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metten which may involve anti-competitive behaviour or restrictive
practices potentially in breach of the Tradc Pnctices Act 1974; and
complaints whictsare specifically under consideration by AUSTEL,
the Trade Practices Commission or any court or tribunal, or which
have been considered by any of those bodies previously.
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Pittard, Rosanne

From:
To:
Subject:
Date:
Priority:

Pinel, Don
Pittard, Rosanne; Marshall, Ross
Technical Options
Wednesday, 1 September 1993 9:33AM -
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 concems. 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. I think we need a good network engineer, a top cc and a good lateral thinker. Can you
nominate someone please?

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

Don

f z^'T\-'\-./ \

- -
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Marshall, Ross

From:
To:
Subiect:
Oate:
Priorhy:

Pinel. Don
Marshall, Ross
FW: RVA ON CALLS T0 CONNECTEO NUMBERS
Wcdnesday, Septamber 08. 1993 tO:OGAM
High

calling 076 617 200 AXE

RVA NUMBER NOT CONNECTED
BUSY
RVA NUMBER NOT CONNECTED
Conneced ok. was not busy previously.

, )

Ross,

There seems to be en opinion that catls from ARE or ARF to AXE have a protocol problem that resulrs ,^ | |
sioCIiic-anr clti rairuiis. 

-oo 
ioJ nave any into on tnis? 

"' I I

Don

From:
To: PinE
Subiect F!1/: RVA ON CALTS TO CONNECTEO NUMBERS
Date: Wednesday, I September | 993 9:28AM ,
Priority: High

don
Here is the first of the info. The forwarded message show an example of the RVA problem.

As i mentioned in the messagebank last night my test produced a 7.5% fail to connecr ( blackholel I will
forward copy of tha test as Eoon as I get xtree to view it

,$rds

, )
,/

s:ilB,-
Subiect: F\i/: RVA ON CALLS TO CONNECTED NUMBERS
Date: Wednesday, September 08, 1993 9:l8AM

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

076 615 790 ARF

I st anempt
Znd .nempt
3rd anGmpt
4th ittrsmpt

From:

?r
A0gi.0j
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F&,rmib €gfe.qgm
To Rtllc Msfiball

CMNemott Operaims

F*rbrlb Spcal Disl

Colprnt

Locion

srru" JiruHdncs
lutCamfncU
DoDPftttl
Dsrcan Wollrce Far: ti54 4$l

Col Case$

Ross,

Thc aftached lcdcr rufers.

I have brisfly disr,uid vidr Duncan WallacctDavid Soclcdab.

I have vcrbally advisst Johl Mur:Malton todayrhu:

. Connestion of monitoring eqripnont at Schorcr's pr:anisc* rquircs AT&T gtlendcnce ss
they hold sitc mrinrnancc colrtruc1. pikcly O be Wedntrg|ry as pcr Duvid S.l

. Davr$on was not abte to makc sorneonc awilablc on-sic at Rockbank today. Thprct'ore,
monitoring cquiprrpnt rvill be insrlled rc:<t Monday,

Flb

Br

TdlPrgr'

MacMahon snrborasscdapologctic etr rc stuffarp at Schorcds. I irdicarcd lbtlcotn 3 inrntiou
to formrlly cmftm wiUr Ausct that Schoru's tcteptrooc rcqviccs 3297255 nrrd 329 7355 ',vclc
now 'ontof plrl'. Hc agrced. I wilt progresr virJim Holmcs

{t U-r,r
TrcvorHill

'flrc infomdrnr conrrirst b 0rir frccll61ts rE5rIE Del} t* erdtdrnrlrt intanrdoru lf p'r u rF. ltr inE||dal rriplcru' |ly

urel4ircbrtrscnc<rlryrnjoftbird3grrncntbotrtEf|oliiC. Untrf,rrtttc**tthireoilmcatiarotrt.pbrrotdAlup((B)
6:lt ttto.

TimrrHiU
I&nagcr Coditlalcn &
hrf<ruancsR4onltg

Hn$ 293

l0 Sqttcnber, 1993

2

(!O.fr&.it
hgtlrq

i,cirlqle..|5
lEbqft. YEIIQ

Afrfr
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ilelbourtre Ofllcl

To:

At ;

To fex;

Ian Rou
Corporrt: Sollcltor
Telecom Austrnlta

63{ 8832

From;

Dlrect l l i rc;
Sw l t ch :

Fram frxl

Dete :

Mettor No:

Approvel:

Denlge McBurnle

(o:rt 208 1383
(o3l 288 123{

(o3) iss 1567
l0 Scptembcs 1393
lGsOSZl Ptn Ns: ?74

/ l  .  . a t

&.^-..* /7 {..*<

Phonr: 83{ 3300

Prga 1 ol

Erc fn{oerctlcr t6 tb{r frcglnlla tr prtvth3d rrd ccnf:dcrtlal1 lotrrdd crly for Gfie isc of tho
ldtvldrl, s! 6BlEy rrrd &EtG. If Fr rse rrc ths lDt-dld nlplcrt, ury dlsrcnlut.br,
cqrylqg d ur. of tb. b.rbreitlgr tr rcrlctb prchlb.ltd. If yrar hrltlc realvd tbjs ercnlcaclcn
!n artu, plaaac dtlt ly ralcthd. rrr (rr rrtll accrpc rreerl dtarge) an: . ''

(03) 2St 136l Flr (03) 28t 1567 (Ira,arnatlcrd y'-rn dc + 161 3l) or Tels lA330C,l
nd rstuca rlr orrglnl far:lalb te

bnl rr3, l0l catllno Stra.t,f lirllcrrnr VI€ 306 Ar'rtsalt!

N00 7 43
tCOTt Cerc Strqtotv

.rrr .
f !o Tslecgrrr'r maqgrgocnt of rCOTr caregrlLCJustoocr complalnts of .thif .E!na[..

Due
on i ra  Ray

Dsar len

re!
of
al
tc

you woul
Ithl ug

*
rrpcctr
srg Eny
cootlct

hruot paprr
lcsucr you

exphnd upoa
plcerc dou't

ot U thero
horltgts to

r ld

of phlch
rorrld

ut to
constdgrothsr

u t .

ot

Yourl rlnccrcly

mtttorS const

?3

PRSEITJEq Ho[,rrN6D.g.E-9. PAC E
por:

L__', /l t^--r-
Drnlrr MoDurrrlr

Enc

copy to: Dreane l,lelr
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Tbr coaioatr of thtr docrrratnt inr
tbrrrof rhdl be dlcroolnrti, coptrd
ttr Telcooo .C,orpontr Sollcttcr.

prlvlhgod lnd conttdrnilrl rnd no prrt
or urcd wlthout thr rxprrrr prrrmlcrtoi, J

A.. PROFILE O?_A 'CO3' cAsE

sot out bolou tr' tomo of tho common chuactertr11cs ettrtbuted to icoTt

t?ii; .r]}.t, 
pcrtlcuhrt tts draen fron FHPir expcrtence wtrh ure foltowtng

. Golden ,\tcerngrrr/Gcthrr.m Sclrorero !1voll Thaetn Brrtaunat/Ann Garrnsr Japlnere Spue peilr/Ann Glllrn
r Cepr- Frldgewetsn Xolldry Crmp/Alsn

It rhoutd bo recognlred, horvever, tlrat
ixbrurtlvc of thoro lbrrecterlrUcs.

Ccnion Cbeir-clerlrUcr

l' Slnglc -operrlorr at rmsll bullnercrr generelly opereqng ln serrrtcelndustrlcr.. If partuorrhlpa &rr lnvolve-d tt 15 
- 

""tlLtri " 
iurt""Jl"ii,partnsnhlp.

Qtrarf lonr.bb burlnerr rtrb0lty
tcleeoemuslcrttocr problcor .

Coomoa dlatrslt ef Tchcorn,r
Talocootr clrlor tbrt nctworl
rtudetdrt.

Smlth

thts ltst |l ncf thar dcflntttvc nor

or vlnblllty rcgiarcilarr ol rllogcd

nelworJr pcrfor-ruancc rnd dtttnrrt a€
porforrta$c. rccorde utth racceptrble

to thc headllag of thc crae by

2.

0 .

5 .

6.

Clalmc of dtgleilrlrcttao by tbe clalmant rs
Telacoo.

Dtrtrurt of ashcon'r tcrilng grocedures. N00ZS0

Numcroul feqltr rltrgrd end clelmod to br. rupportcd by d<rr:urnontery
qvtdcoer collcctcd by tbe clelarrnt, -but wbtch'do aot natsh Trlccomtlevtdcoer collcctcd by tbe clelarrnt, -but
trUlt rlportllN, t:rlcoldl.

Ahr lrvd oI

nreorrrrtly r:artelrrd yltlr
ttc lnlonnoUon obtrlnrd.

Itorlyqy, thlr levsl oI
thr rblt l ty to cccuntcly

underrtendlng |r oot
or coffeqtlf Interprat

Jhcno lc Ururlly r rrluctrncr to purrue
Appercnt cr clelsrrd ro.ronr brtrir6: 

' -- r chlm tbrouglt eourt rotlon.

?sa
a

a

cort
dttflcutty o( proof
clrla hu r co6gon.nt rllrfin3 brc.lc to ryhra Trbcorn,r rtrtutocy
kanunlttrr rpplbd
Tclocorntr rlrg rnd rblllty , to ,Jefenrl actton p?qvsr to ba
oppr l r r lvo.
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Wlth thr l r  r t rong proJudtcer rgr lnrt  Tolgcorn. end notul tht tandlng t l ro
mcrltt of tbclr ceso, clrtmantr mey rtll l ottampt to heve the elrlm hosrd

through thc mrdle whot6 thr cletqrant lc encouraged to prorcnt a
"ronritlonrllrod' sLory to r rympothottc roportor.

A ndtvldc rnd eonguar" epprorch ls ussd try tltr clatmaot whro doallng
rlth ?chccrl durlng tho coulso of thc clelm. Thlr crn lnvolvo
epproectrer nrdc !o:

. Trehnlclrno

. Sdcr Begnrrntetlvtc
r Arrc Llrsregttr/Gencral Mana3orr
. Cosrpany Srcntry/CEo
r AUSTEL

Tlrc cLdnant rrtll rttonpt to obtetn rtatemcntr or ldmlsrlonr frcn varlotu
Tolocoo pcrronarl. Thorc rtrtcmontr or rdmlrrlonc lrhlch nrry wrll hovc
boen-hri'hrr ybcn otdr ln thr ..rrrct oontort nray then bo ured by
tbe cbtrnant oul o? oontsxt and used to Jurtlfy thetr clelo a3alnrt

telccoar. tn rddltlon, tto clalrarnt ,luy Cxptolt Tolacom'r nanrgrrlal
rtruchrl ln ra rttcrrpt to usdermlnc ths crcdtUtUty o( tlroro wlthin

lalccoar 
rnd hrve thrlr clslm olcalgtrd wtt'hln that lrlorarchy.

N00757

1s
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8. PROBLSils AND DITFLCULTTE$.JIB 'qOT{ g'.sEs

l. Although vulou. dlvlrlonr urtthln Tolecom mry hrvc elroady rrtobll:hod r
proccclure for thc handllng ol rnd cccountablllty tor "COT' calci, Urore
doea aot rppoar to bc ouy conalrtrnt corporrtc pollcy for the hendtlng ot
rCOTt cr..i rnd errrlorner clelrnr qf thotr klnd.

Z, Tlrars tpporrr to br a lacle ol undontlndlng e? thr customcr lnterfaca
lsvel o( thr potOnUrl lor curtor1rrF clalmr ot dllputor ts ol(slrtG Into
rCOTt ctro dturtlobr.

Fr.om e Tolecom'r cuatomor rrlrtlonr

4 .

9 . '

cgryteln cletrn; or partr of ctrtmr dete brck pr' lssl tJh'n Telccorn
onto,ycd r ttrtutorli lrnmuatty rgrlnrt rutt ln plrttcular . olrc.qmrtaEces-

. htreirvts thlr tsauc ts rrlred a3otnrt r ctrlm tt lr vbucd by the clelmrnt
et untllr or lrorcrel for Telocom to ralra sqch u defcaca.

Telecop'r 44 tr not coaduclvo to tho hendltng o! iCOT' clalrnr, Qulte
&t n by the gne tha etStn ca1oer to thr attGntlctt of rcnlor Elrstgomsnt

thr abtitty to mrolvr tlo problGn a! r customcr rolltlooa oxcrclrc har

long rlncr prrrd.

In thtr r.6rd rrrny of thr tCOT'

relatlons exetelss. rrltSout rdrqurtc
rtrg:o of Tolecocrtr lcad lfrb0tty.

6. lDtvtdc rod eonguer" approach doca
savlrqnmant.

cEter henc br:on trrrted at cufton'T

revlca,r or cetr,gid,srl$on rl tlrrr tul,ttal

N00752
not engendar e rrorkabla aettlemegt

o 
'[ Tglgcon lu=r. rxpsrlcpcrd dlfflcUltrsr tn oFegFgttnR-qvld!_ffp-ls-Cb9-T{c-* .

ffi*'r-[rU"g-pt"*aui"i 
-.od 

r""ort ]aegtng g_rrcr1ce1. {f#I5
crtc!. Tclecoo hlr wlth

sltuaUon eaa rlt ii r ;E n belng rrelther

Proestr Oc vcd, but tt caa--creato rufftclrnl--:1:t"tof,t-y- .f.ol
prstunpttone ol Sullt to ba rude bY It. clalcrrnl, AUSTEL cndlor thr

8.

msdlr.

I}o drrtn On Telccour r.rortca!. - Anyonc'lt Tctacect who -hrc bcrs

tnvolvrd la r rCOT,t c!1. 1. rwge of tha ,Boroout diltn whlch ruch

crtcf hlvc on Telrcom'o 'ttoot*i- git'"uvt ctlontlon end tho tcvcl ot

l nvo l vgmen t requ r r rdbyTg lecan tecbn |e l ans .dovo tgd to f t nd ln8o r
*solvlng thr ellogrd probfcm tt dobtlltattng end cortly (oc Tclccun'

Such ulcer crn rlro c*atc e dctrlmcotet otfroi ort- lft o-t"to nf rtrll ee<l

craEsuuvlf '

0. Thc lncrcarln3 nunbor of 'CoTr erscr fnd thc Publlct:v ^ti:i1"H:f-oiiff "':8Tl'll,t".Til;,.1"""i.'r,;ili'i",r,'-'n"ill*hi_.I:..1,:r':tj'il;"";"^"J;r[.4:7il'o;"p1,|.J."':',*'ff1,"*'i*;;,""'.tr--compourdadrcobA t9I
10.

*  s t t t r i v r t f  r . r ' I , . l r r t t  a t  t r .uqr rP f  raaa\ t

tlmr r clrlmut trkrr hh/hrr rtory to tltc modlr '

ln tnrtrrcrr whorr tbo drputr lr ton3rtrn<llni tho t"^:1tLt--"lti: 
ii:::d;:lffi ;"il;, il ff":f,#;';hil;:; ;; roronrbrrnco ro tbr

, r - t - - l l r r;:ffil':il; il'L;'."::l,ol-i51o1, ir,",:r,rrmrni--ril,!i1!, *-{::li' ('rtrrny!'r'rf'r'8 
",1'i-' ;;t:iltl-rrar, i"lecom'' app'oaohrcught, Dclry In rcrolvlnl the clrlm, frurtrittrrrl .-
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clrtmrnt of tnclcpcndrnt rdvlco (t lvyorr, eieountrntt) knowhdlr of 1.,hat
other iCOT' clrlmrntr hrvr recolvcd tn .tlro prrt end the uruslly attrng
burlnrlr of thc cldmrnt lp fectorr whtch rpperr to crcrleto thr rlzc oI
the clefnlntrr c.lrlrn.

Thc clrtnant wlll 8.B.rrlfy rvatd (for rr long lr prrsslbla) rpoctlylng htr
or her clrln ln eny drtrtl In rn rttrmpt to tect the llmltr'of Tilocom'a
goodwlll rnd to explolt ltr customar rslrtlonr poltcy. Aa r rr:ult,
rctttrrnoat prymontr mcy bo nrsde tn ordcr to resolvs a dtsputa,
.rolvlthftrndlng thr ablcner of sny p"ovrbte llelrlllty.

Pubttc protth g€netrtld by tlrcss csrct cen and baa lneurrod govrrnroeat
crltlclrrn of Tol,ocotn'r rrnlor mrnagrarrat. Prrtleub,r tC()T" care
clalraratt hovo cnfoyrd r drgrac of polltlerl lnttuencr rnd havc urrd thlr
lnflueaco to lnvohe tbo tupport of mcrnbrrr ol tha Srnatc rad mahr eellr
for o renrtorlel onqulry Into tlro headllng by Talocom of thq 'COT|

crr... Sanetorld tnvolvcment hrc eho Incrcseed tho rncdla profllc gtvon
to iltese clrfr,

Involver lntrurlol ol AUSTEL (end potentlelly the Trsde Precttcac
Corornlsrloa) b .the day to dey operatlour o( Trlocom.

Certaln of tlre 'COTt crtol clrknentr who hrrro rgroed to oettlearent of
thrtr ctelm cnsttDur to Fu.rruo nodtr coeera3e of thrlr clolm de:plte
bontldcnttrllty uodcrtrkbtr, Prrtbcr, rueh clrlnratr ond/or tbc medle
rntrreprtrlnt thr nrtUrr of tlre ;rryrocnt whlch tbcy rtcctvs frolr Tohcsm
clrlrntug ruch payrarRt! to be compeoutlon peymrntr mrdc by Tclrcoc la
rccognlt1ou o! 

-Tctecornlr 
llrbtltty. ln tret rll ruch plyneats bave been

elUrel 3x 3nttl prynoatr rlf pryraantr tnto court, both klndr beln6;
rocompentcd brlth r drnlsl or' lleblltty,

13.

A
\cy

t5.

?3
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Aurrtnru Prograo
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7. Curtonrr X,rlrilosr Approrebta

It |r dllflcuit to rut guldrllner or dlrccttorrr rr to rrhrt cugtomerrlturtlonr vrtl or vrlr noi 'tt: *"c-.t" .ie15_. to ilebrrtty. In rdopilnSt crrstoarr rolettone epproech to ftx a iurtom., complelirt, ,risqtgGmentnardr to elwryi lrrp tn- uua that ruch * ;-n.nroech mey not. rcrof er thecotrrphlnt to tha cutioarer'c rattafrctton rn- tblr conplehrt corrld brcorna erCOt' crrt rlturtton.

Tbers wtll etro bc csrtrln rteges -of e_-corrptslal at rvhlch the conplatotrhoqld br luordtrtely rafcrrod-to the DMA.---fil". hctqdr:
' rlcrlpt of e tctter of drmrnd froo tbe elelmlnt or hlr/hsrrcprrrentrUver.

e chln for compensetlon rrhlch exceeds Tetecomtg rar.rlcs gurrentrcundrrtalrlngr.
Trlccltntr rervlec turrenloo undcrtatdngr or ' 

pro{Bedurec 3rsconrtdored unaodaflctory by thr chlmrnt.
|rcln{lon of poostbte isuli orl1b. prrt of Tetecoo,
l{o .frult .or problcn rc found by .?cleeonr, but the sldmoot

Aiiste-; iqffi'
uc to 5r _dotl! vtth sr r eurtornnr rsl

.rposor Telecom to

**ff**t ry+ *rEErii:crrc{ul"g-g. .lrfig (aod Instruet uratr staff
lli?'Sr.l:t:. ;frffi ireburty or rgdt Tn'ffjpart of Trlgcom co?voy-_jgfornulcn conccftrlng thccould

An lnlUol

coattnuot to complrlu.

I

a
a

p,ltal ttabtll
v

coogblat not r*iolvod or rotilrd rrtthtn r pertod of 6 monthr.

^clchrnrc frcr.

.Tblr llrt tr not exbaulUvr, N00 7s4
Ertr51bh.rot ol r Drdlattrd Mrnelara.nl AFc.

Establtrhmcnt of . fyrt.m wborcby upun reco3nttton ofexPorut. to llebtttty or rccorpt o( r rir-ai 
"Lr-, thc mrttrr trto r DMA rrtthln Trirtvm. 

'

The rsrronr brhtnd tho nerd for rrtrblrharnt o( the DlrA aro: q3
polaot lr l
rsfcrred

( r )

( b l

ta evofd Trhcorn btcomlng
rppraroh by thr clrlmcnt; 

'

d t . . r r r r .  a a - - l \ l t l t r c  - o  4 . l

3 .

rtrbfrcl to r "dlvldo lnrl cooqurr'
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( d )

ln confunctton wti,h thk roforlal.
Burlnear Untt levrl mutt reducri
fow lnd lv ldusk ar  poretb le.  : .1 . '

onruro rwlft  roroluUon of the

rvoldonce of thoro problemr
Soct lon B.

I

to

- r '

t

In 
.recomoenatng'i lsqlrtton oi tho menagemcot og rcoT" crrer to n

!_":tl::l" eree [n -;Te!egom; .the inrantton ti 
""t 

i" I"nrj""[" rrom irre rore

i!:! ,h". lmportcrrco'or thra-i"ritrutiJ; ;;il;,,[ro-r""d. rn ract, trrrr
lPProach rhould b6. rsoa ee in .Intcgnt prrt of ihrt focur ln tbat lt tr
derlgned to sncoursgc' a ftgei. regJuuon of r eurtomer dtcpule rhllc
ItmlUng the rlsk t<i.Telecorn.of*exposun [o llebtUty.

ConrUtuttoa o[ tle,OMA

Tbe. m&ka-up of tbe ,DMA wlll be of crltlccl lmportencettrlc msnagement ptan.'-i. 
-ili.-.."ii"iT-l""rJii"it 

r",
talecommunlcaUonj .produc_tr and .rervlccr,
Ua-|;tlJ !y f olJ8ltqlei_re_ prd,vr dc. r sr clf .
wtth l ts 'Jon

a-iG to ;-comply wlth
potanUaf .expolure .io leg.al

Of cirUcal

e ln l of re
9 .

Any eree
unrler the
and cooperatlon of:

. Burlnelt untt, mtargement.

. Trshntcal/Notwork idvl.orr.

.  f ,cgulotory.,  .  . .

Procrdurcr ts br folloved by .tho DMA ln rarnrglnl r clatn

Oncq q iCOTU

.mrnagomenl, 
4"

It la slco vttrl ttrrt' tn the ait
m^nngor rssponclbl.e. murt
re ferral cnd'to' whom tt ts
ln mon deltll bcliw.

Enrure  w l th  t l re  r r r l r tgncc
Tchcom.  ' con toc t  w l th  tho
perronnr l .  . :

dedtcatid'to the mansg€ment of s .CO,f"
eontrol if ttr. Corporaie Sollcttorg -Offlce

I

I

6,

crte
DMA

( e ) o( Burlnecr
clalmant . l r

n-d.-e-o..n!fp.1.... ln o rdo r.

End dl( t tcutt tor ret  out obovo l l

tho mansgdr ln
..Tetocom contlct

chargn of tho lrruo et '
wtth the clrlmrut to r:

of referrlng .tho mattsr to the DMA, the
contsntr of the

thtr Lr dsalt wtur
exerctge 'crutlon rc to the

dlrectod. 'The 
relevrncc of

to the tuccert
thc pioviaion

f
rnd' rcrvtcec lo aceordrncs

Any

g.e!!rstr!-

care clalm rhould bE
and lnvolve the lnPut

Nq0 75s

har 'hncn rsferrod to' thr DMA lot futurr
rlrould takc thu followlng rtepr wlthln 1.elecom:

.Un t t  .man i11o fncn l  t he t

nrantgod by ln(ormcd

of
of

?3,



I .

( : )

dr

7.

