database.

Mr Schorer briefly mentioned processes and getting things
right the first time and being able to reproduce processes
without stuffing up.

= LT
:C0S - CUT OFF SPEAKING

: - DOES NOT EXIST

:CUS -~ CUSTOMER

30/06/94 pPater Gamble called me about Mr Schorer claiming I
had arranged monitoring for his ISDN and given him a number
Lo report direct to ISDN. This was not tha case, but Mr
Schorer could reasonably have believed this to be the case
4s Mawaheb { ISDN )} arranged this when I reportaed the fault
in RASS. The monitoring was to take place on 01/07/94.
01/07/94 1 called Mr Schoraer at 08:4%5 and he told me the
monitoring had been stooped by Paul Rumble. I called Mawaheb
and he had received the same message from Mr Schorer.

[ chought Mr Schorer may have initiated this confusion for

o /ﬁ_ﬂ R37864

-
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NARRATIVE = some raason although he has always been direct and reliable
Previcusly. I was unable to contact Mr Rumble ( Me was in a
meating ). I spoke to Peter Gamble later in the morning and

ha was able to confirm that the monitoring had been
suspended until exact procedures were set up in writing.
Mawaheb contacted me bacause Mr Schorer rang him to say he
had incidents that could have been investigated if we had
been monitoring, Mawaheb was to get back to Mr Schorer. I
told Mawaheb that Iwould call Mr Schorer on his behalf. I
then called Mr Schorer about Mid afterncen and said the
menitoring had been suspended until further notice. Mr ‘
Schorer mentioned that he had AT & T people at his premises

NARRATIVE = ready to monitor as well.
e 1 - Y =T ) o
SOLUTICON = 29/06/54 CSR: ZV333IFIELD EMPLOYEE: E767 TONY WATSON
See narrative
DATE START END SYMPT CAUSE ACT'N EMP

29/06/94 16.40 16.41 NF WJ ¥T E767

LA A B A R L AR RS & &3 LN ] NO PART DE‘I\AIL LA R AL LS REE R EZE N

e e e o 0 T L ek A Ly R - T . T —_

CRDER = S6730342 STATUS = CL

CUSTOMER = 259294 . TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD q
493 QUEENSBERRY ST
NORTH MELBOURNE viCc 3081

CALLED IN = 16/06/94 16.46

CLOSED = 17/06/94 08.1%

DESCRIPTION = PASS TO TONY WATSON IN AM FRIDAY..

NARRATIVE = 16/06/94 16:38 ZV330 . L]
Mr Schorer stated his business is down s¢ there must be a
fault with the system. No problem actually reported by any
customer.

:NSF - NON STANDARD FAULT

tRCF - RECURRING FAULT

:QNA - NETWORK ANALYSIS

17/06/94 11:00 I called Mr Schorer in answer to his message
4t 10:15 to return his call. Mr Schorer said he now hasra
report for yestaerday that a caller from a City PSTN called
GOLDEN on ISDN number and received * Network congestad *RVA,
Mr- Schorer would not pass on the callers number at this time

NARRATIVE = Tony Watson..... fh e e raaes e et et ettty

SOLUTION = 17/06/94 CSR: ZV333FIELD EMPLOYEE: E767 TONY WATSON
In hand NOCN and RASS.

21/06/94 13:30, I callad Mr Schorer to ask for more info.
on the caller that received " Network congested * RVA on
16/06/94. Mr Schorer was able to tell me the call was just
before 12:00, the caller was from 670 XXXX and they were
calling 287 xXxXx¢.

Mr Schorer mentioned verification tasts te me and said he
had a Telecom document from Peter Gamble that indicated thac
if 85% of calls were successful, Telecom would say the
service was acceptable. I hadn't seen this document, so Mr
Schorer sent me a copy. ( It would be nice to receive this

SOLUTION = 22/06/94 9:49 ZzVv3i3
information before the Customer asks questions about it Y.
21/06/94 ISDN NPMG »{ Claude 02 396 6412 ) called and said
complete numbers would make testing more accurate, and the
person experiencing the problem should have reported it on
the day to Telecom; not the next day via the customer.
Anyway, test calls were made from LONE to NMEX on each
individual davice, all OK. No alarms reported on the day.
Claude said that some PABX's will tell the network to issue
the RVA under certain cicumstances.

