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Dear

LEVEL 3 COMPLAINT
TIO reference: 02/101 638-1 - Mc Kenzie

The Telecommunications Industry Ombudsman (TIO) has received a complaint against Telstra
Corporation from Mr & Mrs Darren & Jenny Lewis regarding telephone number 0355267267.

Mr & Mrs Lewis claim in their correspondence attached:

® That they purchased the Cape Bridgewater Coastal Camp in December 2001, but since that
time have experienced a number of issues in relation to their telephone service, many of which
remain unresolved. ‘

* That a Telstra technician “Mr Tony Watson” is currently assigned to his case, but appears
unwilling to discuss the issues with Mr Lewis due to his contact with the previous Camp
Owner, Mr Alan Smith.

* That on 27 September 2002 “Ian” advised him that an EMG was causing the faults at the local
exchange and that a technician would be sent out to fix this.

* That on 28 September 2002 “Renea” advised him that that the local exchange could only
handle a certain amount of traffic, that there was nothing that Telstra Corporation could do
about the problem and that this problem was not new to Cape Bridgewater.

\- That Telstra Corporation advised him on 26 November 2002 that the phone extension wiring

was laid too shallow and was not installed correctly, thus it believed that Telstra Corporation

had not installed that wiring. Mr Lewis also claims that it was suggested that the line had

\ been tampered with,

* That Mr Alan Smith had provided him with documents confirming that Telstra Corporation
did all the cabling and wiring in question.

* That the phone problems have decreased dramatically since Telstra Corporation rewired the
business on 9 December 2002 and disconnected the phone alarm bell, however he is still
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eXperiencing intermittent problems with receiving calls, and continued to have problems with
his fax line. - =

* That Telstra Corporation have checked his fax machine and confirmed that it is working
correctly.

SOl -~ e

* That he believes that as the same brc;biém h:;sfticen“expci}ihccd when attempting to send or

receive faxes from a number of locations, it i§ unlikely:that the fault is with the other party’s
fax machine, '

Mr Lewis hags outlined a number of these problems on page 3 of his correspondence attached. [n
particular, Mr Lewis has identified the following concerns:

* That he has been contacted by a number of people advising that the telephone had not been
answered when ringing previously, despite Mr Lewis’ assertion that someone was there at the

* That when he uses *10# to retrieve missed phone calls, he is sometimes given numbers from
days before which had not registered earlier.

* That when Picking up the receiver to make a call, he had intermittently heard another person’s
conversation quite clearly.

®* Thaton 13 November 2002 he picked up the receiver and heard a deep breathing sound but no
dial tone.

* All Customer Care Notes for the account
¢ All Fault Reports for the account

* Telstra Corporation’s assessment of whether Mr Lewis is entitled to compensation under the
Customer Service Guarantee in relation t0 any of the faults reported above. Please include its
reasons for the assessment for each fault reported.



The TIO has forwarded a copy of this letter to the complainant and asked them to pay any undisputed
charges. While this complaint is under consideration, the TIO expects that Telstra Corporation will
suspend credit management on any disputed charges.

The TIO may also forward Telstra Corporation’s response to the complainant. For this reason, please
ensure that it is written in plain English.

1

Please forward your reply to this letter within the next 28 days. The TIO may escalate the complaint to
Level 4 status if Telstra Corporation does not respond to the TIO within this time frame or provide
information requested.

Please contact me if you would like to discuss any aspect of this complaint.

Yours sincerely

1

Gillian Mc Kenzie
Investigations Officer
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24th July 1998
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® A page with black ines all the way as described above.
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I, RONDA FIENBERG
of . 10 Appleberry Place, North Ringwood, Victoria, Australia
do solemnly and sincerely declare

THAT

Alan Smith of Cape Bridgewater Holiday Camp has been a regular client since
30/7/94 and the majority of his work comes to my office by fax.

missing. This has never happened with any other client, including incoming faxes
from overseas and interstate.,
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DECLARED 2t (~.2.0-1 0w in the

State of Victoria this > J—"'/ AN
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day of % 0_,/,3 one thousand r
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N ELIZABETH GAMBETTA
i m'-rum PERSON WHO IS A CURRENT
PRACTITIONER WITHIN THE MEANING OF

THE LEGAL PRACTICE ACT 1996
Suite 7, 16-18 Croydon Road
CROYDON Vic 3136




Mt Alan Smith
Cape Bridgewater
2577198

Deur Alan,
This letter is to confirm that durin wmcmmunicaﬂoubw

CapedemandGeelmmlng past two years there have been occasions

wm&mdMmemmm , black pages or extended
P

.inldnlfam were never received by me, and that a re-faxing was required from
you or Cathy,

Regards,
e
Robert Palmer. ' =

Please contact Robert Palmer on 0352 414045, or write to
P.O. Box 981 Geelong, 3220.

‘.
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30% January, 2000

1O WHOMIT MAX CONCERN;

On the 28% December, 1999 1 was oontactod by Alan Smith from Cape
Bridgewater Holiday Camp re doing some computer work for him. 1 run a small
business engaged in doing a variety of computer jobs, ic. word processing, efc.
Alan rang and we organised for him to fax the work through. One page and a
small portion of the next came through and then the line disconnected. Alan tried
numerous times to get the fax through, bul to no avail and he eventually had to
make other arrangements for the work (o be done nearer to him.

On the 5™ January 2000 Alan again contacted me regarding doing some wark for
him, He tried so many times over a period of about 3% hours and finally the
work came through. We probably spoke about twice during this time about the
failure to get through, the other times wore tries to fax, On the 6® of January
Alan again tried to fax the remainder of the work through and we managed to
connect a lot quicker, although it was still about half a dozen times trying

When the work was finished, ] managed 10 fax it back to him, although 1 had to

make three or four tries as several pages would go through and then the
connection would cut.

[OF




The following day, 7 January, Alan faxed through & fow changes, but this time
Mcm&roushuﬁuonlytooupleofuiu.

It has proved to be very hard to contact Alan at Cape Bridgewater Holiday Camp

via fa and indeod it has cost me work by not being ablo 10 eatablish » fax

connection. | have not experienced this phenomenon before on such a regular
basis. '

Yours faithfully,

MARGARET VAN RUN.
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7~ . 28" December 1999 | '

. Letter from Margaret Van Run, ﬁ-omDialASecretmyservicch:Waxmambool on Q

: ﬁnfolbwingpageconﬁxmshealmednnmthcfactthatmtaﬂmyfaxmonthis

- partict ilar day did not connect through];ojn:oﬁce facsimile machine 0355611027.
WhythcndomyTelstraaoco‘mtsshowthatALLthcsetraismiSSionswereaﬂi'

successful?

5* Japaury 2000 :
Margaret Van Run, again writes about the continuing problems when receiving faxes
on this particular day where 17 successful calls are charged by Telstra as affective (re
Telstra fax account botton:‘:f page). The extract of my fax journal for the 5® January
3000, is copied directly below which confirms that only two transactions were
actually transmitted and sent to Ms Van Run from the18 charged calls shown on my
account. This is the same type of situation as described in Telstra’s B0O4 report 23"

" May 1994 faxes not being received by the arbitrator where their own evidence sworn
under oath confirms they charged my business for FIVE non-transmitted faxes.

-
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