(b) Rrqurrt fronr the clalmlnt, l !  not. r lroody provtdcd, o dctagod
clr ln ln wrtt lng rati lng out th. clrcurnct lco. 'whlch hr,/rho cltcgsi
|rlvo rko to tho elolm rnd thr rxront of rhr compon,'ailon rrhlch--lr
rought

(c) Cothct ell tnlory6116n, docurnentrilon rnd fllor lncludtng gcnerrl
rnformailon whsm rvellrble eborrt the clotment snd hrclhir lrc" iburlnsrr.

(d) 8o3ln tho proeogs of obtltnlng wltnesr rtatementr or rfftd,evlts. Ac€mrnoD problem tn thr hrndilng of recont ,cofl cuer her been
thr tmclng ol satPloyoer vho bevo had doallngr wlth the eletrnant
end who hrvr elthor loft Telacom or movod to-dtfferenl podttonr.
Ar crrly 3. posrtble th€ curroit ralailonrhlp r,fth fibcom of
potrnUal vltnonct murl be r-rcertal-n.ci togethai wtth thetr posslble
movemoatr rnd contrct detrllr. T?rtr lnforrnrtlon rhould tiren br
fectorcd lqtg-1bc Urnlng and Fannrr of 3othcrtng rvldrncr. The'ttrrytcrl 'coT" clr. crarmant lr ceitatnly 

-aot 
air.*" to

epprorchlag peat cmploar.ct of Trlecom to rtslrt or nrpport thc
ehlanatlr car- rgrlnst Tolecom.

j

Aa anelyrlr of tbe cocrphJnt(:) belng fiadc chould bc uncrrtelen
etd rucl rcordlrrg oE roonltarfrg oqurpracnt ar ?elccorl hn.r
rhould.bc put ln plecr- Glveu tho dtrtruct of rclecomfr testtng
proceodln3a canveycd by mort 'co-Ti osrcr elalmrnt.r, Telecon
nurt elro rorlourly cvdurtc lts tra6nr procedurer (both ln tcrms
of rclleblllty rnd cortg) and tector ruch rnalysts luto tt-q orrerall
curtorarr cornplrlnt proccdurcr.

legal snd, other 
"*o!{t097.84""" 

ts

( l )

@ h bcllnlr
iF

.rt lmrl. i  . :rn
to tho ltkrrlY

br. prcparod lnd thc
logel  cout , r  ln  vo lvod

neeortt ly ;tt
r lrr

\

@

l{h_an r dlrputr cltuttlon !rl!ea, faclng up to ltr tnptfcaUonc oarly cen
nulce tbr mrnrgcnoat of the dtrputc roucb caclar aDd lorr costly tlran
attrmpUu3 to rrrdrzr thr dtrputa rt I lrter rtr3c. Plnpolntlng thc trua
netun of e dleputr end .the porrtblc rpproechet to be taksn to brlng
rbout lts nrofutlon ytll 3ivo Tclrconr I pioprr brrtr for procacdtng wlth
tbr nuuagcnelt ol r dlrputo or ctrlsr, fhc-crrllen that tndcpondent log:al
rdvl|qr end other rxpott arclctlncr brcorna tnvolved ln t clglra or
dlaputc, thr moro lllcrly lt lr that rucb r clefm or dtrpul.o wlfl procccc to
a rpordy nroludon, Obtelotng lndrpond*nl to6rl advlcr ot thtc .tal€ rrlll
provldr thr followta3 beno(ltr:

Ao ovud.y o( gorrlblc outcomor errd opttonr and the tnltlatton of
r rtllni.at dur dltlgenct procetr on thc rnorltr of thc cloln.

Prrvrrrltl lqa q2 nroludlelal ohoaa oellr brlnc arrdr o? r Crrrglnf
lna ol

Culdollnor or
rllocrtor.l ..

(S) Dcterrnlor U ladcpandent
regulrcd.

(r i )

  T l l . f f T

In  purru lo{
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( tv )

. 8 .

rrrolutton ol thr dlrputo or ctotri. rnd any lllcoly d.\porur. to
lhbtllty

Mrnrgomont rrr eblr to provrd. offurrneor to the Tcfscom Forrd
thrt thr dlrputo or clelm tc undor e controlled dlrputo rnroager"r.t

Thore ere csrtrtn ccursr! o( couduct whlch
ptthout flnt rofcrrlng: tbe rnotter to ths Dlt{A.

.Vellng en cr gnttr offar/peymcnt of
lsvsl rppllcablr uoder Trhcsro'r acrvtcr

Mehc rn offer of rl

oear t

lndrpendont cnd obfoctlvn aitorfm.nt of
optlonr wlth rorprct to lhe clalm hac bsrn

rbould nqt be undertnkan
l.trsce ;G;

mon.y wblcb cxceodc ths
luarantrea.

t n6"t oBc of nGrt hcr

' t  v - r

Iti.ll to i
tha
thc

ptocot, tnd thtt
Tclecornlr porltloa
rtudc.

tn
rnd

For tlre Tclecsrn lndcpendcnt rdvllor ralsUonrhlp to opcmte proporly tt lo
erronrhl thet there |r r trro wey flot, of In(orsratton dnd c ticar epproech
lrr thr slrne3oraont ol thc dlrputo or cletm, In order to fscllltlic th1l
epprorcb, montlrly oroUngu vould ba hold brtwrrn the DMrl snd tt.t
ladcpcnCaa.t rdvlrorc to rovl.re tlrr rtltur ol cEsar rrfortod end to
monlior tbr dkputc nrolutlon ptucerr. Ilrcrc cgtulot be s ryoergy of
coanrnarctel obJcctlv:s end ovctlrbh le6rl optlonr wlthout ctorq atll
co-oPgtltlve plannln8 bstrys€n Tclccom arrd ttr lndeprnclent legel rdvlrorr
(aco Prrt D belowl.

, 6. Cooduct aot to bc uadcrtrle! urltbout ra(orrd to tbe Dir{A

(a )

o
\

( c l

( d )

@

srl.th ea rdolrclon thrt
tmmcd|rtc t'try
old oB. Tclceoo moy cxpoto
prrcedlng I yclr pet'fod.

No eCrotssloar of (rult should bo madr.

No pubtlc csrnrncnt rhould br mede.
l-/00 ZSz

(f) Uhrn ta doubt, thr yhole tnattcr rbould bt rofcrrod to lhr DMA-

Rcfcrral o! the mattcr to thc DMA ta thcrc elreungtlncrr lr $cccr!f,ry to
onsurl tbat Telocom obtetnr tho 1PP1.1 pilfta rqlerce and/or Indcmnlty
vherc lt h rndttnf rny rctttoornt pryhont or eontlq ottcr rotl to ntnftnlar
tht clo.ilon tad- :pprd of Infli6rnatory rnd ctimrnerclafly danagfng
meterlll. lt lr rtra nrcsrrrry tc 'a'uto I rpordy re'rolutlon of tho chlrn'

AltrtnrUvr Dtrputr f,pptutlon Opttaar V'<
t -

l{hcre rll lntornrl procoduror rnd optlonr hlve bcen exheurted or ttc

unllhrly to g"n.r-tr I frvourrbti oulcomt. thr OMA lhoqld " {n
confgoetlon rrtitr TclcCrrnr'l lndrpllcfunt fugrl odvftorr, $lvr ltfanf
conrldurtlon to thc rltrrnrtlvc dliputr rrrolrJtton lrnD&') optloar whlch
may bc iVrtlibls loc thr partlcutir etrlrn. ln roc.nt rxporlartcu vtth
r f { ; ] ' f '  F . . - -  l L - . - -  L .  -  l r a r r  . . l l r ,  ^ ^ -  l r 1 ^ l , l o a  M - r r c n  a r r r l  u l r l , - h  h n C

rtrtomontr

7 ,
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Thc pertlculrr ADR oPttonr
thlr k rtd arr:

rrrolvr cortlln othor xCOl'" cllrrt through 'lrbltratlon

thlrd ptrty. Thlr rttompt trl. unruccerrlul duo to

aqccpt;nca by thr clelrnentr concornrd o( thr terma

whlch tho rrbltratlort w$r to proclcd,

N00758

( r )

( b )

( c )

ftrt fttrlcttv-encsl o( plrttcutrr r\DB optlont rvlll ol courre depend uq?n

each prillrr rgcada rnd tho .xpecied or . derlred outcomc of tho

clrJmrot- f,net 
'ii 

lraporteAt ll to cinelder' cach eue ln eccordcncc wlth

aucb nrttcrr rnd ."oiC proconeclvod nottonf tt to what tbe ADR optlons

cntdl trhteh mty htltPef Tslrcottltr rtratogy rnd plannlng Proerrtt '

by en Indepondont
tho. wlthdrrwcl s(

o( rr(urtncr upon

ol rstrvortcc to "COTtr cllct rnd elrer o(

Arbttratton by rn Indtpandont _TbI.d Pgrty ' ttrb optlon lnvolvce

tbe Teleeom rod tbo cletmant(r) alroetn3 ::. .." lndcpendont tblid

p*t, who pou'l rerohr tho irrml la confllot- Oa tblr bedr, thc

oerthr rould 
"gt " 

to tcrna o( rcference snd rgnoe to rblde by

ih. a.q.loa o[ tbo tndrpendent thtrd Pcty'

The rdvgn taSeo f t b t r op t l onn$ " . t hehca r i ngo f t l r ec . sgowou ld
aot teke place ln r publtc mdrlnment rnd could elso bc rnnda

rubfeet to **rga.ittdttv ttttCot-iJutgt- - fhc dlfflctrlttrs

a:cp*toncod *lth thtr optton e5e ̂ i".lft]t"- l:::d-:t 
th" lnl"trl rtsse

ot tlrcctnS on thi- ril"pendsnt- thl.rd prrty Ttd tbr tarrnr'of,

rctereaoe . tt mey-.f- # egetnat r ctrlrnratrs d;rltc to tcctlvc I

publlc rrvlarr of lts ct!G.

Mrdlruoo - tbr dtfferenca brtrrocn aa IndePcodrnt tlttrd P*tlf

rdludtcattt!tr on th;-;i;;i"a r"aiuor, It tbri r uradlator'r tsck tr

to rrnly rttrnrpt lo rorh t.br Pttu;; rorcb 3 aon'tan-.rlll on dl

lgsuo- Tlro nodlrtor crnnot otbervlre lmporc t doclrton rrllon

lbc prrtter.

Tbo rdventege sf rncdlsuon ts thrt llko tha ladeporrdent thlrd

p$ty Ubltn'o"-"piii", Urt n"tt"r tr not dlscusred-or'con4Ccred

In r publle totrln.--I turther td;;n;31" -t-*sJncs 
thsro lr not

r focut *po. . aoof"toi belng mrdi i, to fault e! orro party t^bc

obltl8Uont to pui-- 
""facni"- 

trciorc I coBrt -. or lDrhpcndent

*brt'tor rn or6rr to prbve ot i1-pt""" 1"y. .rlleittlonl ".g"F?l
Tclcccar tr armfnrrtrcJ. 

-if,. 
d,fn;iti;: dth ihlr opUon tr thrt lt

mry not bo rcceplilic t r elrtrnrnis 5rabllcltv r8:rndn wtll not be

conductvc to 
".ilto."ol 

whtre 
- 
r ciriment nei tlcvrloPecl rE'

lrrcperablo dtrtnrrt of Tslecam'o '

ccurt Proer.dtnie - r1t noted rbovr tha 'COT-tt els€ cleknantr

hevc besn tcluctent for verlout il*ni- to Progrstr thclr clalnu

by tn6*8rung 
";;;t-|roceodtn6r--i1"t"". 

tetJcom. Hcirtvtr'

rhoqld r clrlaunt brtnj c,qrt pro...?ii g; ogdaat 1'clccort thorr

arr obvlour advrntrgrr ood ar"aJliiigi!-r" it'"t' 
"n 

approech to

ai.e"L 
-icJolutlon, -Th. 

rdvintaglr lncludr:

rrgutnrncnt on tbr Plrt at thr 
1|rtnrnt 

!s 6pot r prrtlcular

.tr'ndrrd or ptooii', tt' s153 rgalnlt 'frhcorn 

?3
tlnrl Jud3emcot tl to tho dtePutc ctn bo obtrrtrrsd
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I

' i [  : ]  t ; ) 'J lc i t . : t

crn br eortlY to dcfrnd

. rcrtrtlnY-

c.n bo r v3ry lrnlthY. Psocolt and

"Iip"i.t. 
lttrnllon rnd tlrnr

could htvo tho polontlal to 3€t I precadont or encourtgo

turthor cldms.

a bad drclrlon of the :11llt 1ot|-d 
lnvolve e prrcedcnt belng

tet gl to thc rtrtuo oC Tcbcoor'r nctr'rotk'

N00759

! 0

lnvolvo rtgnlf lcrnt

q3
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g--_- RETER4At oF- 'CoT' CAsqp-To INDEPR\DENT ADvISq&l-d.p-lXPER3

T[e lnvolverncnt of lndoprndont tdvlaorr rnd rxporta docr not no.d tq bl rou
rt r ftnrl rrlort whorc cfl rfforts o( Telocon hivc frlled to ttrolvc u cldm
Th6r af. rrqm.rqur rdyinlrgsr to lnvolvlnS Indrpondcnt logel advlron tn(
othor axports ct rn errly ttrgl of r elalm. Tharo lncludo

1. Indopcndoat r:aorlmsnt of sxpotuao to lhblllty rnd asgetsmcnt of the
merltr of the clalot.

2- Dacreare In oxrcutlvc dowstlme sprnt deallng r*lth the cletro rrlc
nogoUrUng ltr roroluUon.

Dlrtanclng of Telecom from I clatrnant'r rttrrnpts t'o dtvtde ead congurr
rnd plicl"ng of tho cletnr In thr handa of ihoro wlth cxporlenq€ lu, tbe
handllng of rucb dtrputar. Tlte DMA rvlll bc osslrtod ln prrvenUnj
cnqulrlar snd rctioa by othnr.r tl they tre abl€ to aey they hrrve retalned
lndependant c:cportt.

tncreerlng potrntbl for legrl profoar$onrl prlvtlego protectlon.

3 .

.t,

i t .

i

Tbr tnpoalUon of e dtrclpllned ead cedlcotad
pmcedurer to fec0ltate ! rtsolutloa phllo
Telcconr.

Crn ernrla ea onvtrouncnt yhlcb torcss rubrtentlatlon of r cletn to a
lavsl of logal proof.

It hu ploeen nrort ureful to rngage lndopcndont rccountant!, fn
conJunctlon frttb lndlprndont lsjal rdvlrorr, for the purpogo of evdurtloe
end euscrtng tbc vdldtty rnd gultrtum of ruy ctalm.

L Tbe gtvtng of cradlblltty to Toteeotcfs satelltnont of thc clal-ar and
€Drurlttg tbat Bny retttcracnt offrr tapresGttts r realonablo eosuacrctal
recoluUon to tbt clrlmrntrr elaln.

Tbo dletanctng of Telacon prrronnol from coaduct of acgotlrUoar rnd
atlogtUons of 

-uncpnaelonable 
conduet In brlngtn3 tbout rettfcraont of tbr

ctalm. . ,

Earurlng rdequotr end eomplcte'rclcaro rnd .lndcmnlty undortaldngr err

obtatneJfrom the clrl6gnt rnd r11y othrr Intcrertrd parttes.

Aselettng Telecomrr hrtrrsel tegrl cdvlsort tn tbe handl&rg rad
tnanagetnent of Tclecoat'l le3al expolurr to clrlml o[ thlc klttC.'

handltag of uegotletloar rnC
proteetlng tho lntcrsrtr ol

6 .

7 .

9 .

10.

l l .

i l00 7 60
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( i )Thecaseso fNC lvSandEsso , re fe r , : d . . above ,mak l i t c l ea r t ha tac la im
to privlcgc rnust :xPo:e- ::T::::::5:**Iii.it'" "i"r*' 

A vague or bard
.lJ.''ill;?''il:;;;ffi i' '""n as no clairn at all.

( i i )Thedef in i t iono fpr iv i l cge ind ica tes t t r lSr lcornmunica t ionsbetweena
i"*y"i 

"na 
a clicni.ford-a".i"4,,t. Pqpose.lf pro*,iairrg or receiving legal

advice or for titigation (;;;;;1J"tii"'diJ"* " 
r"iv9r or client and a

rhird partY for the d"ti;"t;;rPo:c "l $il;ii*ut 
be Proteaed bv

pri ' i lege(seeBaker'cofri it i*lg'""tcas!referredtoabove).

It is diffrculr to see how a document, or documents, rr]elely described * ..!"york 
Data'

wourd fall within tu' iefrnition "r-1-*"iJ'-'-#;6i51:"1*i3'Y:il Ti"$'::::"J;ii
dominant PurPose Jtl;i;;9r for litig-ation' or commuruc€

and a third party for thc dominant purpose of litigation'

;;';;:, ," * ,, craims to legal'rofessiorral privilege, which ur: nr"l"_ll_risted as LPP

tn A t I q c hm e n t t'; td d*h": F*'Ti f ii n;'" ": i''',i*-l1 :X; pf;:il": i- Ji

It*ilL';ei:*Tilf *it3;"1;;":fl f if :i"i?}il'li'i?'i:.i'1,-9:icrip'lionsin
-Attachmeru , indiiates not only i""";Pj;;"-J inuatti*tt claims to privilege but also

claims which upp"uiio be erroneously made'

For example, it is difficult tg slg: yitlour fi'ther-information being r$p]i{:how a "chart

- Ca* anatysis *itn n*owrittenciili;i;;;;' ";r'n"p-- 
e;;"-driterprises Call per

erchange,,, u,t"'bie r gou" ,e direffiii.iing=" o, 
"'"'r"ir-onnrmati6n 

report' could

bc covered by lcgal professional privilege'

fl #ilig"J."::::;Ji:':iff 5*:lffi nfil;:""??;1l3jil't"im'ropri'ir*g"

For examplc, in the lerter from ry^:"h" 
Armstrong of TeLstra to Mr. Ross Plowman dated 2t

Septembcr rggt,.i"Grra conced";-;hrt it tus ,r.onuoir"riv-iti.in.a some documcnts as

privileged'

\ 
,0, knowrngry made false-or spurioue cllims to prlvllege? 'y making false or

There is also'roo.. potentirl r::.f" ;;; .evid5n1-e 
of (a) i'e' knowmttirj";';'r-ilI..1n:

spurious claims to pririleg' r"'-"*"rne1"''th'::]-'i;tffJ:lt""t"til.lfii;Jrit errtitled

;;ilo "urru 
oiir'! aoctrlne 91.8:*,1'"""t";i":Hl'T'i;'-$pl;;;; 1ee3 from Ms Denise

ffiil 4;r. Sttt .gy-_ marked.'r
McBurnie orir..iiri Houingdar]ffi;i.*Iprelbourie 

6Ft"" i" w lan Row' corporatc

'i"fi.ittt, 
Teleco m Australia'

l7of2l ts'os'"wr'''--. 

?7

P -  1 €

I refer in parricurar to secrion 4 on page 5" which gates:

"or criticer imponance in the-conetl*:"n"tt:ili5'ln3t,F!li::i?:,Fal I''"d,air
ri"n"e".."nf f*lJt,ffi"i''Si"J'#;;;;i'er,outo *wavrs-ue to-the GorpornateJ OPlrltbf
Management'

F*+F#Htr"**fm#i*tr'#$* 
-

poaalble)' O'er lilormarrvrr E'r- r- 
..'IffiiV*o"'ont

Pilvilege - rc CoTs

E3r:E*r : _ i;;.;;;;;;;;;;r,N*t 
'c''verr Consrfianr
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TEt ECoil coilRD$tnAt
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Pittard. Rosanne

To:
Cc:
Subjea:

Pabn. Steve
Denholm, Paula
North Melboume Exchange survey

Steve.

Thanks for your E-mail- sorry for replying late, my marl system was not tully efficient.

North Metboume is a combination of AXE and ARE.

It lrculd be best to evoicl COT case member, Mr Graham Schorer of Golden (Messenger) to avoid
:I9lrassfent as Io9 say. His main numbers arc 03 329 7355 and 03 g2gizss, uuitretras severat rorarygroups and about 40 lines in total. I do not have all the details but shail get as muctt oy Monoay muJay as Ican.

Please prepare the results for the corporate lauryers under legal professional prMlege and limit disbibution ofthe results.

Please go ahead as soon as possable.

Rosanne Pittard

K2'tr54 s
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14 September 1993

Mr J McMahon
General Manager Consumer Affairs
Austel

Corporate Centre
Offlce of the Corporate Secretary

41 1242 Exhibit ion Streer
MELBOURNE VIC 3OOO

Austral ia

Telephone 03 634 6431
Facsimile 03 632 3215

Dear Mr McMahon

Telecom has taken action to implement the monitoring arrangements described under paragraph 16 of the Austelletter of 12 August 1993.

with regard to the program of monitoring at customers premises, Telecom does not have equipment specially madefor this purpose and has used.equipment designed for exchange end monitoring supplemented by special powersupply units' In most cases this appears to have been successful. However in two cases viz: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 information to be recorded and the results are therefore meaningless,

The power induction does not affect telephone service to these customers, The problem has been referred to themanufacturer but no solution has yet been provided. Exchange end monitoring is in place for both of thesecust0mers.

A further problem has arisen with the monitoring of Golden Messenger, for whom as you are aware, connection ofmonitoring was delayed due to the numbers initially advised by Ausfu not being the right ones. on Friday 10september staff attempted to connect the new numbers but found that the terminal blocks provided at the GoldenMessenger PABX do not allow for the parallel connection of additional wires. There is therefore no obvious accesspoint to allow monitoring at the cuslomer's premises. Further.pprr.r't.r are being exploredin conjunction with thePABX 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
Corporate Secretary

?z
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lntrrnal Memo
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To lhtrort Perlorntncr
Nrlwork & Intsrconnoct

7/30 Pitir Strrct
AOETAIDE SA 5OO(l
GPO Bor 2426 SA 5001
Austnlir

Tclcphono
Frcsimilc

08 230 6'306
08 410 4038

From

Subioct

Drta

Fih

Attention

IvIr Scbprer of Goldeo }4cssenger has bceu a&ised by th,e repres€otative of his PABX zuppiier
(AT&D tisr his line.l could be held up after a cdl due to tbc abseace of 8 "tear down" si$at
from tbe terrrinaing exchange to the PABX.

The Golden Messenger PABX elahurge lines use the 52grg sigrelling between the PABX and
exchalge as a normal telephone sewice. Clear doum works as follows:

1. Incoming Cdl to PABX ftootle network

a) If only the distant A party restores the line is cleared forward to the PABX olchange line

appearance atthe terminating *change- The PABX exghznge line goes to line lock-out

cbnditiou and the PABX crrensiotr reseives br.sy tone uffil the PAEX cxtension clears.

b) If only the B Party clears (PABX qcension clears) the PABX will open t$e loop to the
' 

exchange. The occhalge cifsuit gocs into rimc srpet'trisioa After 90 seconds a Force

nelease sigtal is scnt tJ thb A parties originatiag excbaoge. The PABX *change line is

beld for a 90 second time-out zupcrvisioo pedod aod tbe.n cleared datr*n.

2. Ourgorag Cdl &om PABX e$ensioo to the nearork.

a) If only thc A parry eBX extcnsion) clears the loop is opencd to the exchacge and the

connection cleared fonrarded.

b) If only the B parry (disanr called prty) cleatl, lhe distant excbange circuit goes into a 90

sec tirne super.rision period. aftei gO seconds aForce Rdeasc slgral is renrrned to the

originating erclrangc. This clearr thc conocstion forrrard and serids the PABX enclungc

tine circuii to line lock-out aad rhc PABX extcotion rectdves busy tone uaril it dears.