DOy WAL SO . & v ittt et snetar e rasaoonsasesnnsssosanssanensnenns

DATE START END S5YMPT CAUSE ACT'N EMP

17/06/94 08.13 08.15 NF WJ ¥T E767
tewrsesevvwnnrins NO PART DETAIL ****e¢vwstewnsever

T W T EF e e W M mh oy W TE MR b R AR A M kM wh e W W o wh S S b AR o
- -

ORDER = 56727588 STATUS = CL
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CUSTCMER = 259294 TELEPHCNE = 03 32904055
GOLDEN MESSENGERS PTY LTD graham scorer
433 QUEENSBERRY ST
NORTH MELBOURNE vIC : jasl
13/06/94 18.5%
14/06/94 08.29
CUS REC MESSAGE LINE IS BSY WHEN DIALING 03 6343241
13/06/94 18:56 ZviQ4
CUS REC LINE I3 BSY MESSAGE WHEN USING FAX TO DIAL 03 634324
1l & CALL RINGS OUT BY PHN
:NOP - NO PROGRESS
~ DOEs NOT EXIST
CUS - CUSTOMER
14/06/94 CSR: ZV333FIELD EMPLOYEE: E767 TONY WATSON
In hand Tony Watson.
15/06/94 The number 634 3241 was a typing error on the fax
sent to GOLDEN. The number should have been 632 3241
according to Sylvia Gill at Steve Blacks' office. Mr Schorer
was notified of this error at 13:45 on 15/06/94.
T ONY WA SO, o it ittt ittt ietrteerersraanesressnessneanannnns
DATE START END SYMPT CAUSE ACT'N EMP
. 14/06/94 08.27 08.29 NF WJ YT  E767

LA A S A AR AR R RS SEDSE L] No pART DETAIL HARWEER NS ST

CALLED IN
CLOSED
DESCRIPTICON
NARRATIVE

W onNu

SOLUTION

L e L S v T W . iy S v MR i A A . W R v M E N R A N b W W R W NN R W v mR E W W Mk e e = AR

ORDER = $6722719 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD DAMIAN ZITO
493 QUEENSBERRY ST
NORTH MELBOURNE vic 3051
04/06/94 14.38 ’ *
06/06/94 11.49
SEE NARR
4/06/94 12:34 ZV326
DZ.ROSEANNE PITTARD CALLED IN AM.RESPONDING TO REPORT YESTER
DAY ,WANTED LINES TO BE TESTED.I PUT FAULT INTO RASS IT WAS T
HEN PASSED TO WALLY WAWRZNIAK RASS SEQ.30914.WALLY CALLED ME
BACK SAID ISDN LINKS OKAY,CALLS FROM MOBILENET PSTN AND’FROM
EXIB ISDN TEST NODE ALL OK.DZ
:NRR - NOT RECEIVING RING
:INT - INTERMITTENT
:EMP - EMPLOYEE
SOLUTION = 6/06/94 CSR: 2ZV3I3FIELD EMPLOYEE: E767 TONY WATSON
In hand Tony Watson
. DATE START END SYMPT CAUSE ACT'N EMP
06/06/94 11.49 11.49 NF WJ YT E767

ARB AT RSN NAR NO PART DETAIL #r*trbranuwhnwnn

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

nwiHp

o
o . iy W e W W W = e e o -

QRDER = 56722087 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 2877099
GOLDEN MESSENGERS PTY LTD GRAHAM
433 QUEENSBERRY ST
NORTH MELEBOURNE VIC 3051