The abore il.rsumcs normrl catcgorics apply. I4alicious Call Tracc category changes the above

to givc confol of relcase to tre B p.tay. The issus relenurt to Mr Schorer's conc€rns are:

@fec.gm
Gcneral !,Ianegcr
NctworkOperetions KB4g81
David Shephcrd
Managcr

G Schorer. "Tear Dowtr. Signal

15 September 1993

qs
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d..
t. !n case l,(b) ' for 90 sccs after PABX extension hangs up on rn incoming call {re exchange

line is held in the line lock-out bndition rnd ,annst be reused.

2. The Forced Release signals withia thc Telecom network sre not passed co thc PABX on
ring doun circuits.

3. In-dial PABXs have different signe lliqg ulangem€ots and would normally receive clear
down signals from tbp Telecorn exchange.

Case 1@) does not explain Mr Schorcds service rlifficulties as while the o<change liae is held is
the liae lock-out conditioq new incomiog calls would be offered to other excbange lines in the
PBX group.

Manager
Nettrorks & Ioterconnect

rt lt /t>

David Shephetd
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Rorv, fan
Harufe, Rome

H* f":*-ygtt .chrb; Bc.ru., rGl51r**T'cffi;l"ffi;ils-n^s*rii@rffitffi
.T::-AccEssToFGb:ilftffi::f.'Pr5jfu,ee34,

I"gJ"*ne 
of 13 seprembelpfar..

1. A general GOT case fite and

Thc Corponte SoilrCtor,s Ofl|e har trcflos ln dafionto|hcCOT

2. The fitigation fte relating ro Gotden Messengens
A[ material on stese files

Go* 

ought be daimed as tegat professional pdtacgeO.

PORATE SOLICITOR

Fmm:
To:
Cc:

SubJect:
Drb:

ihi#:i*1.'d$g'irr;ilril'.,i#rj*l,HsJ;ffi,"Hr**":;G,,berr,.hhnrrdr;Row,,an;$Hi""dtft:g'5#;:t"J#:i*l'ff HJ;tr"tr#jf; ffi ffi ;EliH,ffist#:

From: Harvie, Roma

John; Marshaff.-nos

*pj:S nccess-i6 FrLEs.Date: Monday, iJi"-pi"rour 1993 12:36pM
Atached ptease fnd letter ftom Don pinel.

<<Fife Attachment DpACCES.OOC>>

Roma Harvie

Page 1
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From:
To:
Cc:
Subfecl:
Dale:

Don,

Holmgq Jim
Pinel, Don
Row, lan
RE: CoT Proiect Team
Fdlay, 17 September, 1993 1:06PM

No protocols. We have an anangement with Freehills.
Moyle. Keep lan Row and t inbrmed.

Jim

No separate contftlct is needed. Go Sraight to AndrEw

From: Pinel, Don
To: Holmes, Jim
Cc: Row, lan
Subject: CoT Projea Team
Date: Friday, 17 September, 1993 9:26AM

Jim,

As discussed yesterday I intend to use Freehilts a_s my legal agents in matters relating to CoT. This is likety to bealafuly heavy invofuement and lwould obviously tike 6 nive rdaoy a@ess to Andrew-Moyle.

Whfl.are the proto-cols that I need to follow? Are they on retainer? Do I need a separate contract? Can I go
straighl to Andrew?

Don

Page 1
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From:
To:
Subfect:
Date:

Jim,

Pinel, Don
Holmes, Jim
Legal Besource
Tuesday, 21 Septernber, 1993 1239pM

f,ta a! length wilh Freehills this moming (lan Row was therra). I hae anarBed br Denbe McBumie to prwile
Fql input to the proigct and srggestec ttra she corne b 6rpnows rnedrp b meet the phyers andl6t,ry
the threa&. She will also spend sorne time here tornorow rnming radering-recent coneipoiaerrce. i want herto bo the focus for dialogue wilh the customers. Would lke to ta[< to yo,r Odrt this, preferabry Oeiore t see
Harvey this aftenroon.

Dorl

Aa^ . r ' - a
f : r r - U  r  v t

Page 1
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Domzal, Nora

Frcm:
To:
Co:
SubJoct:
Dete:

Pinel, Don
Saycr. Janct Bcails. Kan; plttard, Rosanne
Brabazon. Paul; Holrnes, Jlm; Hamblslon,Dcnnls V: Hltr, Tr€voc Hallidey. Tnvor
customcrconrcpondcne -
?runday, Zt SoptsflScr t9&t8:58p

In thc current climate Telecom necds to bc parlieisdy canfulwith ltc corclpondeno to thc CoT arrtorncrs.
I have engaged Denisc McBumie tonr Fruchllle to partidpate on .n 'as ruquirae barir In 0rla mgttcr and it is
appopnitc that all conurpondenca from tre GoT (and ncar CoT) custorsrs.hould br ctraryr,Ccd throrph
D,cnigc for elthar dnfUng ot a rapty fionr Tdccom or br rrply dincl from Fnchllb rs our eggnl nc parlcuar
agPmacfi will vary ftrom erstomu to custorncr and drurmstance to dnumstanca but tlc gcncnl ptttiloptry
ghould bc bllwued.

The merit of lhis approactr is:

It relieves lhe Regions of onemus conespondcnce

;[t applies a rigorous legal regime to the dialogue
U

. lt provides I consistent approadr to these maners

Would you please ensure that with all cristomens that are, (or have the potential to become) sedous
complaints, consspondence is proesscd hrcugh Frsehllls wlth inltal acknowledgement by thc Rcglon.

Ultimately, the response to cttstomer correspondencs is a matter for Regional decbion but I rvonld enoourage
seious consideration of Freehllls addoc and digcuesion with either myself or Jim Holmec if an attrnatiw
approach is prefened.

Don

Paga 1
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9ur Mr. DrwY'

\

sorn yqt wdr unruf to t|ra ]ny t LPhcra cri thlr conin!, I rppncirb yout

;ifit ,- iou hr-b lr',l r. Yanwrrr uilcu'

tlrc rrrren I nng you u,tl bf1ufr tilril rP,HIIlry 6'1CP'M I tudc nd

f rr'e'ni mrn. ailfii-hi;Li Anddw Ucyil ;-eothltEr trifote on bd'lf of Tclrcom'

urn!|d to bt nrl rhrcugh b.nr rmoiiilr,rc trr o"u idrnufbdct ht grvt t0 tlly

$ltlunf hlr nmrwu Andit'Meylr'

ffir hbmad nrtut pl irhlt? cornmurdqs$a'Tsb'm hr6 to bc Ptrord In

wrldm rnd rrm cr 9on
liltfFd'rdtlY,

I rg3pondd wtth \lltro ]..J99T.I4 h! nptld |' I hlw iluldv to51ou I am

An6nr Moylo rrm,'iiilli trrU$qd;;t[Ptd tiirr on b$Jf ot?elacon rnd I

hrvr b,n ln.t ra.C in bddte.g.bstt b lntrrn yeu Srrt Il futut'
oarmunlo.0onr wtth Trlrcsn-wil b' frird ft 

"'rUtt 
lil rlntb mr wltlch will

gurnntar yol urri'iciiilar unt rrnmdllrrty nrgnrdo you In rn rrprdbttt
|tllarrt.'
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Anailr: 'Ut Htwly Ptrrr rnd I undufrnd ycu .r! wrltlte r rrrponr th[
rllrrnn fiqn lir. Jlm Hotmu to lltr rnrblhf you rnt hlm hrt wook whlch w" hrrrr
brtn woddng sn thtl tlbmoon.'

Mf mpomc b llr. Moyb wtl'Mt. Ptttlt hlr m.df lt vrry dlrr hr hrr no lalmtoa
of rctunlng mtfrbphonc crlL rnd rnd hr m lln ocnorrnd Mr. Prtlrr cra rt6 nr
chrC of whtch lu lrr no infrftioo d dom, rr petrhrrfy rtrEd by rnirotglr, | $rilt
drrl$th lt h my e*n uty rr I hm ilrdy brm prncnrlly intonnr| bV Mi. Bhfit
tlttl Mt. Frilrr b ulilmrbly b hffiafi ll?. lmtlrptgll trrlrorrpolirtdllr. '
Prrtr b dl|ldf [l duqr nd lur no othrrcltht, tv0r Mr. Cmpbrl ovrnnr, I
hrya I bfrphon rt|vlcr p'obbrn, .upPod.d ty rn ArJ|o| t.tbr rrtd tir 2'l[r cf
s.grdb.r, scntndidlng tMutrcbcm hr| r|I| to mr whloh I wrnt Tchoqn b
e4lrtrt lmmCltbly rnC rr r rrull I fwr nng Mr, Prfirr who nfunr to trfc ot
n&n blephonr my ealb rnd hr hrr nndr thb pom hpwn tt m. on numlrou!
occr*nl. _

t hrrrr rung Mt Elountf oflb rl Ml. Pflff|rlrlr,n no albrnrwr rnd I hrvr no
Intcntbfi t!.Doillhg bycurbbFhonr crlll YoU crn grt$rflqfi t hevr r rcrlour
talrplronr F oblotrr rnd I Intrnd to Crrl wlth lfboom dlrd il wh.t you efc
ilDpodag b h'!l€.|, horrtrrt Fut !'ourv'tDd rrqurt enc Tdraom l||guolenr m
writng by imnndlrtr relum l!r. lrty hr nunrbr b (00t tt|t{{|&

AfirgftMg of thf t hPhom from Mr, Mcfla, ilr. Davoy; I rang yolrpcrcenrl
Ubphor lln b npoil to you lht ltrut6lty dtr cun d hrtrugtcnr ol hsw
Trlrcgn htrnd F dellwlth iltr C.O;T. DuTfrnbrn rnd I undcrtrnd yar wcrr h
s nactlog md ldl r n.lrlgt nUr yout facrdrry..

I lhen nng Mr. tlounf: olllo h Sytfnaf rnd*rr Informrd by Mr.llounft reofrtrry,
r Mr Str 8oc. thrt rn my plteorl tl|rghona crllr wrru o br dimcmd O r Mhr
Dulrf Mo8lmb, ttdurry 0t F orhll, Hdllnoddr rnd Prgr rnd rhr strt C rhr wrr
lnCrudAd E tll lll thtt !y tu;npbyrr. Whln I rkrd h* who hrr crnployu wrf
shc rrH TlhFm. I thcn |tltal luuno pacinU s[dfn Trlrcsn tslC hq tc rtrb
thrt rd rhr rrld Mr. Hlvry Pltltl. I npll! lre Ptfirr tr nc your cmployrr rrd
rhr fibd yl hc wrl rr hr ir Trlrcom rttd I n$ondtd by .3tlno who |l your bor
arrd rhr trld Mr, Elouil l thrn rrld thr qul$on'l{rvr you mrdr cant$l wilh Ut
Bleunturho r,trr lr3t In hb arr?'to ytrloh rh. rllbd .Nor to whhh | &ggrd.d 0ti
rhr dlt .o lo I rcfi|rd b r|Foil my lrhfhonr dlfflcruttl.r to I roficilor nor dirl I h.U.
any intanflen h db4ltdng r oornnrmld r.|outhn rfft r loNlcttor. I h|c rlrtrdy
rrggtad thr mrllrr io Alrtcl enC [r[d.d to ndfy thr rpproprlrtr Scnrtan. I
rpologhotl lor my lbruptmJtn.rrnd lrUio har I lrrprdtd. in lhr rbrrnc of
tslhlng to ilr. Blounl rhc wnr cnV fu|tsrlfrrcrt.

At 5.55P.M. I trotvrd r frx {rorn Mr. lfoyL of w]rich thc cortrrrtr l find lnrultlng u{
it rdo b mmy Tllecom lrrnpfrr wlrcn fohern rry one thing rnd report in
w|iling rno'tua

P.  l l
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In r rurh Ol blOrl, I riltg up Mt Motir rt|d roaunbly told hlm hr wrr I lirl lorthrt ir
errclywhrt ltl h.

Thf sil.rt ot Mr. t{oybf Dnyiotf |.bphorr ]rfrrnd b ?cbaon tilatr'| tnd h.
wlr u.ry rhdnd ln lying my cotilnuilqtr wfllt llr. lttrr tfulql tWrd la 9lrl
n n wrilng bwhioh trarnUa urU0 !.t rn l|tndLb r|Don|. lrgn Trlrccm.

t norc rho d.t V in timr rt t6* Mr. Moyb to comea. enh e httat bcfon hr frl|d thr
ccnlrilr to rnc rnd lr h. illd ln ih! 6 U.ptton orll hr rnd oth|r rnmbrn d
Trlroqrr urrc 31!l trt lctne cn hr rublrt mrtbr bofon Tlbsn wrn In r pclllon io
rrtpord inrrilt5.

Mr Drvry, ydt hrrr bmn ftrfonnd Dy lrlcm tfid llr. .llm Hdml b of thr orrr
end it I iiU urdrrrbrdh3 hrt gm1sftbn hu nqucrlcd ln urlUni b Tcbaat
thot lrt Oon pfnfl br im-rrndbblyblran cf,lh. orlr yrt ftlt. Attd'3w Moylc ltnPlr
th. carcrh,

Thb I frriorl, lu|0 Whrt ll OOn! On, wno ts gohg fo rntr.l UP fot thr Telccom
@nlumf rnd |rrhlll.

A[ | nrf llr. Prrlcr rbqu! todry wu h flPatrrr to yo-u firr drtd thl z{th
g163nb?, lglt rril Talrsnllthrilfo rfnrt r? |.BD.N. cottttaclon mltar'
Jd orffiltsk1j, .r nry burlnot b .ti! nos bld$ trirrrnrfing rO r nult ot
Tdosrt! cottdutil,

GRAHAM SCIIORER.
A 'ET.ECOM CI.|STOMER.

P.O, I hryo c corrnllrnsrt firt gnnot br brclj;n wih Wrdpro h lydnry rt
10.00A'U. on lhr tnett{m st goptlmb.J thf a0h' I wlf dq phr b lhc mcling, ll
umucccrrlsl h cqrtretfg you dfccil wil tlttg you lnnrdftV ailthc mccdne Hrt
thr 0mr drlry rt thlt ruga b unfinown,

C.C. S.nrbrAbbn
Ermlor Bildl
Mhblar of Co,rilrun|gillorL

Inctudad $rlth th|1 fs b tfrr rrlrttLtd frrcl{l Hollongdlh md Frgr fftt conffnng
the contrnb sf t{a lrlsyhb bbpfiar d rnd inrbfilonl from Trlccom.

:  :J, I
P 1 '
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28 September 1993

Mr Frank Blount
Chief Executive Officer
Telstra Corporation Ltd

Fax 6323336

Dear Mr Blount

COT CASES

l] qppears to me quite reasonable for fhe COf Cases Spokesperson, Mr
Schorer, to express the lrustration that he does in his aitached letter, dated 27
september 1993, at possibly having to dealwith relecom's solicitors rather
than with Telecom personnel direct.

As I understood it, "Telecom has given lan campbell personalanountabitity,
as a very senior executive, to manage all aspects of the cor casei'(lettei,
dated 24 August 1993, JR Holmes, Telecom's corporate secretary, to rne).

\ Telecom now appears to have done a "back flip" by instructing its solicitors,
}l Freehill Hollingdale & Page, to inlorm Mr Schorer that he must '... address

your direct ..."lo
their office. while Freehill's letter of 27 September 1993 (copy attached) to Mr
Schorer states that '. .. does not in any way preclude ... [him] ,.. from
addressing non legal matlerc thrcugh the normal channels of ammunications
previously agreed ... " between him and Telecom, it places Mr Schorer in the
impossible position as a layman of having to distinguish between "concerns of a
legal nature" on lhe one hand, and "r1on legal matters" on the other.

My empathy with Mr Schore/s frustration is reinforced by Telecom seemingly
rgno ggg that
he should consider suggestions put on behalf of the COT Cases'... on their
merits, not on a legalistic basis or on the basrs thaf they may set some
"floodgate' precedent, but in the spirit that the suggestions ara made, namely,
in providing some form of address and some form of resolution to what have
been long standing concerns and issues.''

As I indicated in my letter to Mr Campbell. thsre is a strong feeling among the
COT Cases of a lack of good faith on Telecom's part. lf Freehifl's letter
correctly reflects Telecom's inslructions it can only serve to reinforce thal
rcclf nu.' r:

i  QL'LLNS l l0r \ l ) .  \ l l : l - l l0 t  R\L.  \ ' ICTORIA
.: I ' .0. BOX 7Jr.:. S l Kl,-1.).\ l( l). \ lF.l.BOI..:RNE. vICTORIA.:1004
1[ ,LEPl l0N| : :  r ( r : ] ,  H:x - i rxr  t ' . t ( 'S l l l lLE:  (0-1)  8203021
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while having regard to the anrounls involved in the "conr mercial resolution'
proposal put by Mr schorer and three of the cor Cases lcan understand
Telecom wanting to get legal advice on the issues, the matter is more likefy to
come to a speedy resolution il direct tines of communication are kept open, if
Telecom continues 1o talk direct to the Cor Cases and hears their bonberns
first hand.

AUSTEL for its part is prepared to facititate such communication$ and, if
necessary, mediate on what I understand to be lhe next step in lhe "commercial
res-olulion" proposal,. namely, the parties agreeing on lhe terms of the proposal
Defore its consideration at lhe "Executive council" tevel within Telecom.

Mr Schorer has indicated his willingness lor AUSTEL to adopt such a rote if it is
ne.cessary. I await your advice whelher Telecom is also willing for AUSTEL to
adopl such a role if it is necessary

Wlf!_t_lrn proposing should in no way be taken as prejudging the outcome of
f us]!!'1 i nvesti g ation / report of t he do ncerns expressed lnd issues raised by
the COf Cases and others who have expressed iimilar concerns and raised 

'

like issues. I make lhe suggestion of AUSTEL facititating advancemenl of
Telecom's consideration of the cor c ases "commercial resotution" proposal
now because the Cor cases are in dire financial strails and becafie,'as I
have said before, AUSTEL's investigationlreporl does not preclude Telecom
lrom moving now lo take steps to address cdncerrrs or resolve issues raised by
individualcomplainants, or for that malter, lhose concerns and issues generally.

As Mr schorer has sent a copy of the attached letter to the MiniEter for
communications and lo senators Alston and Boswell I am sending a copy ot
this letter to them.

Yours sincerely

'  --\--- 
'*=ey''- '""--

) -

lot*



Holmes. Jim

From:
To:

Cc:
Subject:
Date:

NewboH, Greg
Beattie, Ken;Adermann, Gregory C; Pinel, Oon; Blake, Ed;Campbell, lan; Pittard,
Rosanne; Benjamin, Ted; Holmes, Jim: Hambleton, Dennis V; Marshall, Ross
Vonwiller, Chris; Anderson, Keilh
COT media latest
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 CEO raising concems about our use of Freehills. I have told Lewis that its is utterly inappropriate lor us to
comment on the private conespondence between the industry regulator and Telecom and have drawn his
attention to the release on the C&L appointment.

Ben Potter also has a letter. His is from Davey to lan Campbell wherein Davey calls on Telecom to look
favourably on interim payments to some of the COTs. Same drill for Potter including the C&L release.

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

Greg.

+€€*5+
co?-8tlo

Page 1
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N00692 Busn
Tiqlecom rapped
tgd:tn on disputes
By BEN'POTTER,
conrmunicadont wdta?'
SydncY
Telecom bas agaln dlspleased the
telecommuotcattoos regulator
Austel over tb bandllng of dls'
putes slt! smaU busltrcss cr|stom'
ers.

Austel's cbatrman" Mr Robln
Davey, has wdnen to Telccom
zuggesOng tt W to. rGolve dls'
ouG witn four members of Casu'
itues ol Telecom (coT) whtle
Arrstel iovesdgates thetr com'
ptain6. Telecom says lt ls already
sccking soludoos.

Austel slso wrote yesterday to
Telecom's chlel execuUve. Mr
Frask BlounL crtuclslnS Tele'
co49 treatment of a COT sPox6-
nltne Nonh Melbourne busi'
n&an Mr Graham Schorer'

Thc corresPondeoce ctlme as
Telecom aooounced lt bad en'
raced the accoundog ltrm Coo'
icrs g fyuraod to audtt lts dlspute
iesoluilon Procedures, wbich bave
Ucen crltlilscd bY COT. Austel.
ard tle OPPclUoo comnuolca-
doos spokesma!. Scoator Alstoo.

Coopers wilt brlug fo exPerts
from Eritaiu. Telecom also er-
pccts to Dame a Europcan exDert
sooo to revlew lts actsorlc.

COT has cost Telecom more
ttan I$$$,QQQ ln scilcmetrts.

Scoator Alston sald a Setr8te
ioqutry could bc tie way to
resolve tbe lssuei Ec sald he was
uot impressed by tic progress ol
Telecom or Alrstel, shlle the Fed-
eral Goverrment eas not con-
ccrued about the qusllty ol Tele
com's oetvorlc

Comgtaints from "hundreds" of
small businrss people bad "all ttre
hallmarl(s of local ercbange over-
loa4" he sald. yet Austcl was leav'
int techuicat ass€ssment to Tele'
corn- and he eas not satlstted
Telecom wanted "to do soJrtlttrg
other tlao sweep thc problerns un-
der tie carpet alrd pay peogle
otf".

lo a lener last week. Austel's
chairmao, I\{r Robio Davey, told
Mr lal Campbell. tle senlor Tele-
com executlve ln cbsrge of hand-
liag COT complals9 ttrat many
COT members were In flnanclal
straits aod Telecora woutd bc

demonstratioS Sood falth lf lt triec
to resolve tieir complalnts.

IB yGterday's letter to Mr
Blounl Mr DaveY sstd Telecom's
decisioa that Mr Scborer had to
addr€ss aoy leBal coocerDs dlrect-
ly to its tawy€ns. Frccllu Eolllng-
dalc & Pagc, appcared to bc a
'baculip" trom its prevlous state'
mclt tlat Mr CamPbcU had 9er'
sooal responsibtlltY for COT com-
plaints.

"It ptaces Mr Sciorer tro t"he
impossibte positlon as a laymatr o(
having to disungglsh between con'
cerrs of a leg8l oature , . . a[d oon-
leeal matters," he sald.-'My 

empatiy wlth Mr Schorer's
(nlstraUoo is reiolorced bY Tels'
com seemingly lgnorin8 rr! crhor'
tation in my lener to Mr CamPb€ll
of 2{ September tbat be should
consider suggestlons put o! b€halt
of COT cas€5 ... on tielr merits'
oot oo a leSalistic basls or on the
basis they they rnay s€t some
noodFte precedent, but lo the
spirit that the sugg€stlors are
made, oamely, Provldlng some
form of .. . resoluUon to .. - long'
standing concerns."

Mr Reynolds ciming for l0 P'
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TIRAFT. IN CONFINFNCF

Consumer will undertake an immediare inspecrion ot all elcments of the C.{,N anci
cenify that the service is constnrcted in a manner rhat complies with standard
practice. Any defectslabnormalities will be norcd and conected. Pairs will be "clean"
betwecn the cxchange and the customers prcmises with any cofirmon pairs cut awalr.
Consumer will formally cenify that the inspecdon has been carried out and record the
results of their investigation.

Commercial will test the customer's service and record the test results. This rest will
be repeated at regular inrcrvals (at leasr weekly) to ensure sabiiity and consistency.
Where appropriate. CPE will be tescd. On occasions it may be desirabte to install
rccording equipment at the customer's prcmises.

All tcchnical reports that relate to the cusrcmer's service are to be headcd "Lcgal
Profcssional Privilege", addresscd to the Corporate Soliciror and forwarded through
the dispute manager.

The oniy contact with the customer will be by the dispure manager or the Regionat
Manger uniess the MD Commercial chooses to become personally involved. .{ll
contacts with other individuals will be ret'erred back to the dispute manager.

The Regionai General Manager will ensue rhat all other elemcnrs of Telecom are
advised of the declaration of a Category A dispure. The managers of these other
elemens will ensure that all pans of their organisation :ue aware of the existence of a
dispurc and that staff arc advised that thcy are not ro comment on the customer's
service. On all occasions only staff wirh exceptional "intetligence" and who have
becn fully briefed on the dispute are to be assigned to any dealings wirh the customer
or relarcd activities.

It is imponant that operational sysrems (including DCRIS. LEOPARD. Service*Plus)
should be made capable of displaying an appropriate warning mark against the
customer's record indicating that a sensitive cusromer dispurc is in progress and
identifying the dispute manager. Local insuuctions shouid be issued to advise staff to
refrain from commendng on service pertormance issues but ro retbr these ro the
dispute manager.

/
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Mclbournc Oillcc
To:

At:

Mr Don Pinel

Tclccom Ausralia

Fruo:

IXnct llrc:

Swltch:

Frorufrr:

Detc:

MrCcr No:

Approvd:

Dcnirc McBurnic

(03) 2rr t3t3

(03)28t t234

(03)2$ 1567

0l Ocobcr 1993

To frr: 07 22r7274

Phonc:

Prgc:

07 837 @72

lo f

00t660539 ptn No: 274

k*du
Thc informatlon in thtl,frcrimilc h privilcacd urd confl&ndd, lnrcndod oaly fo, thc urc o, *. 

"-.ffii#ffim*::;t*11': li::*l':*;.4,.'l -i?,*rrnrron, copy,nc or r,. or rhcinronnedon lr raicdv pritriu..1oc. r v* r,.".. ;Efii:"#ffi'fffifHHfi&L"1tr.,ffnotl$ ur by relcphone (wc wlll ....pr,."*. clurycg oii--- 
--q'r

(03) 28t l34t Pax (03) 2st 156? (Int$udonrl plronc codar + t6l 3D or Telcx AA330o4
- r{ ruurn thc cijlort frcrlnllc ro

el. lOt Colltnr Surccr. Mltbounc Vic 3([0 Aurarlle

Dcar Don

I enclosc I coPy of the lcrcr scnr to Mr Alan smith ar l.t5pm roday. I also confirm that Itelephoncd Mr smith on phone numbcrois *i iiiiiri"r. to Mr smirh who conJirmed rhrhe had rcceivcd the facsimile.

Yours faithfully
TREEHILL SOLLINGDALE dI PAGE
Pcr:

nn{
ef,f,Denirc McBurnlc

Solicitor

FHPMELC4\932?IQ09.7 . I Ocobcr I 993
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5 October 1993

Mr lan Campbell
Managing Director, Commercial
Telecom

Fax 634 3876

Dear Mr Campbell

cor cAsEs
SETTLEMENT PBOPOSAL

AUSTEL has been asked by the COT Cases to lacilitate their agreeing with
Telecom the terms of th'e pioposal they have put to it on how their claims
against it rnay be settled

2, I understand from the terms of the lelfer, dated 29 September 1993,lrom
your COrporate Sec-elary, Mr Holmes, tO Mr Schorer, SpokeSperSOn lor.lhe'COT 

Caies, that Telecom agrees with AUSTEL's intervention as a facilitator.

Starting polnt

3. I am taking as my starting point the "settlentent Propos.al"at Attachment
'A' which was prepared by Telecom for the purposes of _clallfflng its
understanding of ihe natJre ol the proposal put by the COI Cases.

The Seftle ment Proposalin contexl

4. The Seft/e netlt Proposalis to apply to the lollowing four COT Cases'

r Q Schorer: Golden Messenger (Spokesperson)

o fi Garms:Tivoli Bestaurant

. fl l Gillan: Japanese SPare Parls

' A Smith: Cape Bridgewater Hcliday Camp.

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

. long standing disputes between each ol the COf Cases and
Telbcom involving, amongst other lhings, allegations of poor
quality of service provided by Telecom and shortcomings in
customer equiPment suPPlied bY it

. the eliect of the malters in dispufe on their businesses

:  QL'tE\s RoAt).  \ lF: l .B() l -  R\F. \ i lcToRIA
p()$T.\L: P.0. H(lx l.l.i l. s I Kll.l.).\ l l l). \lF.l-llol- R^vF.. \'Ic:ToRlA.3(()4

I l : , l " ,F.pH()NL: (r .rJ,  ! { lS l . t r . rrr  F.\( :Sl \1l l  E (o.1) 6?(r . lQ2l
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. drssatis{action with Telecom's responses to their complaints

. prior payments made by Telecom to each ol the coT cases in
connection with their dispules.

6. Wlren lhere is agreement between Telecom and the COT Cases as to
the nature o{ their prop|sal, Telecom's Executive Councilwill ionsider it and
Tefecom will inforrn tie COT Cases whetlrer Telecom will adopt it'

Comments by the COT Cases on the Setttement Proposal at Attachmenl
'A'

7. The COT Cases have indicated to AUSTEL that the Seft,lement Proposal
at Attachment'A'Ooes not accurately rellect their proposal becaUse it does not
include an opportunity for Telecom tb proceed-without relercnae to the
pirpoi*n Cii'jrlt Breiker. That is, the CircLrit Breaker is seen by the COT
baies aS a tast resort mechanism that would operate only if -

8. While there nray be meril in an oppo'lunily for Telecom in the first
instance lo negotiate directly with the COT Cases and to have the Circuit
greiXer as a tltt back positibn, the history of tlre-matter suggest.to me lhat
direct negotiations between Telecom and tne COT Cases would not provide a
resolutioi of the nratters more quickly than an irlnrediate move to a Circuit .
Breaker and I understand that the Cbf Cases do not press for that part of their
proposalto be recorded in th€ Settlement Proposal .

Clauses 1-4

a direct ofldr by Telecont were unacceptable

Telecom chose not lo make an ofler.

Both Tetecom and the lour remaining active COT Cases are
seeking a finat settlement of the outstanding matters between
them if that is Possib/e

A finat$efl/ement is one that witlbe absolutely binding and, once
entered into, has no chance of becoming unstuck-

The setttement process envisaged requires a "Circuit.Breaker"
that is a person' accepted by ai parties as an honest bro\er who
wiltinveitigate the ctains of the COT members and propose
terms for commercial settlement.

The "Circuit Breaker" willbe a person of Clear independenCe and
integity who wilt have had experience in cOmmercialassessinent,
medi ation and arbitratio n."

"1  .

2.

3,

4.

9. I understand that the COf Cases agree with Clauses 1-4 ol the
Sen/ement ProPosal

lto



Clause 5

"5,

10. My understanding is that Mr O'sullivan is the COT Cases'first
preteren6e but that it it were necessary for lhe Sefilement Proposelto proceed,
the coT cases would be prepared to accept anollrer person.

11. One suggestion that they have ntade in that regard is Mr Gordon
Hughes. I und'drstand that Mr Hughes is an immediate past P.resident cHughes. I understand that Mr
Viciorian Law Society and is the Managing Parlner ol Hunt & Hunl, Solicitors,olVictorian Law society and ls the Managrng Hanner oI HUm
Melbourne. I further understand that Mr Hughes' personalMelbourne. I further'understand that Mr l-iughes' personal expertise is one of
information and communications technology law and the resolution of disputeso

)

in those areas. I also understand that il he were to be chosen he would
undeftake the task personally.

12. Another suggeslion is a Person
Queensland Law SocietY.

13. Alternatively, I understand that a person nominated by AUSTEL skilled in
alternative dispuld resolution with a marrdate to call upon others of his or her
choice with professional skills (lor example, accounling skills) relevant to the
task would be acceptable to the CO)'Cases.

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

Clause 6 (a)

The proposed procedure for settlernent is'

Eaoh COT menber will provide the
their claim and whatever supporlirtg

15. The COf Cases agree with Clause 6 (a)

Clause 6 (b)

"(b) The "Cirbuit Ereaker" will check the circumsfances of the
buslness and industry o( each COT mentber."

16. I understand that the COf Cases intend lhat the Circuit Breaker should
compare the performanC€ of each of the CQT Cases'businesses wilh the
performances ol other like businesses over a relevant period so that the Circuit
breaker may draw conclusions on how the COf Cases might have pedormed
but {or the matters in dispute between them and Telecom.

o.

(a)

The perSon nominated as "Circurt Breaker" is Mr Earie O'SUllivan
ol Fieeman, Plumber & Puttinger, Loss Assessors of Brisbane,"

es is an imnrediate past President of the

nominated by the President of the

"Circuit Breaker" with details of
material they have available."

lt0
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17. I suggest that Clause 6 (b) be amended to ref lecl that understanding as
followings

"The "Circuit Breakef' willcheck the circurnstances of tthe business and
industry of each COT member and compare the performance af COT
members'businesses with the pertormances of other like businesses
over a relevant period so that the "Circuit Breaker" may draw
conclusions on how the COT mentbers'Ousinesses might have
performed but for the matters in dispute between them end Telecom."

Clause 6 (c)

"(c) The "Circuit Breaker" will verify the claim of each COT member,
and will make adjustments to claimed amounfs as seem justified
by the investigation. Call losses need not be proved to be
causally linked with amourtts claimed."

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

19. I further understand that the COf Cases are not seeking to deny that
there should be sonre causal link belweerr Telecom's quality of service and
their claims but that because not all call losses and other problems experienced
by them have been recorded they should not have to be put to strict proof of
each and every call loss or other problem.

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

"The "Circuit Breaker" will verify the claim of each COT members and
will make adjustments to claimed antounts as seem justified by the
investigation. ln carrying out the investigatiotl, the "Circuit Breakef will,
amongst other things, look at the circuntslances of the COT members
both individually and as a whole and how Telecom responded not only to
individualcases but also the COT tnentbers as a whole. As not all call
/osses or other problems experienced by the COT members have been
recorded, the "Circuit Breake/' will not require strict proof of a eausal link
between each and every catt loss or other problem experienced by the
COT ntembers but may draw fror'n the available intormation and material
reasonable conclusions about the extent of the call losses and problems
and their impact.on the performartce of the COT members' businesses."

Clause 6 (d) ?

"(d) Each COT member will be bound to accept the evaluatiort of the
"Circuit Brgaker" in advance, including an eveluation that is /ess
than th€ total amount of the membels claim, or less than the
payments already made by Telecom to date."

//o
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21. The COI Cases agree to Clause 6 (d) as srated above.

ZZ. 
'fhe Setttement Proposalwould be enhanced it Clause 6 (d) were also to

include words to the effect thal the Circuit Breaker may not assess a sum
orlat.r than the amount claimed by any COT Case and what those sums are in
ie.pe.t of each COT Case. That i3 a riratter ol detailthat can be addressed il
Telbcom agr€es to adopt the proposal.

Clause 6 (e)

,(e)Te|ecomwil |a|sobeboundtoaccepttheevaluationofeachclaim
in advance." 

.
23. The COT Cases agree to Clause 6 (e).

Clause 6 (0 0) and (ii)

"(f) COT members witt be bound in advance by the outcom.e of the
evaluation'of one or more of the following arrangements:

(i) by signing an irrevocabte power ol attorney autltoris!1g the
"Circuit 6reakef' to accept setttemertt on their behalt.

(ii) by agreeing that no payout need be made by Telecom to
dnybof member untit atl have agreed tq the evaluation of
their respective claims."

24. While the COf Casesagree that Clause 6 (l) (i) and (ii) as expressed
above accuralely reflects their proposal as they put it to Te_lecom, they. have
accepted my advice that furthei down the track Ctause 6 (ii).may give individual
COT Cases cause for concern and could lead to delays and real difficulties in
individual COT Cases achieving a satisfactory setllement. Also, the clause
se€ms to me to be unnecessary il telecom is to commit itself to the Circuit
Breake/s determination. Accoidingly, I suggest that Clause 6 (f) (ii) be deleted'

Clause 6 (0 (ii i)

"(iii) by withholding a portion of the payout_for up to two years..to
enst)re publiC acbeptance by each COT member in practice."

ZS. I think that it might be useful to specity in this clause that.the ".,. port[on
of the payout ... " iS to be determined by the_ CiTuit Breaker having regard to
the linbnbial circumstances of individu al COT Cases. I suggest that the clause
be recast as follows - 

.
"by withhotding a propo,rion, to be deterrnined by th.e ^Cjrguit Breaker"
hiving ,egard-to ine'finarcial circumstances of iach COT member, o! -_
the pEyoit for up to twa years to ensure pubtic acceptance by each caT
member in Practice."

llo
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Clause 6 (f) (iv)

"(iv) each COT member will sign in advance letters to the Minister and
to AUSTEL publicly acknowledging the f-airness of the process and
that it is a model lor reconcitiation of commercialdifferences.'

26. The COf Cases agree io Ctause 6 (l) (iv).

Clause 6 (g)

"(g) Telecom would be bound to accept the outcome of the.procgsq by
entering into 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 tollows

"Telecom is to provide to the "Circuit Ereakef'a guarant€e that it will
meet any claim as assess ed by the "Circuit Breaker" to the maximum of
the claim."

Clause 7

Timing:Tlte whole process would be expeditiously handled, and
would take about ten-fifteen working days comprising '

one-two days spent with each COT nrcmber to verif each claim,
examine the basis of claim and documentalion

a few days to repon on each case artd to seek agreement (if
possible) to the evaluation

a few days to reconcile not only betvveen Telecom and each COT
member but across all lour mentbers (see 6 (f) (ii) above)."

28. While the COf Cases agree that Glause 7 accurately reflects the
proposal as they put itto Telecom, they recognise that the timing olthe
implementation of the Seff/ernent Proposal will need to be reviewed having
regard to -

'7.

the history of the nratters

the need for the Circuil 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.

lto
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29. Accordingly,lsuggest thatllte clause as it stands be deleted and
replaced with a clause to the following ellecl -

,,Tinting: Speed is of theessence. Tl'te "Circuit Breaker'i will be
instruited bccordingly and to give priority to prepaing-a mutually
acveptable timetabid lor consideration by the parties'"

Other matters

30. I consider that it would be desirable for the Setf/em ent Proposalto
address the issues of '

. who will bear the costs of the Circuit Breaker - as l.understand it
the COf Cases would ltave Telecom bear the cosls

. an indemnity for the Circuit Breaker - as I understand it the COI
Cases woulb have Telecom indemnily the Circuit Breaker,

31. For ease of reterence I have recast the Setllem ent ProptOSalat
Ataohment 'A' to re{leCt the above amendments ' See Attachment'B: COf
Cases - Settlement Proposal Mark Il.

32. The Seft/e ment eroposal Matu // is acceplable to the COT Cases. As I
understand it, the Setttembnt Proposat Mark llwould also remove most of
Telecom's difficulties with the eariier version as listed on page 3 of Mr.Holmes
leiter of 29 September 1993 to Mr Schorer. I dealseparately belowwith what I
understand to be Telecom's difliculties with otd claims versus new claims.

gg. l should also add that Mr Schorer has addressed point 2 in Mr Holmes'
letter and has obtained lrom the other three COT Cases written
acknowledgments (Attachment'C') that he is authorised to act as their
spokesperson,

Old v new claims

94. I understand from Mr Holmes'letter of 29 September 1993 to Mr Schorer
that Telecom takes the position that

"... all matters in issue up to thedates of individual settlements have
bteen tormally resolved, and that rto outstanding (as opposed to possibly
new) claims willbe made."

35. Mr Holmes' states in thot regard

,,lf there are, indeed, any ne1 claints which, in the view of coT
members, have arisen since settlentent, details should be prOvided to
Telecom or our solicitors, Freehill, Hollingdale & Page."

uo
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36. While in normal circumstances thal mig!lb9 a reasonable position for
iLirror to-adopt, the circumstances of the eOT Cases are.beyo$ the norm '

il Telecom is saiist'ied nat ftom its perspeclive the prior '.' ' indlvi(ua.l . ,
setf/emenfs ... " it utit"ttO with the 

'COT 
Cases were reasonable, it should not

be concerned thaf an inOependent third Plrty (the Circuit Breaker) miglt look at
tne, lne*. rne termi;iirlri Setttemeh Pfoposal lvl-ark l/enable lhe.Circuit
brbaxer to make 

" 
rinOng io tne ef{ect that tlre prior ". .; individual settlements

..."were reasonabl" anO, if so, the COT Caseswould be bound by such a
f inding.

97. Also, aS I understand it, t l te COT Cases claim' in effeOt, that when the

prior ". .. individuat settlements,.."were arrived at'

. flot all relevant facts were taken inlo account

-  - ! - l  - l - - . . - - l ^, they were under duress by virtue of tlreir financialcircumsiances
and forced to accept the selllenrenls'

gg. As a model corporate citizen Telecom would, no doubt, want all relevant
facts to have been tarieh into account. The terms of the settlement Proposal
iia* // provide an opportunity to clear rle a1;lhey would enable the Circuit
rBreakei to test whetirbr, as claimed by the CoT Cases, all relevant lacts were
not taken into accouni and, to the ext6nt they were not, to take them into
a..ount. Alternatively, the Circuit Breake/s investigation may confirm-
iefeco,ii'r pos1ion and tro. that perspeclive should be welcomed by Telecom.

40. Finally, it the attached letter (Attachnrent'D') dated 7-July
Fieehilt, Holiingdale & Page to one of the COf Cases'soligitgrs

1993 from
/

the wav that Fieehill, Hollinqdale & Paqe ha T
more I concel were

say conlext  o r their se

o
v v r  r r r r  r g r .  r H  I  v r Y !----+,-

@e re th e n Teleco nt's. g e neral co nditions ol-tragilq
i l i iteiOingty omit critical qualil ications in the clauses they were relying on to
deny liability.deny liab

41. This is not the first occasion that I have had to take Telecom to task for
misleading statements ot its liability_ in the context ol the COT Caqes gPLeIallY -

;;;t[fters ot 3b August and 9 beptember 1993 re Dawson's Pest & Weed
Contrdl and my letter oigO Septenrber 1993 re The Gourmet Revolution. While
I im addressirig those occasiorrs separately lront my consideration of the
Settte,ment Proposii,iombined with Freehitt, Holtrngdale & Page's letter they
Ooi6iriorce mtview that there would be merit in Telecom adopting the
setttement Propi661 Mark ll'

\ '
t ll0
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42. I am lurther reinforced in my view that Telecom should not resile from
the Circuit Breaker looking anew at the claims by the tour 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,
Telecom olficers may have made statements which were
inaccurate or rttde, such as:

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

"Telecom has no liabitity ...."

Such stalements are typical of lhose claimed by the COT Cases
to justily their allegations ol misleading and deceptive conduct by
Telecom.

the statemeht in Mr Holmes' leiler ol 13 September 1993 to the
Minister for Communical ions that Telecom's -

".,. resporlses fo lhese customers have at times not been
everything, which, in hindsight, we would have wished them to
be."

43. Again, I stress the urgency of the matters and look forward to your early
advice that the Settlement Proposal Mark // has received favourable
consideration by Telecom's Execulive Council.

44. I am available al your col'rvenience or at the convenience of Telecom's
Executive Council to elaborate on any of the above points.

Yours sincerely

Robin C Da!eY,-'----F
chairman 

<.- _ )

lto



Htl Trevor

From:
t o :
Cc:
Subfect:
Date:
Prlorily:

Hill, Trevor
Henville, Jenny
Pinel, Don; Hambleton, Dennis V
Auslel Submission - Comments.
Fqr=d.y, 14 October 1993 10:58AM
High

Graham powles,

I regret that other Austel bush -fires this week have not allowed me to devote the time to review yoursubmission to the enent that I would have preferred nor that your eftorts deserved.
Initialcomments are:

1. Exec Summary.

Background

\ 
| [i*?:: [ !jiS*:]d's 

attention as much as possibte on rhe cunenr rarherthan rhe past tevet of service

,/
lii? 9;;J not meet custome/s expectarions"
betweenthepartiesanciwereottene'nancedbynusteitpre;;#."il,'-:xT#:[.ffiffirokef.

At the end of the 3 dot points insert:
" lt is these claims that are the basis for and focus of Austel's Investigation into the cunent levelof servicequality experienced by these *"torn"o.; 

Y' ' rsete' c rl

P ara 1 4 -'pressures" rather than "limilalions"

Para 16 - because...".of their perceived lack of independence.,,?

Para2} - "influence" rather than"supporl or not"

Para25 - After "suggestion is proposed" insert " Telecom seeks Austel's comments on this suggestion. Actuallmplementation of the suggestion'would need to take intJ i.*rnt comments received and any otherorganisationat iniriarives ino imperarvJ"in"t ,.y irpi"r ;;fil srggestion.
Para26 - Please note.that, as slated at previous meetings, I have llong reservations re our response to this
:t-lY.?:]tt: j: 

".gig 
oittererrce-uetween-maring tnJilrdiii"nir misleaoins and deceptive behaviour andprovfng an actualbreach of s52 of the TPA. rfiis respoi."i"riou."r any hurdles by provrding an admissionon behalf of the company' lf senior rn.n"g"rrnt or iac truiy'6etieve that this ilegal behaviour has occu'edthen it is incumbent upoi moiJ t"t"'itJi"grn to take imm6oiate action against the statf involved.

H:Jr",,ifi;iil$.:i:tffiJ:ffi[i:,:: this issue shourd renect the advice rrom Denise McBurnie,

I will continus to work thru'the doc. and feed my comments to you asap.
Trevor Hill

Page 1 R0333 I ut



a a l

H o t L t Uc o n L e
ScPrgg

Idbcuar O!!or

Tol
Cogy bl

Atl

D0 PlD.l
Jb llohrr
Ort Nrrbold
'irhooo 

Air*rdL Dlrot llor:
trltah:

tro tu:
Dltrl

' D.dr tlc8uld.

(oo) 18! r$t
(61 28t rz8{

(oot 3s 118?
l0 Octohr'19gt

Io trr; 0C{ 814{

Mtttrr No:
Apgrwrl:

1O0o5Zt Plln Nor nlPhmr; 881 0tl8
hnro[

b lbth lrrt[lr ffcildblrffilfrytd , &0drl-q{tbt|pot:-*,|o ffiffi: Ti'ffi.16 -4ry'1 4qL g-q:#*
ffi;;]Lffitr'b;i[t;derd" rr t-E- sirrud tllr crudcrtra
:n-'il. en"-_l*le.tr:tihrrr (.iU & srodr4jr) o:tl1'fri, nta"=@dU rc+s srpr dr4P) o3

(o,arr$lh,r,a t6rtf,:*ry
ld€,@ VIB mer,.rftr'

Cutrgt rtrtur:

Dwrburyr t Ff,P cootlnqlnj ptroof!. ol lnlrtrtlu tlt| clrlo '

nd 
-#ft 

to-irtrffi rlll L 
'eivii.r"o rna sU nit br nrdr rvdlrbh to

Th

ldrco pnprdal j1pg8t tor FHP rarlyrbl -drtr.rvetbblr on *l
Il,rtsm (tr. Cbii,-t od;rd, C-Afg inf hb rc!6) ' thlr rrport rdll bf
prlvllcttd ud rlll not bo-nrdL tvrllrbto to IE,r

alrlll hrr rqurrtrd Dwrburar to rrtrun dl docunotrtbn rhloh hr
6prrd.d tr-Dti.:4il,V..-Thfi'Lq,t rt tr brlns ooopllod uttb'

,
Ifhr6nt r ?rr to clrcryl -Prlar tblr. mrdlrl (oopy odo0d)'

rX||15 hj1 
- 
b.d-itivra.O 

- 
iritil 

- 
lntort tto" todrl. 

- 
(lcr o4v cl

oowrln3 htlr rnotorrd!. .

II}r lold prtn Croltr et Durrburvr thrt hr wlll bl toHnf- th' TY,
pprl rto, to 

-fiUom 
tonorrorr.'--4fi 

-mtprrt 
oouduot lt tl

iot olilr rhlthrr hr lntrndr to orry out tblr thrret'

col3E6?/co

A08rnu 
I l2



10 Ootob.r $et

Plsrt oontrot Ilanlp MoBuratr tt yorr haw iny furtbrr gurrl0 rbout tlrlr
mltta!.