CALLED IN 03/06/94 10.28

CLOSED = 03/06/94 12.01
DESCRIPTION = CUS CLAIMS MRR SEE NARRA
NARRATIVE = 3/068/54 10:37 zvV1ls

CUS CLAIMS NRR SAID AT 1009AM A TESTER NAMED AUBREY RANG AND
SAID ARE THAY HAVING TROUBLE AS CALLERS ARE GETTING BSY
CUS SAID THAT THERE ARE 30 LINES HERE AND THEY ARE SITTING A
ARQUND DOING NOTHING AND THIS REPORT HAS BEEN INITIATED BY
TELECOM AND HE HAS BBEN TRYING TO TELL US FOR AGES THAT HE H
_ HAS A FAULT AND WE KEEP SAYING NO

SOLUTICN = 3/06/94 11:30 dd:CSC SHARON RECEIVED A CALL FROM DAWN OF
GOLDEN MESSENGER AT 10:25.SHE HAD RECEIVED A CALL FROM AN
"ALBURY" ,A TELECOM EMPLOYEE AT 10:06 3/6/94.ALBURY HAD SAID
HE WAS RINGING TO CHECK AS HE HAD RECEIVED A REPORT FROM A
CALLER OF DIFFICULTIES GETTING THROUGH TO GOLDEN MESSENGER
AS THEY WERE 50 BUSY.DAWN REQUESTED ALBURY RING HER BACK.
LES CHURCHER RANG DAWN AT 10:40 FOR ADDITIONAL DETAILS.SHE

R37886
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HAD NG FURTHER INFORMATION RECORDED AND WAS TOLD BY LES THAT

CHANCES QF TRACKING ALBURY WERE REMOTE.LES CHURCHER HAS

CONTACTED RESIDENTIAL OFFICES IN CROYDON, FOOTSCRAY & BENDIGO

BUT WAS UNABLE TO GET ANY SPECIFIC INFORMATION OF WHO THE

CALLER WAS QR WHAT NUMBER HE CALLED.DD.

. SOLUTICN = 3/06/94 CSR: IVI23IFIELD EMPLOYEE: E633 DAMIAN DUFF
IN HAND NOCM
3/06/94 13:55 DD:LES CHURCHER RECEIVED CONFIRMATION FROM
NOCM PHIL COLENSO THAT ALL CORPORATE DIRECTORIES HAD BEEN
CHECKED & THAT ONLY ONE LISTING SHOWED AN ‘'ALBURY', THAT
BEING A LINESMAN IN BANGALORE QUEENSLAND.SEARCH OF TESTING &
FAULT MANAGEMENT STAFF LISTS ALSO SHOW NO LISTING QF THE
NAME PROVIDED{INCLUDING NAMES SIMILAR TO ALBURY, IE AUBURY}.D

DATE START END SYMPT CAUSE ACT'N EMP

03/06/94 11.30 12.01 NF WJ YT E633

LA S B R 2 & 8 &8RS L% EZS LR No pART DETaIL LA 2 A2 R R XX LR ERES R

6716296 STATUS = CL

259294 TELEPHONE = 03 2877099

GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER

493 QUEENSBERRY ST

NORTH MELBOURNE VIC 3051

25/05/94 19.40

26/05/94 08.20

SEE NARRATIVE

25/05/94 19:35 Zvisl

287 7099 CUS RANG S TIMES ON 4 DIFFERENT LINES BEFORE

BEING CONNECTED TC RECEIVE RVA CALLING 055267230,267267,

008 816522. -

2860055 GET THROUGH '

:RVA - RECORDED VOICE ANNOUNCEMENT

:INT - INTERMITTENT

:CUS - CUSTCMER

This report is to do with the outage affecting Cape Bridge

water. I believe Alan Smith rang Schorer after Mr sSchorer

had been trying to contact Smith and reveived RVA's. .