Yanr dnurly

,

{/e'. r 73--',

Ao6?e, 
ll2

-

colr38?/co



From:
To:
Cc:
Sublect:
Ddc:

MiJrael,

Hofnec, Jim
Pilcedng, Mi$ad
Hi[, Gayde; Pinel, Don
FW: Reoodipof Orsbcrgr Cdb
Morday, 25 October, t993 g5gAll|

Giveo lan's absence cotrld you send a darifyfrg messaop bad(to Don, e b nE. Inrohre Gayle as nsassaty.

Jlm

From: Pinel, Don
To: Row,lan
Cc: Holnres, Jim
Subled: Recording of Guslomers Calts
Dde: Wednesday, 20 Octder, 1993 9:16Atri

lan,

I undenrand lhat the Te.qPP has armrfy under the act b rnonitor (lirbn to and/or rand) cusbn€r t€5ptst
convetsatftis as parl of the lault rnanagpment pr@ss. lt is nry fudisr urrdcdarrdng t a Ue sf€t|t d t|o
cotlvotEation so rnnibrecl cannot be used Un thd the obsarvaion ol call progress uJng th[r rnofpd blegittne|e.

Wq.lld you please conlirm the abow and epand as neoessary on the legal posi[on.

Dqt

A06541

Page I
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From:
To:
Cc:
Subiect:
Date:
Priority:

Pi*sring, Mi:hael
Pinel, Don
Hilt, Gayle: Holmes, Jim
Recoding of Cu$omets Calls
Friday, 29 Octobef, '1993 9:48AM
High

Don,

I refer to the abve and to your message lo Jim Holmes.

I can confirm your understanding that Telecom may ligen and record lelecommirucations forcanieroperatbnal
purposes wniin inctuOes instatlition,the operation ind maintenance ol the n*rrork and for the tncing of, lor
example, malbious calls. Otherwise it is iilegal to tisilen to or recod a:elephone conveGation wilhod the
knowledge of the parties to lhat conversation.

If the content of the conversation was to be recorded and used at least two issues wouH arise. To salisify the
requirements of the Telecommunications(lnterceptbn) Act, parties to the conversatbn would have to be inbrmed
thjt fistenirg or recording was taking ptace. The usual rnlhod of inbrming patties lo a corwersalion,lhal the
conversation is being listlned to or iecodeO. is by the inchrsbn of pip-tone or by a verbal message al the
commerrcement of the conversation.

privacy prirrciples and policy wouH need to be consirJered, particulary the requirementfor individuals to be awaro
ol the purpose for which in{ormation is being colbcted.

Michael PkC<ering

A05592

Page 1
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ATTACHMENT

s2J5e6 (8)

10 Mvembsr 199

Mr lan Ca
Managirq
Telecom

Fal( 034 3875

Dear Mr Campbell

COT CASES SETTLE}IENT PNOPOSAT

As dlsctssed with you this rno.rnhg, l!onf,!m tl"!l3In prepared to rccommend
iolne t,iii COf CAiesnamed In the FastTmd<SettlementPnposalthdthey
arcePt the proposal. :
I also confirm that insofar Bs rt ls able. AU$IEL wlll enEuF thar trre sgttlGments
rJitreO as a result ol thi6 process will be binding on afl thg ptdgs. '

Havtng regsrd ro rhe malters put in your letler of I No/6mber 1993 conceming'

. rhe lime it willtake Telecom io estabtish adrninistrative
arranoerTlents and gs$ign statf lo handlg clalms l19m othgt
custOhsrs under its ne* dispute resglutlon PfOcsBs.beirp
developed in consuttallon wilh AUSTEL , . :

. the irdusion ot addt'tonal cuslometrs'in the Fael ftarJ< 9tr/.dlerneri.
propoat defeating the inlenlion to aciieve a speedy outoqne and
obtiin experience to assist in establishing r now ptoCoSS'

AUSTEL agrees rnar the Fasf Trac* Settlemenf Pnpsalvlll be confined h the
tour COI iases named ln the ptoposat. That agreefllent ls 0n the basls that
oltuipersons that are known tA AUSTEL and Telecom to het g clairns ln lhe
rioetiewff be irsl abs off the rank under the Pndris€d Atbltretlon Pnefure
b6& ir is seltled, provldedlhat, if appropriale, Ide@m ls prepar€d h rdvs the
upper limit under lne Proposed Arbitathn Protr/dtre.'

i - Commercial Business

AUSTEL's Advleor Networl$, b taisc
COT Cases named

in it J 
'Fisl 

inck SeUtemeht Proposaladetinr# sbtu't for theirtelephone
seMce for the purpose ol obtaining egr€emenl. on the.openatigryt pedormance
of their teteptrohe iervice when a linancial settlernent isestablshed

Yours sincetety

4096?6
. . :

Chalrmat (u. *,,r.rurr*r;

A r rs'rn AL l,\\ f hLl:t :( t V\l l. t l( :rIl('hI A LTHOitTY

t{X l'At.. y.Q. BoN ?{r:1. 5T KILD|
.ttLEPiloNE: rt'lr tlrt ?ltlrl

1=

5 Qt:L,u\s Ro.tl2. Illl.BQUf, Nq/IGruuA

BoN, ?{r:r. sr r I clrtt*u-uruftnNe vtclgRtA 3qr
pttoNE: rrtlt tltt ?ltltl F^(SllltlUho3)n0!o2l IK
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From:
To:
Cc:
Subfect:
Date:

Vornviller. Chris
Carnpbell, lan; Parker, Harvey; Holmes, Jim
Stianton, John; Blount, Frank Rizzo, Paul
Warwil:k Smith - COT Gases
Wednesday, 1 0 Norember, 1993 6:58PM

CONFIDENTIAL

Gentlemen:

Wamid< Smith contacted me in confilence to bdef me on discussions he has had in the last hro days wilh a
senior menberof ths parliamentary Ndional Pany h relatbn to Senator Bosrvell's call lor a Senate lrquiry inilo
COT Cases.

Advice from Warwir:k is:

> Bosrvell has not yet taken the trouble to raise the COT Cases issue in the Party Room.

> Any proposalto call lor a Senate Inquiry wouH require, firstly, endorsement in the Party Room and, secondly,
apprwal by the Shadow Cabinet.

> Thb would appear highly unlkely at this stage, given Boswell's apparent lack of interest of raising il wtthin the
Party Room.

> The lnilermediary will nis6 the mater with Boswell, and srggest that Boswell dlscuss the issue with Warwil<
Smith. WarwitJ< sees rp medt in a Senate lrquiry.

He has undertaken to keep me informed, and confirmed hb view that Senator Alslon will not be pressing a I
Senate Inqriry, at lea$ untilafterthe AUSTEL report b tabled.

Could you please protect this inbnnation as confirJential.

Ghris Vonwiller

Page 1
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I I Novcnbcr 1993

MrDoo Piacl
Tobcom Aurballr
L€vct l0
242 Bxhibition Surot
MEIJOURNB VTC 3OOO

Dgry Don

f'€8. s3 e981567

Eytrchlh

Ihrfi Anrtrt gubtriol
LjrI pnofodm.l llhlll1rd

Con@UCmncr

Yo "S 
to-9! ryoottirarta draft of th! Aurtsl rronirrioa wticb wu povidcd to w qr t0Noveubcr l99l for onr 0nrl csmmcua.

To facllina incorpurtion of ourruggertcd rncodnmtr ifto rh! find dnft wc heve d.dyPovidcd 30 Grshltrc Powclr e cofr of rr,c at n ruUnirrii upon whicb sc hew nrdc rfcw bg[d nrittsl rncndnrcats. oivin u. utgro.y of thir nrttrr, thcro rmcadncnu brvebccn hudwrittcn and highlithtcd fq easc uul spod of incorporarion lnto the Enrldocurnent.

wc havc dro beo rcgfrtod t9 qwq- a "sigr sfp on thc subrniuioa from r lqrlpcnpcctivc. In tbir EglJd. wo rnekithe followinicororrrt ,
l' wc undpnuad thlt.in trapuinl Oe Suboirriou, Tct*om frrr dccid!.t to urr rbcspplorch of conaediag ccrtdn c$cigacicr in-il erooca$r srd ptoceduwo forbudllnr vhrt ir IEfcIIld to in tho Subniuion rr-'dfif,.olt" frulr rnd for ithrndling of ccfisin cultomcrdirputs riturdom.

wc undcnmd rbat thia rpmrcb hg bccn trlm by Tclccon on tho bgir thct it i!anticipEtEd oat Aurclt-i.pon on iu tr.rlis;ffi wi[ conrdn criticirnr ofTelocom'l procs$cttand ploirduu in tcro lleri mc- Tcleaom wirhat r -ttipraAuctcl'r criticiur widr nijgcrtiont $ to how rcbcmt rpmrch b ruch r'.l Erybeinproved.
In ligbt of thir .?pqf!, we cnp,brsiro thrh whlla wc hrvc cndcrvound to trliainircury *drajcsouj" rdmiisiqm oi rirbiliry ;He ,.y 1.". .pd;-il rlo a,'n

B e n r t s t t n 3  i  s o ! r c r T o r t
tol cotLrxg !T[tT

- .ttltoutNt t000 ̂ rrtTlrttl
,..rrr.r'uJfoi"Jir",",l,"*?iSrti$ltlfi rru6,Tttlx ^^Jt00. Dx 2ro milrciirixC- 

'--

rroirY xr!rourrr 
. l l l lL"rrrt 'Lt l l lo..#11?11.r. Lorlor

F
rREEl f rLL

&Pncs
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FHruEulng3il5rut.6

riuv {r ", .1..-.t F-REEHILLS ,ot. 
_Tffffi**,_w

Tclaorn Aurmllr
It Novtnbcr 1993

:Affii1t;*y;3r1$-:ll3:l g,,..*lgoryro ruppty mwicer, ruch ufm$:f ,:3.:i_* "; il'.io".liilidj.l;ffiii,il,? ffiXT5*tr:y.Jl _9:. F p@ E;ffilffiIJ trfficrpmtcd o Tclccool that lrch rrvt'ccc rn,q,t"i

o 3fln:t:I"r$,:-11!1_T*1b "f 
rrmoty ro be Ed. our, rbo tort or4drcH::;13i3stg'r$ *..' E;; ffifff;,ffi ilffi

ffi fi *:m Tg:f-1-t'n'-p*'iuliiv th.t ffiHT.Tf,**:l','b'iui* fi s,,#t t'tt ffievidcncc qdnn tdem'r ircriri

*Flt::r t".cro*r rp.gonch Fgpro-d. by Tclocon i! prcp.dn3 rhc ubmirrouooer oxporc TcrocoS ,g +.postbitity tbrt rdniuroa. &-oono.rions whlcb do

i:HHY ffi l,,H tr$ffi ffi fi ffi * ffi}'.#mf&dtt" u urcritoc gltrio *t."dr dFtt d trdA;; cmurcrf ,!dcr thcTndc Pncdcer Act 1974 O"lol .mfi,"U. titr! hn6.

2' Telccom bt, Itd{ to prarcot &l suboinioa ro Au$!t ' r ,m.coof,dcothldoqrneql Rrftbcr, rao"in iouoo o prvidc r prlrlondon o A'rar of thcsubobsion 
l{rq by dn&r p'.'cardil b bc din r &. mb hu.n, rnd tbcTchcoa qrtoncrr io"or"sU io *.^fq f"*,t&. eoorc4ntly, to &s erporthst 6c rubulnlon.*t tnr ti.ooti..i-r ofE rrL rrnlrdoor rdnrt latcmlr,Tobcon urry,.by vlrnp oit &cos of tc si,frilrr"r. arporo ir.lf b the rlrl ofary acdoar Iwbthcs rcgrr or ryriucrrl turEfrt ,,&m b ',spcct of ruchadnbdonr' wc hrvc .aicr"ouio ro nvlow tc liuutrlioa &.u tb penpoctivcrblr rhc subutrcioa *r,ra, ,oi",oJ, ot tlo ;o;;;-ilrb-il#p[*,Ed toAurtcl, fiad itr wry to cithcr ti6r*oa* or.nr'r orbcr pubric fonu!.

Plcrsc do not bcritrtc to cooltct D,,ti* 
Y.gqL tlyou trvc rny qucrt* regarding thcrmcodmcaB whici wc hrvc ttt d.-dG ht,J dns sirio,iiioo or tf you wiNh Go furhcrdircus ury olcnrcnh of thc SuUmieriqr.-'

o

PrSc Z

A10477

Yourr riaconlv
FREEHI,L HOLLN.OOELE & PAOEpen

l/%,**

Deoirc lr{cEurnis
Sollcitor

c,e. Mr h! Cropbcll,
MrJinHolncr

lt7
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OurRef:BEB:RAB (Frnnrlnellrrrnr)

12 November 1993

Mr I Row
Corporate Solicitor
Telstra Corporation Limited
4lst Floor, Z4?Exhrbition Strcet
MELBOI,JRNE VIC 3OOO

Dear Ian

Confidential

Telstra Corporation Limited
Secondment - Simon Chalmers

The lrm is detighted 
1o be 1!le to again panicipare in the seconrr,nent of one of our staff

ltembers; this time, Simon chalmen, to Tilstra-Cornmercial and Consumer Business Unitwe suggest that the following te'*s would apply to simont secondment.
t' Whilst remaining an employee of Frechill Hollingdale & page, Simon willcommence a six month secondmcnt with your comproy oo Monda!, 15 November1993 returning to our offrcc on 16 uay tbe+. rhis sii month p"t* is renewablefor a further six months, subject to thelgreement oi uotrr Telsha and our firur. Thesecondment period is able to be varied ii the need arises, however, no change willoccur 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 arrcars in a monthly basisfor $5247'00 (being based on thc payment of Simon's satary and the firm,s costs ofWorkCare, S uperurnuation etc).
3' 

1t *t employee of our firm, Simon is entitled to four weeks annual leave and eightdays sick leave in each twelve.month period. Any leave actually i.t"n duringsecondment with Telstra will need to be rccorded in our payroll records and thereforewe will require simon to inform our payroll depanment or any actual entitlements.taken during the secondment period. any teaui which Simon would like ro takeduring the secondment period should be by agreement between simon unJt"rt u.
4' Wc request that a Performance Assessment be completed for simon prior to the endof his secondmcnt with your company on the same basis that you *rrrred theperformance of Denise McBurnie while seconded to Terstra.

B  r n a r s T E R s  &  S  o l r c t r o R s
IOI  COLLINS STREET

UELEOURNE 'OOO AUSTRALTA
cPo Box t28A f tELaouRNE 'oolTELEpH_oNE (oJ, .!88 rzl{ r.rcsrr,rrr-tiolj r88 1167rELEx .{^.fJ00{ Dx rro Melsdudue

i r E t t o u t . \ !  t t t ? l t  
. _ r : A J t E r l a  u t t t ! A N E  L r ) N O O ! tt t r r t s t s t a O  r x  ! A r C t o t  A N O  , ^ r A r i ^

.,..^:: 
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s<Pr t ; r .

Mr I Row, Corporate Solicitor
12 November 1993

Page2

5. During secondment, Simon will be subject to the supervision and control of Telsha
and not of this firm. Accordingly, Simon will not have the benefit of the FHP
professional indemnity cover. In thesc circumstances Telstra agt€cs to accept all
liability in rcspect of any advice given by, actions or omissions of Simon Chalmers,
whilst acting in or arising out of his role on secondncnt with Tclstra
(notrrithstanding that Simon will remain an employee of our firm for the full term of
the secondment). Telstra agrces that it will not make any claim against the firrr in
respect of the advice, actions or omissions rnade by Simon during the term of his
secondment to Telstra. Telstra further agrees that it will indernnify the fum against
any claim which rnay 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 letrcr and rcturn that signed
copy to us as confrmation of thc secondment agrcement.

Yours faithfully
FREEHILL HOLLINGDALE & PAGE

tuk
Russell A. BerEI
Partner

Copy to: Maurice Broom
Paul Montgomery

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

Ian Row
Corporate Solicitor

Name.. Date..
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From:
l o :

Cc:
Subject:
Saie:-

Nartold, Greg
Beattie, Ken;Humrbh, Alan: Pinel, Don;Blake, Ed;Campbell, lan;Law, Ann; Pittard,
Rosanne; Mcbumie, Denise; Bpniamin, Ted; Holmes, Jim; Hambleton, Dennis V; Hill,
Treror; Marshall, Ross: Long, Bemadette
Voflwiller, Chris; Anderson, Keilh
Toda/s me€ting
Wednesday, 17 November, 1993 8:33AM

Peler Sekuless and I have prepared a draft news release, a onetage media aide for lan Campbellplus the
pr+emptive media strategy itseff.

Am now raising with Sekuless the meritgdemerils of holding back the BCI info for a "cleansing" program
immediatety atterthe mess of Coopers. My thinking is that il would draw the focus away from the Coopers stuff
and on to our network that works.

Greg. =

Page 1
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'As r rR A c K fto#ff.#* PRoPo sa,,

( l) Tbis "Fast Track" Scdemcnt ProposaL

(a) applics in rcspcct of thc following fovr COT Cases;

G. Schorcr: GoldenMersenger
A.Garms: TivoliRestaurant
M. Gillan: fapancso Sparo Parts
A. Smith: CapcBridgcwucrHolidny Camp

O) pruvidcs thc basis for a prccess Gfn At bsing dcvcloped h
consultauon wirlr AUSTBL that may bc applied as a dieputo resolution
proccs$ additional to ttrc Telecomrnunications lndustry Ombudsrnan scheme.

.Oclccom uclgrowlcdgEs that the COT Casa.s'proposal hqs sssistod Tclccom
rc ctarify ils vlcwp ubout drsputo rcsolution proccsscs cqitablo for srnall
business in ttro futurt.) 

,
'f'efecom andthc four COT Casee sgree:

(a) to a rcview of:

(l) the rdcquacy of the amounts paid by Telecom m the four COI
Catcs undcr carlier settletnents

G) claims since the eulier sefilcfircnts to e daB of thc assesror'S
furdings. 

r
tlrat the rtview be conductcd by an atscssot nominatcd by the
Telecommunkations Industry Ombudsntan afar consultrtion with Tclccom
and tJre CCn Caso involvcd to drg asscssnpnt

l , '

Thc TIO'I nomination shall bc I persotr who is itrputiol and indepandent,
with appropriarc cxpericncc and htgb stading

'that 
the revicw will focus on f*".Urfa o ia',re been inerrrd by tlre

COT Cases duc ur faults or probloms h his c lter blephonc scrvioe srd will
ffieview tlre following mslters that sre thc subjcct 0f r sepat?tc isqFiry htvtr"!-___
I t  t \  |  F t  '

(r)
G)
(uD
(iv1

Q)

o)

_)

(c)

(i) thc manner in
complaincs; or

wNc.h Tclccorn hatdled each of thc COT Cae{
. . :

Gr) thc manncr in which the cadicr rcSlarpnts vrcre bandlod or the
lpo$orrs thc COT Casesontcr€d,hto &osc cailicrssfibrncnts.

cxccp incofar as thcy are relevant to drc losscs that rrc eilegd to have bcn
incr:rred by the COT Cases due to feults or problcrns in his or ber blephonc
sewicc. (Tclccom wil rnakc availeblp to tltc asqessor copics of both thc
Coopers & Lybrsnd end Betl Canada Intanational lqrctts and ia reqponseg
to thosc rcporu.)

VEELAZA E WV Zv.L\ e6.
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(d) That in rcspect of lvtr Schorer the rnf,ttsrs covcred by thc earlier setthnrent
beween his company and Telecom nrc specifically occluded, beceuse that
sctdemerrt was via a payment in court and was confined in rclation to the
mrtters it covercd. none of which need or should be re-o1nned.

It is assumed for the purpo$es of this proposal that Mr Schorgr and Tolecom
have made a prrvious settlement regatding Mr Schoreds claims in respect of
allcgcd fsult$ or problems witlr his elephonc gervice, and Tetecom paid
nothing in ruspcct of those claims.

rhar tho rcvicw will bo primarily based on docunrcnw and writrcn
submissions. Each parry will havc acooss to thc othcr particst zubmissions
and hovc thc opportunity to rospond.

'Ite assee sor may, however, call for oral pnsentatioos by dlbcr prrty. Such
prescntadons will rrot irtclude ctross-examinadon, ud would not be open to
the public or thid parties. Rcprcscnhtion of the panies u'ill bc ar thc
asscssor's discption.

thst Lr conducting the review the assessor win nral€ a finding on tea$onable
gronnds as to thc causal link bcnpcen each of thl CAI Case's claifits and
alleged faults or pnoblems in his or her abphono servicc an{ as
appropriate, may makc, rcasonable infercnccs based qron such rnaffiiat as is.
prcscnrccl by each of rlrc COT Cases and by Telecorn, ic. unless the
.4$scs$ot' is ablc to concludc dut Tclccom causcd thp lqss cldmc4 thcrc will
cxist no basis for a claim against Tcbcon.

that in rcspcct of sonr pcdod or pcriods of the time covered W $E COT
Cases' claims Tehcom Imy not be suictly liabb or heve stry hgel
obligation, ro pay any arnount to lhem ard fos that ttason in making thc
findings thc rsscssor will in respcctof each of ftc COT Casw:

(i) debermine for thc timc coverpd by his or hcr clafur\ thc porio'd or
pffids for which Tclscom is not srictly Uable or hes no obliguion
to pay arrd thc perid or pcriods fot which Tclccom is liablc and has
an obligation io pay

(ii) chrcrminc in rcspect of cach such Pcdod tbc amount of loss, if any,
incunrd by thc COT Case

(ru) recornrnend whethcr, notrrithstalding tbet ln resp€ct of a peniod or
pcricxls that Te.leclm is not rulctly liabla or hnc no obligation to pay,
Telecom ebould. having regard t0 all tbe circumstsnccs rclcvant to
the CO'f Case's clair& pay an amount in rcspe.t of such a pedod or
pcnods and, if so, what

In thc four C'OT Cascs covcrsd by this Pmposal, Tclccorn, acting in good
faith, commits in advance to irnplcmenting any rEcoffitlcridation tnadstry the
assessor pursuant to clause (2xg)oii),

q Ff**PrPat*'f 
'

(e)

(0

G)

t2t
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_-(fr): 
rlrut lrfirrc thC sssc,ssof co-rnnrcnces._the-Erview;to inform AUSTBL ftl
witing that thc asscssot's finding wilt be furl aod bindiqg upon each of thc
COT Cwes, fiid that no ctaims will be purrucd. or considsrd for those
seryiccs for tlre pcriod revicwedfcanyreasonin anyfonrm.

(i) 0rntif thcasse.ssordeormines inrespect of aCOT Case anamountbs than
that paid under an carlicr scttlcmcnt Tefecom will uot recovc,r the

.. differcnca

() that speed is of the essurcc, and that the assessor wrll be inrtuctpd
rccordingly and to givc priority to prcpuing e muhllly acccptabh timetablc
for considcration by dtc partics. .

(k) ' hat Tclecom will pay ttrc &sscssot's rca.sonablo costs.

0) that the amounts paid by Tclccom undcr this agecmcnt wilt be maintrined
confidcntial by the partirx.

'l'cfrxom does not acccpt thc COT Corp-s' grounds for rcviewing the eadicr
ssttlcmcnts. Howevcr, on tbc basis of a darial of liabilitv and without any regnr
obligadon to do so and purely at s rnetEr of good faith ard busincss orpediencn
Telecom is preparc<l ro agrce to rhc rbovc mentionedreview.

This proposal constitules an offcr open to all or any of tlrc COT Cascs rcfc.ncd to in
Clau"r (lXa), which will lapsc at Spm on Tbcday 23 Novomber 1993. This offer
rnay be accuptcrl by signaturc bclow and sending dvicc.of such signature to
AUSTEL or the Telsrra Corporam Secretlry bef,ore rhartirnc,

(3)

(4)

Acceptcd . . . . . . . . . . , . . , . . . , . . . . . . . . . . . . , r , . . . . , , , . . . . . . . . .  Dgtc

Datc ......(f..,... /!.,...f..1.,........

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

t2/
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cor casEs
}.AST TRACK SETTI,EMENT PROPOSAL

(1) This "Ftrt Track' $cdlcmcnt PropoeaI

applics in rcspcct of thc following focr COT Casas:

Q) G. $chorer: Guldcnlvlcsengat
nil A. Garrns: TvoliResnrrant
Gi) M, Giltut faPanocc SPue Puts
(iui A. Smirh: Capc BridgewrnrHoliday Catnp

pnrvidcs rhc basis for a prcces$ (qpy EAEshed) Ueig dgvcloPed. h
consulutiou wi0 AUSTBL drat rnay bc rypliod as a dia?gtc resolntion

pio.cts addiriOnal to rhc TelecommUnhOsons.lndu$y Ombdsmrn tcher1g.
'6crccr.tm 

rctrrowlcdgcs that tha COI Catres' proposal hrs Essistpd Tolccottt
t0 ClArl$' irs vicws ubOut drrputc rcsd.ution Prgcgstct rultablo fw srnall
busincss in Orc fuurr,.)

(2) 'l'cfffon and drc four COf Casee ag$c:

(a) to a review ofl

(i) thc arlcquacy of the arnounts pnid by Tclecom to the four COT

Carcs undcr carlicr scttlgments

tri) claiinS sincc rhc e1;lier EgillemgDts 19 n datg 0f the sssissd; s

findings,

rhar rhc cview bc conducrcd by An asscssor norninatcd t': i'i':

Telgggnununicadons Industry Ombuds1nan sfcr consUltation with Te:: :ltl:

and thc COT Casc involvcd to the assss$rnalrt

TJtc TIO's nomination sha,ll bc a person who is impfiid and indapeadel:'

*ith appropriatc cxpcrim' a$d hi8lt sgtding.

.irar the rcview nill focus on losscs atieg?d tO haw b€n incq'rcC hy the

iOf Cotorrlus to faults or problct'.s h his or her telcphona scrvice srrd uil!

nn: revie$, flte follrn'ing nrat6rs thst A3g tlre Subjcct Of e Sepfrftt' inquin' tt':'

^ USTNI.:

(i rhe. rranner in uhich Tclccom handled 0ach of hc CQT Caias'

comPlatnls: nt

iir) thc rnanncr in which tlre cadier scttlenrertts vrCre bandlcd o: thE
regson s rhc COT CesescntCrpd,intO thOgc carlissetilerncnts.

i\cepr hir-rfar as they ite rclevlnt to thc lOsscc that r.-' elleged tn ha-vcbCcn

'r''::xcd h5' thc Cor ('ascs duc to faultc or pnobtrrru in his o' :"'lsphotre

: ..,irf. lTclecOrn will rnakc. avrilablc to ttre ssstrSor Cop; rOdr t'ne
,'.r,:...::r.s & L1'l..rxnil and Bcll canada Incmadnnr! r*Rorts an:' :Yspons€s

i i 'rh('serePorl'. 
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(d) That in tespc4t of r& schorur the matnrg covffEd by tho carlier scghmenttretwecn hir company and Telecorn arc specificslly c*clu&d, becrusc thatsctdemcnt was 'ia a palmcnt in coutt -a *iilnfined in raradon to rholnarrcrs ir covcred, none of whichneed or should t,,.oprnej. 
--"" '

tt i'q assurned for rlre purpo$es of this proposrl that Mr Schom and Tclccornhrve medc a pnvioui seittetttorrr Tgeang r"rrr irrto*rs daime in respcct dalhged faurlq or probrems wifi his etrpr,on, srruice, and rcrrcoil paidnorhtng ln rtspect of those glaims,

(e) il.rar rhc revicw 
_ ryill bc prlmaily bascd on tlocuncnjg and r+Tirrcnsubmissions' Each pany wil ha"c arccss to rlrc ottrcr putics, submissio'sand hqvc thc oppoftunity to rcspond.

'lha asserso( rna),. howe"er, crlr for oml percnratiour by eirber party. suchprcsorution.s will not includc cross-cxrminqiolu rld wiuld, *fn-i,p.n ,othe public ot third parties. Rcprcscntation J tlr panies will bs Et thcasscssor's di sclrtion.

(0 that in conducting the review thg assessor witt rxrtce a finding on rusonableEroun(c ae ro thc causal lint bcnpccn each of Ai COt Cire-i-6ffir'anaa.tleged fautr or roblerns in his or h"-ebd*;;;;;a asappropriate , rmy make rcasonablc infcrsnccs o*-"p* guch nragial as sprcscnrcd by each of rhc COT_Caset arrd by TAccorn lc. untrcrs $ea$$cusor is ar.rlc to concludc thar Tcbco* *u*d uro loss cruinroc,-ooi, uriucxist no hasis for r slaim rgainst Telccorn.

i' rlrar in rc.prcr 
{:u* Friod or pedods of ths rimc covercd by rhe colClses'clarnrs Telccorn rruy noi.be suictly liabh,0r heve any le,6,inbrigation, ro pay any arnount t(r rhem andfor trriir"u^roo in m.rkinr rh:firrdings rhe usscssor *.il in ruspcct of egch of tlp tor crii,-' 

--'o

(rl detcrmine for rhe time covercd by his or hcr craim, thc perioc o:lnriods for which Tctccom i, pl ioi.Uy liaUL o, fre, no 6U-i*i.rlont0 pay and rhc period or periods for which rcbcom is liable, and hasur obligati.on to psy

(it) derrmirrc. vr respccr of each cuch pedrrd rbe amounr of l,os.s, if any,irrr;unrd b.y the COT Cdse

(iii) rus'rnnrenr, wherher, notu,ithstssding rhet h respect of a pedod orpcriods rh.rt Terp.corn is rror nuict)y uiute o, Li-rro obrig.ation to pay,,Telecom 
thould. having regard t-o rtt r'e circurns'ncer rcrevant tothe C0'[ Cy:,,,'.r clainr, pay gn amounr in rcspect of such a Fiod orpcno<ls end.;.,  ; . .  whatamourtt.

( , i

( , ,

o

In tht: four Cf)T C.rses covgmi, t,. :tis horrrsr,l, Tetecorn, gcting .futh. cornmits in i,li'ance ro in . i6 j : ..0Trngndlti0n. nt1dc .assessor pursunnl to clause (?j(tr. ,1 22
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tlur trrurc rrrc rsscssor co,nmarct rha- rcvlow, to inform AusTEL t,,
#l*:i::,:*i{l'*gf g Fn dilUdff;i; each orthaGQLcases,@*#fr#Tffi
scrvices for fic pcri'd rcviawed.fq*yr.*on in anyforurn

thar if rhc a.r.sarsor dccrrnincs ii respct of a cor fucaa amount rroi.nthar paid under an crdicr- rati"[*t rcrc"om Gu so! rccovcr fiediffcrcnca

thar spced ic of rlc csscncq 
'r'a 

o.r thc. assessqr ilall'bc 'rtructcdsccordingy rnd 'o 
t:: q*v-to prcpuine ir*lJi"*rptart dmctabrcforconsidcrurion by Urcianici. 

- 5- I

rlat Tclccom wilr pay nc rsscsso/srcaronablc ers6.

*l!fiffifff"?l,:lt1-." undcr this agrccmcrrt wiu bc nrainrained
'J'cle*om 

docs not sccept hc cor co,".'.{rols fpr revicwing the eadicrscttlcmcntg lloncrcr, oa rtc o* q-. rlnt-;iq.bdi aod wilhout arrv tregarobli$rion to do so.ard po*li ,t r-rirn, of good f'Jriltd busl'cse cxpedieacy,Telccom h pt+atea ,o *t""io t-"il;mcntiouedruview.

T'is proposar constitues an olfsr op'o ro { *Ty sf rtrc @T &scs nfcncd to inCIl,rc (tXa), which 
",i| 

rrpr, *;;;. 
Tu"ru.i zl x*l*U6 1993. This o6crrnav be acccprcrl by si.qnu'rur' [ffi *a ,rndni!}J Ef suclr signatore roAUSTEL or dr" Tclinna Corponc si"o*l beforc thartirne.

G tA Ur1-. SolJoeA.

(l')

(i)

o

c) (3)

(4)

rs,

Acccprcd

......--.,/:..

t22
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From:
To:
Cc:
Sublect:
Date:

lan,

Pinel. Don
Campbell.lan
Holmes, Jim
Arbilration- Case PreParation
Tuesday,30 November, 1993 5:25PM

t have invited Russel Berry and Denise to meet with me tomonow to discuss Freehills involvement in the

preparation o{ srbmissions to tne artitrator. nr-ey *itt |oin.rc at 11am in my otlice. lf you wish to be part of this

bisiussion please let me know. We may need a bigger office'

Don

\$
& .

,4*, /tw
/

.Attt /:1t t 
;V 

,,,r"/r 
l.

1 0,?03 
4
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/fur*'6*- gCoup MnNnoeR.GUSToMER AFFAIRS

Enrts Prrs€l-

..30 Norenser' 1993

-r.a,.'J '

rolr,lnr

{ele.g.gWl=:
ComcnfCcdni
GffiAtrT

lrd.dBt{s
lLtiln Vb tl0

Td!ftn (GlB?,|zEn
Fffi O3!632Ull

--i"-

D0rg{ g
ffrCqcettlrt
Acll6l7lt5gt

Mrl Campbell
Cu$merPrdec{s
Erccu&eOffrcs-C&C

TIOAT{D COT

Fori E J. BENJAIIIN

8W tI.

Df

AtbdayEcouncil Mecting htTlo reRoroc cn hls rwdveflEfttuui0lfiocoTseuenentProesses
-ttwragreertr,utanyii"na"r.."dts,r6#'iLc;-tif"b-gb6'eCoTaturation 

prccess

*;-a;,,r.re, b, d#ffffi,#"ffi; ;;iir-6,n *t retecoln AusrEL and the rlo'

I hope You agree udtt thb.

D>-



MrArnstrong-YcsThebasisuponwhichity.*putthatthereportwas
rsbri*td *u, .:' "e;hliil*-h "J:g+i:"X'i;'u';i'h 

.;;*" ort.'tiog' rhis soes V

back a coupte or y"ft.-15"ffi-tf,.t tft:itfrnts;ttttb tfe gatta with the TIO' Telsua

went to Bell canad;;;;G.r.rn tia:,t *itu ir As I recall' Bell canada

providcd a lettcr saying that therc was an enor in the report

SenatorscllAcHT4anyouplcaseprovideuswithacopyofthatletterfrom
Bcll Canada?

FridaY, 26 SePtcnrbcr 1997

----

SENATE -IzgisWon

Mr Armstrong-I ao oot h*" it fu v
Senator SCHACHT--Qn you get it for us?

Mr Armstrong-Yes'1 t . . . - - . . _ - - - 9 ' | h i

senatorscHAcsr--I=EE!!.E%$glof :J#offf #|l*'#Htffi :#'
v-

ffiT$,H 3$trfi&ii?,#?lig"."ii" n""orE, tnl cor cascs and so on'
;;'il trt"ii"".u"t oi ttt Tro boaril?

Mr Beqiamin-I am a member of the TIO council' '

senator sGIIACET-were any coT complains or isues discussed at thc cbuncil

while You were Present?

!{q BenjaminJlbere are regular pPorts from ttre TIO on the progress ot'the coT

claims.

SenatorscHAcIIT-DidthecouncilmalscanydecisioruaboutCoTcasesor
etrpress anY.oPinion?

Mr Benjamin-I might be assisted by Mr Pinnock

Mr Pinnock-Ycs'

senator scHAcEr-Did it? Mr B:{T*:,191"i"1fflT"Ji- tff
ial conflict

d"ti-,1* as a.Tclstra employee you werc

MrDenjailin-MyinvolvementinCoTc0ses'Ibclieve,wasknowntotheTlo
council. r

Senator SCIIACET-No' did you declarc yow intercst?

I

TTIE ARTS

t2+ B
t



SENATE -Irghlation Friday, 26 SePtember 1997

i
Mi nenlamin-Therc was no formal declaration, but my involvement was known

to the other membe$ of the coulgil.

senator scIIACIIT-you did not put it on the rccord at the council meeting that

with CoT cases and beat thcm down in their

Mr Beniamin-I did notlq

Senator SCEACTIT-I havc to tbat I think that is

v

future you ought to get the process dght Peoplc sbouro
in the minutes-+nd then withdraw from the discussion'

Mr Pinnock-You aremaking cerUin assumptions, scnator.

Senator SCEACHT4{r Bcnjamin-

lvlr Pinnoclc-Senator, you direcrcd your conment to me' I would like to answer

ir Firsd;;ii**ri""t ;; leld wit]rin tit nO council itany meeting that I went to

sincc I havc bcen ombudsman My recollcction is that I havc becn io cvery meeting of

;ffior t"t tiog to any individual coT-ttrc.ttt* utl_11:,_..,
; il"ffi ;;;;;il ;;iltt ;'* r:! lltl :*ll'i#filr

wjsj@andasIsaYdisctssions that were cver held in council witb tbe'l-IU wnen I was Pr6eul-atrl
I was prescnt on all but one occasion-were discussions as to th9 

"i:q:^fiT: t" 
I

** rp"rrdiog as the administrator of ttre Process as opposg{to my other work a:

ombudsman. !{r nenjamin is correcl I" .y ptt;"rygj3od I do nortoow yhat happened

t ior" I became o,,'"J"ai** n, Evcry member of the

council knows, and knew, Oat c CoT Process' For that

vcry reason thcre was ncver any discussion as to any of the dctails of any of the claims'

Tclstra's attitudes to them, the ilaimant's attitudcs, or any matters that were discussed

with me in my rolc as administrator.

'.Senatoi SCffA'bfff-fr,fr Pinnoch iou said that you gave the stalus 1:Pott 
t: 

l"
council on thc various cascs being dealt witl. Without belabouring ttre pofnt, it secms to

me that Mr Benjamin's involvcment' urd he was dealing on behalf of Tclsua

with those cases+hould havc bccn-
ou

tiifitSffi uil esc are the sorts of things that
lcad o a perccption that there It has somconc on

the council who is 6-*stra and who might

'rid;i"f;*i"i i"i" 
-*tri 

th" pto"tts is. That is why I ttrink it is
.  I  - J - ^ ! - -  - L ^ . r l

morc importanu to have a look at that and obtain rdvice about

what is appropriate in re to I intercst or assoclatlon.

This is somctiting thai you have to get clcared up and absolutcly right'

.lvIr Pinnoclq in the

WCREATION, COMyuNISATI9NS AND THE ARTS

t2+



Scnetor SCHACIITJThaI was onc that was
thc partics?

Dr;Hif$ns-Ycs. :';:ii '1 l

succcssfully ncgodable-a conclusion was rcachcd'bctwcen: j

Scoator SCHACIIT-Thurk.you. .-?ri. r ji. :,. :- . .
wti'{rni*roii[.::i ini d soticiioi wittr tctsra- f"i. j.n".offy involved in claims by customers for Ioi3.:I '

was mad.g Tclitri's rcprcscntative on thc wo*ing p{y.unti_t Dcccmbcr.of last year and I havc had ongoing '
involvinrcnt in thc wdrking party proccss cver since'.' 

' 
. 
-

Sr:urtor SCHACHT-IIow tong Uou" you bcen invoived in CoT cascs?

Iltr Armstrong-$ince laa 1994 in the CoT .tbi$:F.- 
. .

Scnetor Scue-*Clif:So you wcre actually diccdt involved in somc CoT arbitrations?

I l l r  Arustroof-J . .$: . { . : r j  _ : .  : . . : . . .  , , .  . . . ' ' .  . : i i r . ,u i - r } : : i . l l  . -  , '

s&'iit"iCCglcrr-o;othat orerc *".ortul *j:T:,h" *"* no,t,., | , . ..,,' . 
', 

, ,,;r',',ra ;
I r h A r m s t r o B 8 t ' Y " 9 ! , " , , . . . ' , : : t ! ; ; : ; - : . . r . ! f l 1 { i : r ' ; . ' ' . . ' : :

. s * ' i o ' s cHAcETge r i nvo l ved ind9a l i ng . y ' i t hC .oTcases? . . 1 i r ; ; . .' ' '  
' t t t ' ' . ' . '  t ; ' ; " ; t '

@itpoii{6ncidyout,glq,i'l.l99fwheny99,gotin-vplycd-theoncthatyounow'
haWf;- l i  s : f l : . r  i : i i : . : , : : l l l i ' r r  i .  " - '  

i j -o:  ' - '  . :  -  
j , i . i r , , . , i - . r i . i  , r , - , ; . : : r , ,? r  I  - , r . ,  

' t  
: ' . iJ . l t  i . '^ . '*#*kn+re 

i$*"gd'"p r-ugo 
"i'fiJ'difi::tiduirr;, 

enoi.r, isorkcd to thc group gcricralrr
managero?*r to f f icc .gho. iasSqgvcp- t ry lc , , ! ; - -cs?c: - - i .  ;  : - . - : ' :  r : : i : : : :  t , '  

. . : r ,11* ' ,sciatorscnlcni:1#gi*r.' " "
ItIr, B-innrl-1o."....Fffn43l1*rqgr$q. sperc-h.proccss--ef. thc .final 

's:vecPjlrycarch that' we have 'tt*;'

*idii"tifi!?oq-.$"".ifoioltn,r:$fy.pliqii4yot"irisit,wasfor,a pcriod in tarc'1995 to.carly t996. " 
':i i:j": : 1 '.:

S*"to'iSCHi.CrtT-Whu'*osyourinvolvc$qtini99t96?,i ',' ,. ,):-'ri*i. r'::' ' ;. ';tr''.;"i...

;rr gily11"dgg-,k qgrygfqtq;aoqrqpBiatio*olo1cof,casc9::,,rini*'.-", sii :'':'::t:i:* lti"]f::
- - . ' '  i - - t :  . .  - i - ; n - r : i l l

siiitiii iiif:Siiij you ri,cre appointcd in 1994, you have been in chargc of doc

h o n F * t ' . . . . . i i ' i ' - | ! : ' ' i l l } i * ; . - r : . , : , ; 1 . : ' r : 1 ' : i i . ' ' , , - , 1 . ' * ' . 1 ' - " u 3 ; " i ; . ' . . ; ;

s*qiii'rsgiiiigf*q.rr.y9u lir"o. t"q* p,&e.e.upt', I r:- ""' 
' i'

Sdjtt'i€ehiigf-Sift y"u werc appointcd in i99c, you have been in chargc of documcntatidi?' - 
'

fiirrg$l nvolvcd for appmxim oaly llmon,r,, ana t rctunieatiO,$l^rs-ouqi" disi;ji;

gL.5wr vv-5Y..-

t \ t rB inns- - I r11obtCt i t i6 f f tb i ' i ; ' ' : ' t ' ' : f - ' i i " r i i c l t i " ; ' ' '  "  I - - I '  -

scnator,scuA'CttS$S!?go.'-'- .. j, ;:t ",., : . :. - ...;*rirl .
I\Ir Lcryt am the dtriffi di'fi'.'g.,tp ttraris pn€iuing thc servicc historics.Tlq T{q ttistgti+fg,1t

of thc higir tevcl clairuags-tnd dctcrmigrng ba$cally.*h9-lppcncd with r€gafc io.lhq .qcTc9:s.f,,t.r$9
partiorlarllaimants. I hrlc pccn lnvolved sincc Novembct 1994.

ScnatorSCns.C.lftgfarlciyorbc6'involved'dlof thutimc? "': i; '": ' 
;-.;. ,";

Iltr Lcvy-Ycs, i'ttatt. ,i : 
'"t t^'' 

..:- :
Scnstor SCfnCHI-Yotr havc gor rhc longesr instiurtional mcmory. It migtt bc:ui advalu.!9-.iry,',

disadvantagc;Iamnotiilrp.Fort-o89,?f:us.itis,inqaniryr'Iknow.'' '('ri:'r"::': ' '." : ':"Iit: -"

CEAIR-senaror Schicbt,.iuriGfot". yoo go uty fnrthcr, I wanr ro remiud mcobers.that thiir:oinsrince

r,"iiiil, in-,iiii-i iiffiif';ai"s rh;i;hf isirlai*ia" this commiucc shoutdoot.be rcne;agd tiutiidc.
The Senate would so is.scdous any information ttrat wcnt ftom this commiccc o otttsidc. ff '::

Senator SCIIl,CHf:rXow that we havc got on thc record whu posidons pcoplc.arcin, I would likc to
*[io"t *irbcr from Telstra thc following-qucstion, bcginning wirtr Mr Samarcq- Mr Samarcq, have you

EI.rvR qNl\q.n, **rl?X,a.rfiff cArlo NS ArP IHE ARrs

l24.c



Holmes. Jlm

From:
To:
Sublect:
Date:

Don,

Holmes. Jim
Pinel. Don
RE: AUSTEUTIO
Frirjay,03 Decernber, 1993 4:24PM

In our later phone discussion you said you would take this up wilh John MacMahon of AUSTEL' Any outcome?

Jim

From: Pinel. Don
To: Campbell, lan
Cc: Holmes, Jim
subjecr: AUSTEVTIO
Date: Thursday,02 December, 1993 7:34AM

lan,

Now that the TIO has been officially "launched" il would be appropriate for Austelto change illqPProach to
customer complaints and start refening 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 get into a
more structured approach to complaints.

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

It is desirable that the growing stream ol complaint to AUSTEL, followed by request for liles and other records is

stopped.

What do you think?

Don

Don

Page 1
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From:
To:
Gc:
Subject:
Date:

DPinel
JSayer; RPittard; KBeattie
DPinel; PGambte; tCAMpBEL; EBlake
Customer CAN
Sat, Dec 4, lggg 7:23AM

An incident was reported to me rate on Friday by John MacMahon regarding aqTlnon pair found on one of our most difficutt 6ustomeri-rinej. rne detailsof this are nor yet known but if it pror"sio be true it wirl be seriousryembanassing.

would you please co1firm that your Region,s investigation and work with themalor customers has inc-tuded requests-to ine approlriat" 
"rei 

ior a thorough'gpqig! inspecrion" of a[ netwo*'etements inctuoini cAN. iA;r Gambreshould be informed of details.

Don

| 01 2u0
Page 1 t26



{ele.g,gg1
(tp.*|-r 6 orunr
d*'F-rEhls

lofu'$ {gO
lihn 1& EO

b 6Decamber,lse.3 ffi ggtr
Inilial roctJlB ol !'e lolnt Telecofii-At,sbt matketrsssarl1coovey managpd by TELoATS Branctr worp dsqsseo u,ro, Ausbr hst Frdry(3 De€rirb€r' tessi' etsorGt" ttr'?9]i.;il1t * r"ui,rs ;'"fbr'ioi,."ron son€ rnrntr srnsndmen' are b be,nado u,o*eelc A copy of tr|e l?port giv€n b Ausbl b aoralEo fof lrsr hfofrnaton.

Asbl has sab lrey would rcspect- the confidefltality ot u|e doarmsnt and nould dpdc bad( widr us It ul€y hEf|ded b pouldy ,elo6oany htormadm xowensr--uru lr,t"*it"" rli"iirr r, rre, coiililJ'ilporr sfi€oev€r ,ur b ,ere*od. Th€refo. ar sdne.futle stage rve nrry have o oeal wih 
"r,y;,s6 

d;" hom he sury€y r€surb- Thb rnaer b bdng eddrassed.
)\ ffi i#l,iHi#iff ,",ffuffi ^ffi ,f ffi,.h.?ffi33'rnn.?Hgffix,rr,ryersedencad

Dtasrallb
ETETU:TTAIEEEE

D W{pafi*lr
C*oup fvlanag[ng t,t.recbr
Coftnercial a Corrsume,

sld* Telecom-&stel CoTResearcfr Eb

Its E. J. BENJAMTN

10120i

tFlrbrrgn6.
of lh€se 4% (los) of srnall busine::.cusromels vJho p€rceive an adrre?so etfect 

l.rreir hrshess. 84% (g8) ag.€d b lran fo,rar rpof lhelr problerns by Tetecom €rd o,"y witl form trJ u"rt ori secona, or*i"* stag' ot fib stdy b d€temho tre undertyhg€aus€(s) of tre problems frey.betie,/e b existwif, irrcoming ca,ts.