Tony Watson........ou-vuaen s A e et e a et At et a e

SOLUTION = 26/05/94 CSR: ZV3I33FIELD EMPLOYEE E767 - TONY watson
IN HAND NOCM

DATE START END SYMPT CAUSE ACT'N EMP

26/05/94 08.20 08.20 NF WI YT E767

LEA L IS LSRR XY 22 No PART DEI'AIL LA A R SR AL o AR S S b il

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

umnwmn

v A T e P M A A T A g -

ORDER = 56716298 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 03 329005%
GOLPEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSEBERRY ST
NORTH MELBOURNE vIC 3051
CALLED IN = 25/05/94 19.47
CLOSED = 26/05/94 08.21
DESCRIPTION = SEE NARRATIVE
NARRATIVE = 25/05/94 19:43 ZV16l
329 7358 BNU
1BNU - BUSY NOT IN USE
:ALL - ALL:APPLIES TO ALL CALLS
:CUS - CUSTOMER
SOLUTION = 26/05/94 CSR: ZV3IIIFIELD EMPLOYEE: E767 TONY WATSON
IN HAND NOCM .
26/05/94 I called Mr Schorer to try to get more specific
information on the report but Mr Schorer was more interested
in other peoples problems. He d¢id say that he was not
raceiving calls when he knew the industry was g¢enerally busy
Mr Schorer rambled on in his usual fashion covering lots of
different areas of Telecom:-
* Mentioned the media coverage and said we have seen
nothing comparad to whats coming. He has spoken to Mr
Lee and various other political peopls.
* Telecom using non Austel approved phones ( T200 ) which
SOLUTION = 31/05/94 14:59 Zv333

326 /ﬁg R37887
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Mr Schorar claims is causing =rosion of switching
contacts in <certain exchanges. Mr Schorer belisves this
pProblem then causes interworking problems between non-
compatable exchanges arcund Australia. According to Mr.
Schorer the problem is worse in electronic exchanges
because they are a little delicate, whereas the old
elactro-mechanical exchanges could punch the connaccion
through anyway. Mr Schorar also mentioned problems with
the T2Z00 were once attributed to women wearing nylon

stocking and men wearing the wrong underwear. ( I had
heard of static electricity problems with early T200's
SOLUTION = 31/05/94 15:15 2v333

but believed that later T200‘s did not have that probiem
and the design was AUSTEL approved)}. Mr Schorer insisted
the T200's were still around. I said they probably are
as TELECOM wouldn't replace every one unless it was
reported as being a problem. Mr Schorer said some people
accept a lower standard phone service and therefore
could be using these faulty T200's and be causing more
damage to the exchanges.

* TELECOM is knowingly overcharging customers for

. equipment they don’'t have. Apparently Mr Schorer thinks
that when the billing details went from manual recerds
SOLUTION = 1/06/94 9:50 2V333

computer records the details were transcribed wrongly
or were not accurate to begin with. I ceould not comment
on this change over to computerisation but said whilst I
don't condone TELECOM for any errars that maybe occurred
during this change I beliaeved that our customers would
be clever encugh to question TELECOM if they didn't .
agree with the billed amount, particularly since the CPE
market has been deregulated for some years.
* Robberies; Mr Schorer and another COT had been burgled.
Mr Schorer said it's strange that the only thing taken
from his premises was the wordprocessor that is used for
SOLUTION = 1/06/94 10:04 2V333
COT correspondence. The other COT had tapes stolen which
Mr Schorer claimed contained conversations betwaen this
COT and TELECOM persons. I could only agree that these
incidents were indeed strange. I wonder if the TELECOM
persons knew they were being taped.
* Mr Scherer then mentionaed what I believe to be his very
_ first claim. That is the day TELECOM first heard of Mr
' Schorer wancing compensation. Mr Schorer was talking
. about circuits between Footscray and Nth Melbourne and
said the circuits were proven to be insufficient and a
recomendationwas made to increase these. Mr Schorer
SOLUTION = 2/06/94 11:32 zZV333
wondered why the number of circuits was increased far
beyond what was recommended. I had no comment, as this
topic appeared to be fishing for someching and I have
no information about the early preblems.
Mr Schorer then talked about his Flexitel and went into
great detail about its shortcomings in being suitable
for his business communications needs.
At this stage I said I didn,c think this was relevant to the
current problems and that I beljieved TELECOM had made a
settlement some time ago in relation to the Flexitel.
Mr Schorer denied this and abruptly ended the call.
SOLUTION = 2/06/94 11:44 ZV333
TNy WAL SO, o i ittt it v e s tanrrenresensosnanacenenbssssessonesss
02/06/94 Report from Phol Colanso
Details of origin of callers not available.
Exchange aquipment associated with the selection of the llne
in this rotary group was tested with no faulct found
BT o~ T
DATE START END SYMPT CAUSE ACT'N EMP
26/05/94 08.21 08,21 NF WJ YT ET67
LE R A R BN LS B SR NERNN] NO PART DETAIL L2 A R R L NESERERRES]
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= 56703818 STATUS = CL
CUSTOMER = 259294 TELEPHONE = 33 3290055
GCLDEN MESSENGERS PTY LTD . GRAHAM SCHORER
493 QUEENSBERRY ST
NORTH MELBOURNE vIC j0s1
06/05/94 14.41
06/05/94 14.43
06/05/94 12:17, NRR. Ref. 816813 ...5andy took the reporc.
6/05/94 14:38 2v312
06/05/94 12:17, NRR REPORTED BY PRIVATE REPAIRER??7??,
‘ ACCORDING TO LEOPARD. THAT IS FAULT WAS REPORTED IN LECPARD

" CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

AND TRANSFERRED TO S*P BY TONY WATSON.

:NRR - NOT RECEIVING RING

: - DOES NOT EXIST

:PRI - PRIVATE REPAIRER

I found out lacer this report was made by Dawn, she called

132999. Qur bsc was switched to Brisbane, Sydney and Hobart
‘ at the time so that is the reason for the fault being in

Leopard. ...che consultant was Sandy and Ref No. 816813

Dawn is a GM part time employee..

@ souumion = 6/05/94 CSR: ZV3I33FIELD EMPLOYEE: E767 TONY WATSON
Report was sent to exchange as tester were unable to test
due to a problem with the test network at St Albans. Phil
Colenso was notified.

| Phil rang back as soon as the exchange staff had investigate
The line was held, links were taken out and dial cone was
available. The links were replaced and the line was testing
held again thus proving the loop out. The links were removed
again te double check and dial tone was available.Links were®
replaced again but this cime the condition causing the loop

| had clearad.

| I had the line tested, test results were normal.

’ SOLUTION = 6/05/94 15:3%5 ZVv333
I rang the contact person { Dawn ), to let her know what we
found. Dawn said the line had been faulty for half the
morning but didn't report it because she said she thinks
that sometimes they switch it to something else ( I would
doubt this because it is the first Aux, but worthy of note )
Dawn also claimed that my call came in on the second aux and
after being put on hold and handed to her I was then on the
first aux. Dawn said this jumping of lines happens all the
time; later in the conversation she said it also happens on

. the AT & T system.

Dawn made mention of this business between TELA-ECOM and Mr.
‘ SCLUTION = 6/05/94 16:04 ZV333
Schorer a few times but is obviougly under threat of
something if she discusses it.
I gave Dawn the Service Plus number and asked that it be
passed on to Mr Schorer.
ONY WAL SO . ittt it i et et s sncnsranssnassssnsssuosnsesenssnnns
Mr Schorer contacted me later in the day to verify the
result of the incident. I told him it appears that the
‘ exchange e¢quipmenc was being held externally. Mr Schorer
said he can almost see the exchange from his building and
suggested that if this type of problam occurs again we could
foolow the cable from the exchange checking all junctions on
SOLUTION = 12/05/94 12:18 ZV333
the way looking for the cause and if we arrived at his door
and the problem proved to be inside, he has ne problem with
us coming to investigate.
Mr Schorer also mentioned that calls jump from one line to
another, I said that ¢ouldn't physically happen. Mr Schorer
said AUSTEL and the Federal Police had witnessed the problem
I asked if AUSTEL had acted on the problem and Mr Schorer
said he believad thay ware tao-busy to lock at it. MrSchorer
said he reported it to Bruce Pendlebury and was told it
couldn't happen.
O Y WAL SO M. . ..t ittt ettt ittt sttt ettt st teee et