Al arrvey r6potrdent9 were asked il theh hrsiness had g)(pedon€d dilfculties wior incornlng calls h Ule bsr mooth and t516irdicat€d rtat uEv had' All 
t^11 toponoens tar*r 

-r,*e 
,rd h"d *t 

"if;;*d 
dificurri€s) wse rhen asr€d a 6€"o.,'o qrs'on.il dlev had recetved *ry ryI art- t q*Ji"g :jEtr"g drqF h geuing trru{h b the hshess h r|e tast r|ont|, erd1396 of the rspondenls hdlcabd dlat t ey mi roi"o 1grynB. conbining tra results ol thesa t*o qucuoos shourd t..t 2l% otail respordenb had erper*xrcedrom r*eor.iim"iitL"rur rr-nrng ca[s.

The r6ults shot{€d no sinnificarrr difference h he sdecbd-ercnange and t,€ conuol areas kdrrd€d h the sunoy. The na' e o, o,,"hsiness of those o'"ntiet wfro percaive an aaverse anec{ on-thoir business ard te g€nerd hjslr|ess pogtJ|a[on showgd mappatent diflerences' Howerrer trey au nal" ttorein"s, flpfs handses drecdy connected rf drey dkt rpt harg a 6ma, ualrpsssltbm, and a htgher Mdence of oiier 
"qulpr*J "n"i"i'; ;'n ro:- 

**',

sevente€h pglent of cl|stotn"t sairJ they had expertence<t€om other problem (oher than ralaud lo lncorning catts) ol€r tho hst bu,
ffi 

Th€ss wi[ abo be fotlowed ,e 4' ioJ."irt *r br he prio" oirii ,r.,cy and do nor tom parr or u.,0 drscussbr* wrrh

Ted BenJamin
GROUP MAMGER . CUSTOMER AFFAIRS

t26
Eroa 7t5 56
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Conmrrchl tGonruncr'

TDcccmbcr 1993 L6td 5
212 Eft[ilUm Sroo[
uEtSouRNE VIC 3000
Anstrala
Tolophono
F*ddle

MrWL Snith
Tdccourmraications Industry Ombudsnrrt
Box 18098
Colliru StrcctEast
MELBOIJRITB Vic. 3000

(031
(031

631 6671
634 3876

DearWarwick,

Itank 1ou for ]ogr l*tcr of 3 Decembec 1993 advising ne of your imcmions with thc
Tast Track' s€filcmcd proccdure brthc fdr CoT conptainads

Thc person within Tetecom responsible for firnl decisions oo ,oo*.i* nmcedurat
amngedrcstq ssscsso/s ald access to mstcdsl is mysc|f (phono 634 667L). Howwer,
an1'disarssiols of detsil )'ou mty wish your staf to pto8ress can be wi'th Stevc Blsclc,
Crrory - Gutomer Afrirs ary tinc sft€r 14 Dcccmber (phone 634 2977).

Iwill arrangc a discussion betn'een yourself and Coopers & Lybrand within the noc few
days if it is oonvenieot for yol

Yours sinccrcly,

hnCanpbell

001 ?3?

1,.2""7,,^,,,,
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FREEFTILLS I'IELB. 63 488156"

16 Decenber 1993

t

MrAlan Smitl
llE n*Clewater Hotiday crne
RMB +IOS
CAPE DRIDOEWATER VIC

DcarMrSni{t

Dcniro McBurnie
$olioitrcr

Crnr Bridgcrrhr Eotidry Cr,up
Our Befi MBrDLMrr660lig

I rcfsr to your latter of 6 Deccrtbcr 1993 ur<l to our subsoquent tclephonc conversatiort. hyotu luter you ukctl for infomr.ation conccrniog ,*.ti urting of your 00g nunrbcr
ffiir: 

bv Ectt cl,nrdr Inemstionsl (Bclfi ,tJ'nqr*, -or 
ou', 

"tirnt, Tcrccon
wi6 rcspa t0 your ftrt qucction. our client has infoftisd * t BCl,c rc*ing of your 00grelvicc wrs conductcd ftutt tbc ccntral datrbuc, A oos tanrc?s_ wo*r by pruvldirg atrutrlrtlon of thc 008 numhr to u ordinEry -trtrp6il;*brt. w,hcn a srll ig mrdr ,o a008 number, that crll io ewltchcd. thmus! td nc ,ffir.l l.t*uor iystcm Ar rhb polns, the008 nurnber cellcd ls chocbd io thc cariqui ,rlliiilA;ett h nunbcr thst it Erillrrgr toii dgbtrnificd. Fron thie potnt thc cdl ir thcn rwhclnd lo t$o t *"t"ed rurlbct.
Yh .yptlt to yotT rccond qu$tion. BCI did not tsBr your 00g numbcr'ftom locrriorrr06!rthrn ttrc ccnrd rtatrbrrc iy*crn.
wltlt nepct to y-oul condpff couccrning r su8tonlcr frum htount Grmbier, $outlr Aurraliawho has $pofipd ro you rhrt tE trrd difflluhy ry;fir"r r* on yosr 00E rsrvicc, if you esprblc to providr our cilcnt with mon deuile (luch ,r rrrJ-riio,s. tcrcphom number) our criqt.mry 

br able rc invrrutigrtt 'rc eomnent drrtrrer:on tli p*ur.r which thir cusnncr bunPffGd to you.
Youn frtrhftrly
FREBIIILL HOITNODALE & PAOE
por:

U* fl?,r*.-ti

p.a

s\
b

&

By hcdmllc

B r n r r s r n , r $  l  S  o r . r c r r p 1 . ,
t0i (iol.ilNt litttr

,t{llsot.rxE J000 AU'TRAUAoto Eox r:er uslloursi-ioorTELEIH€N! {0.r) 2r!r.ltt{ mcrtnlr.l'riil znn rrn-

t2g
TOTNL P.01
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''11lrihr.
re OOt rte;2il

Ph. 055 Zoi iat
Fr. 055 ze7 2gO

@
^ qd - t{arar/a
?w?w
Vhtoria,s titst pe rm eneft setttement

.lt$ January tgg4
i 's 0 MScgurnre,' - ,']rl1 ''otilsg6ale 

& Page,
,'rlLrit Strgel 

s-'

T,TLBOURNE J9OO

Dear Ms MacBurnie,

I am rrlting ttrtsiecgar !o confor wta rou os your Associah, seem'gyrou ore on boudayr, rc'araG.',. mariy i"it"l. and convrrsauons r::l:,Xl#*r vou '" rireronr" to tae riurcino ,oqucs,. or rrrse raur*
I arn 'r porn! form agarn ,o as& 

fl r.our nerp, Frcsntn Houngdar. &i3I ll,?il fJ#i:::rnti#ii ill lx; iL *n s u p pri eo -"i Lhe r b y
I person or percons wtro supposcdl, co'tacted ne on ,,re l6thAuaust i99s-l_9 t.6..r.iiorng a converr.uoT.o.,llTt ::lBridseuarer 05 j z oziiii ii' e il;; ;;:l"ilf #: :ilin_'"lre rane day ln uc ait"rnio ot,z r: p m ici r i mons and t {zen''7 a I h1u_r repcaradii"*.a loi [,i, ,.iu.rr, The (act crar.e nor gor r''is inrorrnsf":i-"il;il;f 

claicn unccr rne rssr;:.ln:'fiffilili rnutueuy....pt"olJou, r.,*cm and c.o r
? c'it't ?lagon by Tclecom that w? havc had taut* cn our uneas ra,e as August t gg3 l *r. or rcquest for *,, conrlrmauon

I  v d  : , j U

l2?a
y  l a  . . \ t

SgOI E'g-!'-!,j,
' f. r' re,,rhlr4qlFFflll ,- I

AlUrl i . /
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ivrltlen confrmaton by Tetecorn uar ue r.Sung eqLrrDment Lhartbcy had monr.orhg mi, r,nti'L".:r11 il6;"t ! nac on r:rzH?trr.Tlorl?t*'ne 6r..oro'urucr.o'i ri,iiri i wourd rfke
supptied uri, h[*lllls 

reslstered up t iiii. Terecom iro, not

I have not had.bo da," any correrpoadeuce regardrng cho sanpleqt b'rs to wrric{r r senr;i;;;'o{iJ ,Jliir.Io""",.e Mec'uraiedated rrc l2ta 
T:rpT itti r sulr r,"u.loirecarvcc anytaformagon regarcting ,l"ei!-ucsuons 

ascertatnng to theovesg[sger rnd saoi, o*-roGi or cans My owa phone brlsshow stEnilar drserepenctrr, Jo ur"rrroie uris ioior*ut on I amsrettng i6 parr of nf .i;il,J,rurlnen! proposat

t' Rc r'etbr sen[ uo Denrse Mac'urnte t6tn cc,oDcr lggJ I d,dnou ack, (or o?Ty u,, orrtri.ts gnd rJ*t # re paragraph s$fbat I aaked to'r tt'i .iuiiirouoo u,aiurr.orr durauon cars(test carts) t^nl" 
".to.rry rn.c, to.rny prcmrsgs rhose tesrcens cam" tl;Lll 

1r1, ;i.j;!ered eagaged lrom Horshana-:trhaage 
I fave alreioyipor.n tp frr'percr peany lrom thcsorsham erchonge on tt"tioening. H;,ra; confrrmed ulat eacn

;..o:t :H:ll:; 
ruiy-'ii:Lr:'l:r' regrstrred o K br vftrcn we

H,T; ;$;ilff l;,,i iil ffi:li:i ll*.il$,H,,tr?,l ?l#,
6 As you are aware AusLel havoo'umenuuil.l:el'J'niu,"'.:i"TllJr:::lllllor,o."

camp They rave-ii'cr,o'u,;o t_:g.rdffit my communicauonfaul* over a cortain aurauoi lrii, orii.uL no"ing becn
l?:ffit#nttv 

lett uv tn. rut.iiourn" metwii,. suppor! oroup

l2?n
A.l- U.r * iJ

C l : 8 0  9 C - : ! - r 6 ,

eod Eoc eEez.ga ss6 
' ' \trr , 

!golug-:!Vc
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(:) I woutd arso rike Terecsnr to br pro.acdve ul rorwardragthe' Opinron or Lt:e tape whteh c:earty shows sborr
lli.?Trag'eBrsrfreo ciirs This Elrnr ape lril$ moniloredca',s tro'r 'in I 3r$, I (th. L rt!, t .ta, igu, and 2 ou Mayl9B3 Terecom has aL tlro gdr of $ese ucornrng carrs,urcrr own trclc rnartcs a3 !O rno ailurBptroa Ehac these calrsr{n'r? sot receivcd ar the dogtinatioa iaienoec. we otsohavr ougotflg unanswrrcd regrstcrrd oiscr"peDcler, woulctTorecom q!?rc supply me wtta tnerr owr ln,,rpre'uon ortnb t.po ani orsciepineicg kr itt. r *,gnt add, I havc hacrtltts tapc.rndcpca<rcirt r vteqrud by r Teehnreal corruauucauonconsurtrnt ani would tfi" to ma*y up ?ctecoms op,lntons'/rlLh tbos? of t&e ComrnuntcaLions Consul,taat

0i) Re tctter addressed 0o oavrd Hawt(er 
"r 

rao.o,Mombcr 
1o^r- Wannon._srgncd Mq Ian camfuctt, ManagngDirecg0r, cornmcrqat Duiincrs, dated 23rd August lggJ,Re paragrapb ? Mr, camlbe[ has ,^,rlthn staung uarseeeral tettcrs fron thc cipc Badgcr;biHouaay campclients nad supponed ray itams oi an rnrdcquateuetecommunica$o.s servrce. I quotr ..Mr. srnrt& hasproudcd E.vrrat lsttcrs from bts cliear supporur€ hr'ctarrns Eaeh ot wrreb na"r J".;;il;B:L ,.uiour, a raurrbctng:ound" r would lrrcc now tor Mr clnpueu !o ror\^/ardrne or pcrhaps to Mr Har*ker Mp the numbcr ol perscns Mr.Carnpbetl checked Uy ,ray of tfus prr.g*;l

(iil) 
ll-f.pglaph 6 Does Mr campbe[ si,r[ marn.arn rhar Ihaee had no knowl communlcation lautur as nonironed 1':thts paragtph and I quot" ,,no net,*iork fautr has beenfound over tlte tart few mintfrs

with reterence p qTagraph 6, no nerwork fauti, has beenlound over tne '"it rei doaus aturough 2 proDtcms \^nth Mrsmru's prrvatc-cqurpmrnt havc beea icnufied incrudmgmFoperarron or hrs answermg machnc I woutd lrlte to addto Mr camPbell's slattment oI z probrens vnu Mr. smrth,sPrrvatG equlPment

te?.ga ss€- 
t i'l;i ! { i  - . r '

:ec i r8-:ivc

l27n
A L U.' i ,-  *

-, r...-r{r r!l,t.l{r u .L r c  550  i c r60  g , J_ !0_ t6 .
i 0d  soo
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ori rurchasrng a hand sot trom Retravtsron a Terecom.rndel 2000, hand!'r-erci, rJiis ccu:ptucar and rB laults was expor:enced by 2 TelecomTechnrcar p6r::f]r, yr- nay naorns from il.iuourne and Mr, GoidonSloP.eg rrorr portrand inrs alna sct wourc io, r*,r"r. otf wfiencomplrting tnrcpbone cervcrsalrona goth riLcom empro;rocr toundtlE raut !o be prevalsnt on 4Any occarrloni v{t?ltc 0rsuag $lsequrplaent. rne fault r^ras uat tie olf rutton ,^rould not acuvatesomcgmes on tl'e rret Ey, sometimcs it toorc ue ope,,lor of urrsequrpmcnt rs many as ) or 6 tines brfore tre set s*tch.d Off. Thrsurculd have ailowed ire lrno to be free for other rncomi,ng cartr. Thisoqutpnlcnt 'n?s oNE t^/ccr( old I tien re.purshas?d anouer A newhand set oo ttre advtce or Ray Morrls, na.i*Line conrnerciat Diviston.Telocom. Thrs,same €qurprneat, did tho same Lrrrg again, here at capeBrrdgl'r;attr I ucn .onti"t"c rclccom cornmercral Suppllcrs of ,,lrts€QU:n63nl'a'ld told uem ot ttre mafunEuon. I tlcn toolc thc equrpnenu
r:l-* my supptter. I havo not uccn gamo ro buy c thrrd (*rrgequlpDreal.rs supptrod by Telecom ana cuaRANTEED by Austcttt)

on aru$nrtng ud second refercnce of ray pnvat cquipnent, .,,rayaatwenng [Echrne. whtle rn Morbournr,'rriulh r,ras not a coEnmonoceurence. Totecotn's Mr Ray Morrls ranj'o vaig.reL Reerrnan who wasworlctng *d .?Ir3g at rnf prenrs.or, roolclng sttermy camp As shewac living on the premrse', ihe did not, rr.ojtni anrworrng rnachrnecoanecEd Whrle havrng a ghorrcr aad aiLendmg O her nornral dailytolletfies, she acuvatao he *r*r*g machrnr wtur tjre rncomrng calr
Ififi ]';.1"t 

Morrls, rerecon" ocrterrrng ttus no!.anrhnr€d calr was a

in surnrnary I hrould ulcc Frcebrr,r Horingdale & page co send me answers'€ ue above qu*Eons, narnelT p3mgraphs t tlirough 7
Thrs requesr !'e' 

:11:r. -m. !o 3am tj,e mfor.nnauon that 13 requlred ,"furgler my crarm re ote tast tra'ct, proposal.

In closlng however. l would rtke to ast( agarn of Mr. campbelr, dses hereatly betrovc or e:tpect rne to berrele 
Tlat,n paragraph g or brs lsri'r,trat t have o.*,|"_tt fuuy rntormed of au matt rs and condrtrons of h:sservrce? I wlould approctatc his reply in qmsng

l2?a
A1u,tJ-

e C ! 9 0  9 0 - 1 0 - r 6 .

, 0 d  9 0 0 aezlga sso =9€t u€-=JVC r..rfdt.{!!.i,
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-5-

ard atLe$tron t0'Jrrs URGENT matter would be apprecjateci
7oUt'eafly rsrpoasc

ALAN SMITH

C.C. J0lfN ltActtAtt0l lS,
coNsgltE8 AtrAiRS, AUSTEL.

{! rar qAuPtEtI,,
TEtEcolt, cENgRAt, urnrcrR CO!iltERCrAL. l2?a

A i u,'1,_,*r

Soc tco ga,;51F'r- ! l '  
r l f i

:gct re-=!vc notsltfltrf,Sl e E, Bo so-r o-r6,
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2E January, 1994

\ 0\160

Mr Atan SEdfi
Cepc Bridgewster Holidey Cemp

By lecslmlle
No.055 267 230

DearMr Snith

Cepe Brldgcwrrcr HoUday Canp
DLM:001660539

We refor to yout le&r &Ed 4 Jruuuy t994 to Dcnisc McBurnie.

Wc also rpfer to yoru clepho&a convcnsdon with D6nls€ }lcBurnic on 25 Jutuary 1994 rnd
conlirm that Telecom wisbcc to crtabUrh Mr Srcve Etack and Mr Paul Rumblc of Tclasom,
8s yoru poinr of contrct for requcsu fs lufonqration froo our slicat. Aay funba rcqucrls
for infororadoo which you hrvc fq oru dlcnt sbould thcroforc be dbecad to Mr Black or
MrRurablc.

!n rcsponse ro your r€qu?st for informrtion we provide below our clicnt's rc6ponsc3 to the
qucstions rsiscd ln paragrapb 1.6 of yorr lcncr. h your tener you Fqu?sEd ao3wct! to the
qucstionr raiscd in pangapb 1.7. Yoru letter did not contrin r puagnpb 7 utd wt wcrc
unablc ro arcerlein ury fualrcr guestions fron your letter. Our clicnt hu lnstructed us to
rospond to 0re qucstions niscd io pengnpbs 1'6 of your lcncr u follows:

(t) Pangrrph I

Telccom bar pnvionsly rdvied both yoursclf and AUSTBL that it did locrte tbe
narncs of two employeer who madc thc cells rofsnti to ls tbls pangnph. Thece
employccs arp involved in invcstigating nportcd frults and tcsting customer s€Frlca.s
by rnrllng a numbcr of crlh cach day. Givcn tbc clapsc of tioe begwecn tbc maldng
of tbe two tcst crlll ln question ald tbe dnc you requestcd ploaso of thc callede
ulrno, it would bc <lifficulr to deteroirc uy dctdled informuion rcgarding the
dircusslons wbtcb tool placc duriag Oosc tert edl!. It ir Tclccoms posirion &at it
wlll oor rulcasc the nrmer of cnployccs unless Tclccom conddcn tba rclclsc of euch
tnformatton to bc rcasouble rnd proper ln 8ll tbe circu&snnccl.

Er r r t r t t l r  I  So r . r c t r o r t
l0l colul{t lrnlt?

vrLtoulNt ro00 Autrr LtA
GPO rcX ntA vtlloutt{l l00l

TlrzPrroNl (0t) rrf t35{ rAclDllu (0t) r$ lt6t
Tlrrx lAttooa Dx 1{o IELloulN3

| . t ! r o g l r t  f l t t t  c r t t r r t ^  l l t t t A t t  l o i D o r
I t t l l t S r t t g  l f  l r l G r o r  . i 0  J . l r a t r "."'i'2? s
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Mr Alan Smith
2E January, 1994

Paregrrph 2

(4)

Page 2

f '01_1 G1(2'

(3)

tui axamination of thc frult birtory for rclcpbonc nusrbcr 055 261 267 iadicares rhu
you made a lotd of lP: rcPons rcTclcconr Fault Rcport Scwiccs dottns the period
I Jrnuary 1993- undl 9 Augrut 1993, Ar s reoujr of restiug conducrcd inro rbase
r€porrr tbs followi$ rcoulf werc obrriocd:
r Is Jrnuary 1993 nro rcporc rcsultott ln:

(i) on 6 Juruary 1993, a haodser was replaccd at your prenirco.
(ii) on 13 Jurugy 1993: r printcd circuit bosrd n rhs Ponlrad Tclcphooe

Exchrngc arsoclarcd vtrh yoru trlepbonc egulprncnr wu raplaccd.
r On 18 February 1993 you rtpon wu refcncd to tbc Customer Operations

Gmup iu Bdlrret. Thir report iavolvcd the rcpeir of r frult tbat wrs iound on
anotbcr cuctomtdr PABX located io Ballarat.

. T!!t!ng u3ocisbd with thc nmaiaing rix rcponr occurnd bctwpcn 20 May
1993 until 9 Augurt 1993 rld rerulted in the fault ruponr bcing cleercd rs
"No Frult Fqundo or 'No Frult Found, but Eddidonrl ncrwork tcrting o bc
undcnrkco". Thit rdditionel terthg found no evi&ncc of rny networffrulg.

Paragrrph 3
Tclecom har receotly had ln plrce equipmcnt to monitor your scrvicc u rhe portlaod
tuFg:. ftil eluiprncalts invohcd ia passlve line porcndal moniroring and docs
not "register* fault condirionr as cuch, but provider a r€pott on thc line srstus
cxpericnccd, for oxamph, inoomlng orll, outgohg coll, tirno of call. Interpretotion of
tbe output of thil rnonitoring ir requind in conjrnction with otber Normrtiol udtesting to allow Tclccom to dctcrminc rhc ovcrall performmca of r cusroorer'B
serryicc.
Othcr fums of scrvice mooloring wbich crn bc uscd by Tctecom arc AJ(B Test
synem and comraon chaoncl signalling Monitoring. Agah, therc rysa* uo,r
groduce dau rhat rcquires rnrlylir and cross referencing ,rlth otbu, ,.irrirtr, ir i,tbercforc aot poasible t9 rovldc the informadon u rcquisred ln p.ognphtiri*,
lener. A derrilcd plyrir. of your scnicc occurE rs E$ ontoing pir.ir, *d'*y
uomalies dorectcd during that tiruc arc rcted upon dinc0y.
Perrgrepb 4
Ar tbc iqfonnation providcd originlUy ia your lercr darcd 12 Novcurbcr 1993 was
of r linritsd Bttun, no rpeclfic nJ.goi. -wrr p_osriblc ro your dlcgrtions concerniag
9v9r cbargng urd cbon duntioa of crlls. Howevct ,iclcconl docc hrvc clculy
dcfined poueia rnd piaciplor forcall chuging and billing. Tbese *""ipr", "*ir cultooilcn udu bc cbrryod oaly for callc which en urnwcrud.
. untnrwcrcd callr are not charged.

E@PY

FHPMELC4U4025008.t

t2? s
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Mr Alaa Sudth
2E Juturry, 199.1

Yourt frithftUy
TREEHILL HOITINGDALE & P^GE
pet:

Pagc 3

r utlltlrwered callr ioclude calls cncouorcring engqcd numbcrs Otrsy), vuious
Telccom tooes urd Recordcd Voicc fuuouncemeuE Bs wcll rs calls thn
"riog out" ot arc termiteted bcfore or druiug riogng.