SCHORER.DOC

SZLUTION = 12/05/94 12:27 2V333

CZATE START EMD 3MPT CAUSE ACT'N EMP
$2/05/94 14.41 14.43 NP wJ 1T ET67
[EXEE S S N A E NN L &R S B NO pART DETAIL (B A R E AR S EER SRS XS]

CRDER = $6699929 STATUS 2 CL
" CUSTOMER x 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD TRUDIE 132999
493 QUEENSBERRY ST
NORTH MELBOURNE vIc 3051
CALLED IN = 02/05/94 11.19
CLOSED = 02/05/94 11.56
TESCRIPTION = BYB ALL MORN. (CUS GETS ENGAGED )
“ARRATIVE = 2/05/94 1l:18 2V1S0
BYB ALL MORN.URG
:BYB - BUSY BUSINESS
:ALL - ALL:APPLIES TO ALL CALLS
:CUS - CUSTOMER
**SEE RASS REPORT 23924*¥
CALLER WAS CALLING 2860055 . o o voere s e s erneonnanaaronanenss
SOLUTION = 2/05/94 CSR: ZV333FIELD EMPLOYEE: E767 TONY WATSON
. IN HAND NOCM. **SE RASS REPORT 23924°**
GOLDEN PABX HAS BEEN PLAYING UP, THE ISDN LINK TESTS OK BUT
REFLECTS THAT THE PABX IS FAULTY. GOLDEN HAVE THEIR OWN TECH
ON SITE REPAIRING THE PROBLEM NOW ( 11:30 ), HE HAS BEEN ON
SITE MOST OF THE MORNING I BELIEVE.
PONY WAL SOl . vt i ittt st s v srasnarasesnmetsttsssersanaasnens
DATE START END  SYMPT CAUSE ACT'N EMP
52/05/94 11.31 11.56 NF WJ YT E767
[EE EEXREEEEEE R & X2 X3 No PART DE’\RIL IR A B RS R AR R E SRS SR ] - -»
SRDER = $6700288 STATUS = CL
~USTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NORTH MELBOURNE vVIC 3051
ZALLED IN = 02/05/94 15.11 .
CLOSED = 02/05/94 15.14 : ’
DESCRIPTION = 30/04/94 14:12, NDT NRR ON 3290380
“IARRATIVE = 2/05/94 15:08 ZV333
30/04/94 14:12, REPORTED NDT NRR ON 3290380.
:NDT - NO DIAL TONE
:NRR - NOT RECEIVING RING
. :CUS - CUSTOMER
SOLUTION = 2/05/94 CSR: ZV333FIELD EMPLOYEE: E767 TONY WATSON

IN HAND ANDREW JANKE (CED )
02/05/94 lines attended and proved the fault to be in the
premises.
We (FM & D) tested the line again and was still testing
faulty. Andrew Jantke ( CED } dispatched a technician to the
premises, Mr Schorer told the technician that they didn’'t
have any problems. The technician left and cleared the faulc
as no corrective action needed.
The line was tasted again on 05/05/94 and tested OK.
=T o ) T v - o R T
DATE START END SYMPT CAUSE ACT'N EMP
92/05/%4 15.14 15.14 NF wJ YT E767

(AR R R ER ES & & &8 8 &8 R &) NO PART DETAIL LA AR A AR AR S LRSS S

P I I T e e R T e e e e i e

JRDER = 56699518 STATUS = CL
TUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD ROSS BUTLER
493 QUEENSBERRY ST
NORTH MELBOURNE VIC 3051
CALLED IN = 30/04/94 13.18
CLOSED = 02/05/94 10.40
DESCRIPTION = NDT,NRR ALL LINES
NARRATIVE = 30/04/94 13:18 ZV104

ALL LINES NDT,NRR /z 6 R37890

329




SCHORER.DOC

:NDT - MO DIAL TONE
‘MRR - NOT RECEIVING RING
:CUS - CUSTOMER
T***3EE AL30 RASS REPORT 23924
SOLUTION = 2/05/94 CSR: 2V3I3FIELD EMPLOYEE: E767 TONY WATSON
Reportaed at 13:18 on 30/04/94. Testing proved fault to be in
the CPE. Equipment is privately maintalned , customer was
notified. *="*"See RASS report 23924+«»*=+
30/04/94 18:18 Mr Schorer rang to say all 68 lines are out;
has to be TELECOM. Exchange tested again and proved to be in
the CPE.
30/04/94 19:35 Ian Broad recalled co go to premises, Ian
sald the PABX had a *major alarm* bur the Flexitel was still
operating with PSTN lines. AT &T T rang while Ian was there,
Ian left the premises as he could do nothing.
2/5/94 08:45, Icalled Mr Schorer to see if everything was OK
SOLUTION = 2/05/94 13:13 2Vv333
because I had read the weekend fault report and wanted to
ensure that our Network was not at fault.
Mr Schorer was pleased to say that the problem was his PABX,
howevaer he wished to talk about TELECOM procedural problems;
* His staff couldn't get a job number on Sat 34/04/9%4
*Telecom knew his PABX was down but didn't ring him or AT
& T. He believed that we should have initiated the repair
*Couldn't get through to ISDN response centre.
Mr Schorer believes TELECOM monitor his PABX and contact the
repair techs and himself in case of problems, I didn't know
what the conditions of his contract was or the agreements
SOLUTION = 2/05/94 13:25 2Vv333
he may have made with Sales Reps but ‘I said I didn't believe
that TELECOM would respond to a CPE problem of this nature
without the Customer reporting a fault.
oMY WAL SOM. ¢ vttt is ittt i vsaancrsnnsnsaonosstoassnasssasansss
DATE START END SYMPT CAUSE ACT'N EMP
02/05/94 10.35 10.40 NF WJ XT E767

LA AR A S AR 2R LRELRZE ] No PART DETAIL LA S A AR SR E X

. W W W L e W wr wm APkl e wm A A e v A A N A N A A g A A W A A

ORDER = S6698862 STATUS = CL -
CUSTOMER = 259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NORTH MELBOURNE VIC 3051
CALLED IN = 26/04/94 16.21
CLOSED = 26/04/94 16.33
DESCRIPTION = DAB AT APPROX 12NOON WHEN CLG 055267267...SEE NARR
NARRATIVE = 36/04/94 16:15 ZV169
DAB AT APPROX. 12NOON WHEN CALLING 055267267 AT 12.20PM
CUS MADE CONTACT WITH ALAN SMITH AND WAS TOLD HE WAS IN
ATTENDANCE AT THAT TIME - THIS FAULT REPORT WAS LOGGED IN
ERROR ON S6696830 WITH WRONG CALLING NBR
:NSF - NON STANDARD FAULT
: - DOES NQT EXIST
:CUS - CUSTOMER
SCLUTION = 26/04/94 CSR: ZV3I33IFIELD EMPLOYEE: E767 ANTHONY IAN
IN HAND WITH PHIL COLENSO.
The following calls were recorded relative to this report:-
From 3290525 at 10:58:10 dialled 055267267 duration 5min 31
From 3290430 at 11:22:03 dialled $55267267 duration lmin 20
From 3290675 at 11:49:32 dialled 055267267 duration 3mig 23
The second call would have called 555 2672, this number is a
cancelled line ( no customer conected ).This number did have
an incorrect category as it should have returned a recorded
voice anouncement. This has been rectified.
Report compiled by Phil Colenso.
<o) Lo =T o P
SCLUTION ©o= 12/706/94 12:08 ZVidl
DATE START END SYMPT CAUSE ACT'N EMP

26/04/94 16.33 16.33 NF AT YT E767
sheakrrrwnmrb kT NGO DART DETAIL ** taweanownnwnn

/{q_” R37891
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ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

SOLUTION

DATE START
20/04/94 14.51

LER SRS RAS RS RSSS No PART DEI!AIL AR E TR bW TN

56691535 STATUS = CL

259294 TELEPHONE = 43 32900%S
GOLDEN MESSENGERS PTY LTD TONY WATSON

493 QUEENSBERRY ST

NORTH MELBOURNE VIC 3081

20/04/94 14.50

20/04/94 14.52

15/04/94 LEOPARD REPORT TRANSFERRED TO $6692016

20/04/34 14:46 2V333

15/04/94 LEOPARD REPORT OF NRR INT CUS, WAS TRANSFERRED TO
$6692016 FOR INVESTIGATION.

:NSF - NON STANDARD FAULT

H - DOES NOT EXIST

:CUS - CUSTOMER

20/04/94 CSR: ZV333FIELD EMPLOYEE: E767 ANTHONY IAN
SEE NARRATIVE

END SYMPT CAUSE ACT'N EMP

14.52 NF 120 YT E767

g g ————— R et e e Rl T T e e e e

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

SOLUTICN

SOLUTION

SOLUTION

§6692753 STATUS = CL

259294 TELEPHONE = 03 2860256
GOLDEN MESSENGERS PTY LTD ALLAN SMITH

493 QUEENSBERRY ST

NORTH MELBOURNE vVic 3051

19/04/94 15.35%

19/04/94 16.27

REC ENG SIGNAL WHEN RINGING 2860256 & 2877098 1530 190454
19/04/94 15:33 2ZV179 . .
REPORTED BY ALLAN SMITH WHO PRETENDED HE WAS A CUSTOMER
TRYING TO GET THROUGH... RANG 2860256 AND 2877098 AND REC
ENGAGED SIGNAL...MR SMITH REQUESTED ME TO RING BOTH NUMBERS
WHICH I DID AT 1530 AND ALSO RECIEVED ENG SIGNAL

:NRR - NOT RECEIVING RING

:ALL - ALL:APPLIES TO ALL CALLS

:CUS - CUSTOMER -
19/04/94 CSR: ZV333FIELD EMPLOYEE: E767 . ANTHONY IAN
IN HAND TOWY WATSOMN

15/04/94 I called Mr Schorer as I received busy when
calling these numbers also, I felt that they were either
genuinely busy or &id not exist. Mr Schorer said that
2860256 did not exist, but he thought that 2877098 should
not be busy as he could have up te 30 calls at a time.

I was unable to get any testing done tonight, will continue
tomorrow. Mr. Schorer said he had recaived a fax from Alan
smith and would be talking to him later.

20/04/94 I raceived a note from Trevor Hindson saying Mr
Schorer was concerned that I was chasing up a fault on a
20/04/94 16:11 ZV333

wrong number. It seems that when Mr Schorer was talking to
Alan smith last night they realised that Alan Smith was
ringing a wrong number that would return busy and called us
to change the report to a valid number, that being 2860056
instead of 2860256 as reported. As Mr smith initially
reported dialling 2860256 we can only assume that he was
dialling the wrong number. As for 2877098, I dialled that
number this morning and got through successfully. ISDN NPMG
reported no network outages. They have arranged quality
measurement to bae activated for 200 days on the link.

Tony Wacson....

21/04/94 14:08 2vi3d

22/04/94 Mr. Schorer called us to let us know that his PABX
program had an error and would have returned busy to any
caller ringing 2877098. He said they had changed software on
10/04/94 but wasn't certain that the problem originated from
that date or if something else had caused the problem.

I thanked Mr Schorer for informing us; he made mention again
that Alan Smith did dial the other number though and that

o /{4_,3 R37892