Puegrrpb 5

Ac Tclocom hu prcviouely advircd to you, tbc incidcot rcfcncd to in thig prragraph
rplrter to tho usc of Malicious Cdl Trtcc (MCD rhu wrs placcd on your llne u prrt
of thc.tcsting 9f yotu servicc. MCT rerulred in oc liac belng "hcld busy' foi 90
sccondr rflcr tha acud crll wrs tffrnilltsd. Conscqucnily, tbc fint crlt was made,
answcrtd utd tonalnltcd, urd thc follo*'int fiw srllr, dl mrde wirhiD thc 90 cccoad
pedod recelvcd r busy tonc. Subrqucut to thlr hcidcnt, MCT war pqrove4

Prragrrph 6
(i) Ar you hrve noted in your lctrcr thc Elmi rrpe whlch was nauinod by you

frorn a bdcf casc inadvertcndy left u your pnmiscr by a Telccom employec
wgs aPprrenuy rcturned by yor to AUSTEL. Telecom bas bcen unrblc to
loccte tbrt upc and hrs insmrced us ?har it rcceivsd r dificrcot upc ftom
AUSTEL rhrs thc one to whicb you rcfcr il purgrrpb 6(l) of yow lcner.
Coarcqucntly, Tclccon ir unabla to coruDtat or providc ury opinion of tbo
tsPc to whicb you rcfcr at this ttate. Tetccon is cunendy co&rvouring to
confirm wit! AUSTEL the locuion of tbe tapc to wbicb you refcr. It ir also
Tcleconr'r opiaioo thlt it ir oot approprirtc for Tclccon to coEEent on thir
piccc of metedd tt this time and it would bc more rpproprirta for Telccorn'r
comracnt to bc convcycd during rhe Fes.Tnck arbltrgtto procoduru.
hior o nccipt of tba letter providcd by you to Telecon, Tclccom bad hrd
Tssoq to lnvadguo uc maners rcferred to tn rhocc lccqrs urd bad completcd
thore iovcrtigations witbout r feult bchg fouad. Tclccom did not coneidcr it
nccesssryrg-cqdnct s!-cb in.rertigrtiool agalu whcn rhey brd alrcady bccn
cgTplcte-d lrfrcupbell'r suremenr of 'cach of which bivc been investigated
without fault" in his lettcr to Mr Hawker wrs bereforp corrtct.
As noed rtove in Telecom's rcsponsc to thc quastioas rriscd rn your
paragraph 2. Tclccorn hrs not found any evidcnce of nework frultc
applicable to rnd wbich could rffecr your gervicc during thc pcriod to which
you rcfor.

(ii)

(iii)

ECIPY

0;H**.,1
Dculrc MeBurulc
Solicltor

PHPt{Et3t\9402t68.t
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Internal Memo

To

From

Subject

Date

File

Attention

[e Iecom
a v  t t a ^ L r a

OFFICE OI CUSTOMER AFFAJRS
TELCATS Branch

Locked Bag 4960
371242 Exhibition St.,
Melbourne Vic.8100
Australia

Telephone
Facsimile

Harvey Parker
GMD - C&C

Len Budge
Manager TELCATS

COT MARKET RESEARCH

l7'December 1993

(03) 634 55-:

Ian Campbell
Doug Campbell
Steve Black
Don Pinel
Ted Benjamin
Paul Rumble
John Vaz

For your information please find enclosed the final COT market research report whi--h
wasde l i ve red toAus te l t h i sweek .As ind i ca ted in thed 'u f t ' ' po@' '
customers surveyed indicated that they ygre experiencing inc
judged as significantly, adversely affecting their businesses. An Executive Summary is on pa_ses
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 difficulies
mentioned by the customers. Ed Blake is managing stage two.

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

\ \
Vv

/\ \:- \
LrnBudge C{- \\^}|>
Manager TELCATS \

Office Of Customer Affairs

D01rr}3o



It(T BTTOORIFORAIE STETARY
- t '

2l Dombcr 1993

- .  1 ' . "
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Comm.dd I Conrumcr

tord 5
2{2 EfiDt[m 6tne[
HESoURNE Vtc 3000
An0rla

Tdoglmc (031 63{66t1
Frc&nltc (O3l 63f Sgts

z nEsourcDltilrf

AgFood with two rdditiotd comncor:

(e) 'Iadcpcodcocc. No confliac arc pcrmirriblc..

Agrccd. t3t
Ig yy rcceivs 8r8lrtrl€trtr &rom ottcn_thst bccsuso Tclccom rues @ricowetcrhou$, Arthn Atrdcrrn, ICPMG, c*p*r c ryu;d stc) fton rimoto dnor rod Indcod Ery bo uring thear now, they aro not irrdcpandentbec'uso of posdblo conf,ia.

rO-COlf,GRCl.AL:r --g'U_ --*=__Q':_

A 003 5C
MrW. Sdrh
Tclmqildadru InerCry Onbudsun
gnund fboq, 321 Ertib[&rl Sftcr--
MEIAOIIRIIB, Vio. 3OOO

DclrMr Snfth,

Xu Fesnl\rgsgrtt.ruqr pnocmgnr

ltk v"t at^yq{ tcfrcr of 16 Dcceobcr 1993 ldvldqg of yor prclininary vicp aboutlrnqgpocdr for tho rbor,! p[occsr. 
-- --

;ma 
r€woryc to thcrc lrnqgcord$ udng tb unc hcadin$ !s your lcttcr, is as

l. ASSESSOR

Gcocnlty l8rccd sith tb blowiag UOdirnrf coencnL

BGcutlG thc procc&rc ir e 'f,cxiblc, quui-iuditful lnocess. l1d coutd lead todgdEcut preccccu fos th€ **, ,irifi, frt*-dryt resohrtion pmccsr b*edon r6irrdotr, Tdeconf view is tnat fto prlority'roquircm€d is for tcgat andftrlsid osPaicc h common lar rsscssncot of cinncrcial cl.imq for losses.
Tclccon ir twsto of r rodl runb€c of pcgdo ufto do not harre r lcgal baolqgroun4bu willa bo ddil; - or *.prc Mr Fcrgrn Ryrn of i{rth' Andcrseo.Eo$gn'' 

\9T, &ry n'ch pcoprq i,oi c.. *iira u. i.r.--L.--, b;d pessonlrbdrqgoondocru"



iLt lll .rrl|al.rrg Str,IBlil(t :ltil-lit-ttl S ?t6ldl!  . -  q _ _ . - . - _ . . - _  :

?' t l

' 2 -

A{fl$57,i'
Tdfioa docs not rccs?t thb ugncat ud nor, in o'r viw. world mostrc.'oiruo budncrg* whrt rroiild uo ras;rbb is thai il G 

-fir.
prwidrg thc Rgorrccl unit il fu colog 

"*L 
f* re&con, th,t fi-

rwida tho-Tro with rmog.iqs{r lt pr6porcr-to casrc i*i.T-d**withno confict

O)' crprctry h ru'tt buincss ist 6emrrnrnicdtionr isnrcs ir vitlt

,Agrcd.

I nl.ggqoo r high lc,vd offuncid rad rcconning qcrdso ig needed asll dlufofccnurgcqco.

srBucnnE

Agrca4 wiAtwo edditiond commcot!:

(r) It ir undcc*ood tbEt tbc uo, in rddition to appoiding thc rsscsrcr anduunttcangthcproccslrwi[r 
----ry e

' rnrL? .oy D€cc$sry dircctionr on thc cond'ct of$o proccss
rpp'r/' rtrd irsno thc finrl rcpoa rna rccomncodai6u.

o) tt lr'srncd.6s ymo s Fgrt Adviror nponr .o tho Tre tto r^egarAdvircrwqild dlo bc rnitlbto to r&i!c -d-;irt thc A$e$or.

FUNI'INCM

ASrtcd.

Iury dyicc rvtco unihblc cryqlq !c annrcclcco of thc budgetary cost e$imatesforthc proccsr - Ar*rsor, n8.l Ad"id;"d tto nsornco-u*r.

UMING

fho hdicrd'vo titrltlbtc is rgrced.

Yourhcuba !o p.rh for rn crrlicr rrsohrriou whcro posribto ir rupportcd.
rnvfu''oftbs!frrn 

9fthc cooplriur !d thc previo'history conpriancc to thcfimr $s3651o $ould bcrcquirEd ;iG puti. a p.rii"rrit issuc thet Tctecomwpuld [&o ro dker$ gg ybu ir rho tmi arw.o o? ra*om ro reeond ro thofour 'statcocotr of craim'. Ad fron voh'uo, il ilrr-d bc orpected thatrignif,s61 prrt ofthcso rtdcmcati may bo ncw to Telecom." ":"*'*"731
It lr notod thst ournrnding icluer on tho lsrcrro/r proccduro aro rchedulcd to bofinrliral bv 30 rrn,ry rsrel. ta."o- *iu u"-iiii;;" wggestions before

l[l:@10@Clru.r :  3 f  3

3.
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3lnoccotc rT o, n, iboddcndo rbout ftcor riot covcrcd by tho .FastTnck Agracod.

PI..'. pboo. no fyur wish to dilorlr uy oftho .bo,,! m!oc,, f,nhcr.

Youndrcady,

hrCqbdl

uatvAmrcDrRECrq.c{tsm[\|ERtRoJECrs

c.c.: S.Bhck
p.&rnHo
D.Dhd

L . !
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EOPY -

GMEMORAI{]DUM

TO:

FROM:

DATE:

SUBJECT:

GrehaaSchorcr

Wanriclcl. Snith

7&Janurry,lW

Assegsc

tclcconnuoications
tDduslry
Ombudforn

Irtuulctlsnto, u3
Onbu6mrn

I
{ )

")

Warrcn pcngi[ey

r Grrrently Prroftssor of conrncrrcial r.aw univcniry of Ncurcastrc.o 7 ycan ou Trade practices comrnissioa as corunrissioucr' Koy lccurrtr and coursc providcr at c.o-rmerciil Disput* &nucr Consrrlanttonatiooal feiaf frn SIy & WoigaII 
--r---- --r

r No wotpcrsoually forielecom
r Apoliticel, practical well regardcd and mtional fieurc.

rlis pracdcal.*rTg 
3a<I lcear experierrcc corrd bc vay berpftrr combiration. Asyog r havc nor put rhis to Tclecim *rio *io to *oto* *ir tg'.. q.c,

niscttssio! wi6 thc brsincss council coufirss my vicnv &a avaflabirity andinclinatioa of indivtdul+ ir 
" 

pmurrm - nort.n ioo urrry a"aoot available. oae rnaybe Potcr wadc er cEo nortrr rrqrciHnr-um rc qproac,b brs bcco rnade.

Your prorposal fq forucr l,aw socicty cricog conccrns rc ia th* ncitbcr havenatioud rcgiutati'on asd two rye"ir,,rin"i *r wouldprorreunworrrabb.

I suggcst eithe o wconsidor Rogels e.C. or try fo pengi[r,y

Thank you for Lccpiug nc abrcast of oonitoring issrrcs this u/ce&.
Yous silpcrc,ly,

lo+rlesusLnDbudsuran

t32



-Frrg#.

O 
trFe{ I'ndfl Arbitrdion Pmcdure
)
I rsfcr to yoursrotsctlspottdctrc witt Isn Campbcll conwrning thc prcccdrrcs a1d
timing to rpph o the "Fa.qr Track" dispute reyigws.

Originully. drcre rras auchod o the "Fast Trask" agxEertnt a set of dcailed <lraft rulqs
whit"tt uerc bcing dcvcloped for geocrat usc in rcladon !o dE arb[uation of alephone-tclatcd
dirputcs. 'tlrosc 

drafl "sutdrrd" rules ue referred o in clause | (!) of rhc "Fusi Tror:k.
ulrBBoEnts. Thc "standard" rulcs src sdll belng tinallscd. hn rlrey arg now retadvely slose ro
6rulisadon.

'lblscom 
hat modifhd u copy of thc cuncot draft 'sundard" rule$ so u.c to bc .pccifically

suitablc tbr usc in reletioo !o dtc erbiaation of the'Frr*Track" disputcs. Thc rnrrditi"ttioo*
tnke fno rccouff the following:

o thc pmvisions of ths "Fast Trrck" agrccmenh.
. sor|O rchvrntcomrmra whbh Ausal hru rcrrndy made concerning thc dratt "standard',
, rules. urd
. ou! funlrcr vicwu on thg rulcs which strould apply to thesc cu\r,i.

is encloscd tbr your conriderari,on tbr usc in rcluion n rhc
tFGD @rE=rG-

You no douh lppruuiutc thu drcre is a ntrr! for suruh rulcs ud procodures ro bc scr betbre
lny "Fust Trock" revicw is comnrnccd. Thu is beLaus thc "Fatt Troct" og;lcc-mcngl signcd
by Mr Schorcr. Mn Garrnr. Mn Gillan urd Mr Smith. gl.lg.f,gryiSrqsgreerncnri to entlr
qgg utt urbiBnion grOeCf\ As ruch. they do nor fully &rriiii:ni the ilte.* :rnd proceduges ro
be applied :o thu arbinadon prre-ss. 4

/

D 0118 5

Crardl
SriA..l
2aAAlubrh
rb|'rrtb

Afi8I

Trlrcur (or!3tl?O
||rr1llr
Fraid. ttcltuta.l

!S Juturry- l9{}rt

Mr W Smirh
Tclecorununictdons tndusuy Ombdsrnan
Ground Floor
321 Erhitirion Steet
ME[-'Ot R.I{E VtC 3000

Dear: lr Smith

t33



In tbc ahcnsc of ogrwd rutcs srd prroccdures, rhc foUowing problcns conld arise:

. tlr rwiewu uould be ucen o bc unfah if ruhs or proedurcs nc oppliod witrwt prior
agrcc|ncDq

' thc rwicws could bc constantly dcloycd if ogrccrncot is rought -b ret rulcr or prurcdures
prrt *y duough r revicq rnd/or

. ttlc rcviam muld fail o rchievc nsolutions which rrc legnlly bindiry if rutcs which havt
not been ig€cd ro. ale rppliul.

It is impctant hst thc ptoccss to r$Ee and adopt a sct of rules and pocedures be
implumntcd quickly in the lighi of pur planned timeuUe for trc wicw of rhc "Frsr-Trrcl,,,
dispucs. Plcasc bc rssurcd dru Tdcponr will prwidc cvcry rssisance in thir rcg6rd.

I wclild aPpci&b bcing kcpt informcd sf ury dccision madcoorrcerning uny rulcs and
procedures o be adopcd fordrescrcvicws.

Youru fafthfully

CROI'P GENERAL MANAGER,
CI'.STOMER. AFFAIRS

D 0118 C

t33



- tex fror ! 6t g 6g4e{t
11 '94 AEls3fl.t qJsTolER RFFRIRS 6W fr,41. .

a{-)a{ tt/6L/9q s::g2 pg: ?
7'30 fi(84tnet71,ta'

LVEI/91 g0rsz F l :  z
P,e/z, ,.:

rieleg,gm
FfrnilrnlflCoilnnrr
0fthilrAfirr

Ltdr|dl[so
l.arfioumr Vlg lt00

r*ehn@lttlt?u
FrffirptlsUfll{

11 Janumy, leg4

MrWs6TisPBmlth
Tclrcqnmuntcrdoffi Indurtry Ombudsmh

. Gruund Floor
32t Erhhttton gtnet

/^., j,EtgouRNE VtO 3000

DotrWgrwfd<,

lplir 9 y_nur sug0mthn rr. Mr pr'glfiy et an rnornstvo r..aflor. Trteoffir,r poaitbn tr ctlil ee pcr myglg;lt313 :111J1-!51gla1qq! pncomla nii'f ulity*r' riffi#, uinogm ec, rr lruftrbloporron rtro{ltguv!e.1n in.crp}de'tlid tf{ht06r uii: lil,ffifriritilti#fiiyT;;;ri
fnr? " 

fihlbd cv. WtIu rnsulrlsr have n/CdA$EI[iW,rrE ;xdrfis-b riifu; pnc{tccc Lrw endthlr brclqround tr nd of dfrcd rstcvinco o nil atruruon. Ai.bj"i&-ri,ur igiele, trrrd of drEdcorqilidilrt eyertirc rndjtdichlbcdqrsuno ruoh ae MrRqss qdG'den ;-neoi&ry-
I hrve repdrltd pu1 fagtlq-rna of { 1 Januery iggd md fte srhdtad tott$ fto,n nl|nr ilarru"It{r Rufifie'c oonbct wtt}r Mtt €rrms wlr h o|na rCqdrctp &! votcc monrorinc t .iie Ena unr droInnndtt b cul_{$ tprunnlr of tnhnnrrion un-oirt-rtiiriir ni6;'/ir niJnsr ouFrul Rumblr n-hc th.o. irrud of altrrnrttvr riirarcii. ptaarr fi-actrd iirt firwn wn onfi mncid0rrtl'rten nomlnrbd.W yolmdf end $r3ot anctrb no tnentariot, ffi-rro onerllrrrii wtirr utroilnrprflef Htrrrofi{aon h llrped,';f ;ifiiililrciro*

- \ .
t f',lffsH the corporftr Sotloitor ts oorilncnt on gp Gunrt .tetcrndlt fid Tetcaom had pruuoutty

i$.fry rto- fFpa$nrnt of Mr Fox er.ruftrble b thcmrofws. Apparen{y, Src runc * nltr fot-wal
"Icfuded on r flrt of mfia, whhft wal dlEw*cd wldr Mrt drnr iim flril ego. ltily snCerghndtng lgtttst ftlr mrtter nnlff progrnrcd snd ttol3 not appear rstcvant b fnc ci"cntEiiOerfl"i;iJ.
My penonelqsw ! tttct-tlle lpplopflrto way brmrd lr to eppornt on" *r'ro.rorto rn&,! tre oonahhntepplbrdon of.hglt prtnolptca rn *rua cmci tn ,Ooluon, sri.rrrrrrorrffi;68;'dil,rd;;#
erilnrnor p Qit ahc cinmcrclrt nagoth-ronim uri'orihome orurro-iioer'b lkof 6;e16tfi';presoddrt tof fntrre oomphhrt hrndllng,

Hovrwrr, lt do,rt rp^pe$ to me thlt tho gltlrnin[ $a bshB rlght of i0 tmpor[ht f8ator rnd hrt b $,frd $rt the ?ro L.ho pffion W rrc rcrponillrtry-ror rrtirrlng or, i,ii hitbi, and rhd-$'6liiorfiet la now underdlramlen b In fict nsrmd ir&mnnndrflan'h tir; Tlo.-uni-tr*" oilLuirtioceft rPpr|a to mc thst ftr bo muoh wrlght b Eo[U phoed on nrc mponUninr 0f $;jii;eoi. no- 
'

{mTr reeulmnrqnt lr hettrlr tgeorf qoadn;olilmperfar eng rrrr ns nr*criryiirliirrronji
rtmdlng end |ogaland com{fl€riiot qurilttcgtio,rr, '

Plrrca @tbct me dlrcctly (6327700) lf I crn br of my furfirr eretrtanci h onetning r rpaedy n36tu6onof thfr mrtbr.

Youn dnoruh,

gHrc ehck
OROUP GENERAL IvIANAOER - CUATOMER aFFAttrc

t3+
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\ DearWbrwick.
1 r
) ) | harre afiacfied br your inbnnation a copy of a leter-sent to AUSTEL provU'r€ the results of tril'o

additional sndG=und.ttrr..n by Telecd to testthe Rotary Hunting Groups.and to prwiJe supplernentary

inter+rafrange netruo*tess 
"no 

t" o"Ealt orr," tests. itre additionaltesiing was undertaken to provkle

furtrerinbrmation on ure r€{iatility of the tetecommunbations services prwided to those customers

complaining of diffictrlt nefinod< faulb'

As yo., will see ftromthe attacfied letter. the docurnents-arc rated -Commercial in confidence' and are

provided br td;bnnafon of ttre no ano not for release or dbclosure to third patties wistout the

pernrlssion of Telecom Aushalia- | would aek that thls rating of the doctments be respected' 
,

It is anticipated that the release of these documents to the four custorners cun900y proposed br the fast

track arbitration process wi1 be 
"gru"d "i"n 

approprirate time in consultatiron with yourse-lf' .Iu !{nq 
ot

the release 
""n 

il. finalis€d once tre a"s"ssoittas been appointed ind the procedures brthe arbibation

have been agreed'

I alsowbh to confirm toyou my previous advice regardino arranqgrnens qaa9: 91q"-
. 

release of documents obtained ftom ietecom to thffi-ur ;G6mets curently proposed'br the Fast Track

1 arbihdion Process.
t l

f ltrnas agreed ata rneeting between Mr.'GrremeWbrd and Mr S!ey9 Bliackof Telecom and

Dr Bob Hortonana Mr Ne-il Tud$rellof AUSTEL on 7 January 1994 ulat

. Information obtained ftom Telecom, in the course of AUSTEL s regulatory functions. and relevant to

fiffi" invorveo h a fonnal aoitration proqss wiur Telecom under the control.of the

. Tetecommunba6ons lndusty o.uuc"tna,i Cno) wtlt only be released after consultation witr he Tlo

and Telecom-

. The AUSTEL drafr leport wilt be expedE| to ensure that it b availabte at an early stage of the

arbihaticn Process.

. The AUSTEL draft report wiil be |@g hD tre parties involved in the fast back arbihation process br

comment in accordance wtth 
" 

brffig-r""d wffi, ne Tlo. and only afrer eacfi party has signed a

brmal doqrment commiting toieeping th'e contenS.of the reportconfidentlal and giving an
. undertaking not to comnEnt eittl-iiriult"rv or puuruv on the report until after il has been released

P$!!-dY bY AUSTEL

11 January, 1994

Mrl/Varwiri< Smith
Tdecommunications Industy Ombudsman
Ground Fbor
321 Efiitttion Steet
MELBOURNE VIC 3OOO

Yours sincerelY,

GROUP GENEML MAI{AGER - CUSTOMER AFFAIRS

tss
Idsltr Co.go.dion Lrmrltd

A$r 051 t75 556

;..4";
I J JArv rr?- l_
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5 Jinusry 199,t from hF

1of doolnatl Eon AUS$L

ftfi.c hn. : +61 ? 325' 15S3 Jan. 19 1999 11:5Ft'l P?

/+r"a4 4 lrd J Bllr
e|ror-uiltldlt otrlc.r
llfttir lel lrlii&tlilirlra

l{l.frh||flm lt.fi
llll||uriVhtrilturrnrh
rdqqqeqn0ror
3raort Ctl lrl rlfl
,r.rml|0)cilHta

t^

Dr R.IIorteE
Aothe Gbdiman
AUSIHT
P.O Bex Tt{t St Kll{li''nprd
Malbcursc Vlo 3004

DerrDt Herton

I

MOMTORING

Asyou would be awanp, thqe boan substrntial ncdie coruont bnTolccom'r rotion
ia recordh*g the telgpbone cnlh thc sowiool oflvtn Gillrnredl"ln Grras inthe I

contc*t ef-a Cetrilsd'fr*il4 i In{bmedon rnu reoelvcd 8t sbsqt 430 pu olr
Einsoid'Rcviow &*'tha AFR rrrs in posrccsiea
etlvlrqd*ieftHr nonlterlng hrdtdccn pllrce and

of the AFR's quconionotl rnbscquontpublicthesc dootrmonts fornod dro
t**m*t 

on &e EllEor.

l
I

I hrvc now rcocrivo{'e'lbnix l& Mao[{rhorr (oopy rmohod) oon&ring tbrt hs
Sbthldra &rt Tclqoem'hrd udctlt&h

thak servioos. barcd sn infornrtion by Tblooom entho
2,lthDoooabor 199t.

r.fbrad'

-o aotlvoly rockto ri$tho &rpr*eto prbHo
ocmm€nt esC hec purC.dek'thc PrO€O8t.

ficrc diornrtuec drct hrc of prlnelplc whioh
Itwar hrilsenfht forthfu ln{btnrden

equasi judiotal pnooeS}.gueh rr the egroed arbiHon

brt

t'{i

!e bil. rettiibC {i &rs. tt}y,

l3 6 
lfilm"f*'
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is Te{seom's viow thet errcngcmchts sh.euld bc put in plaoc-to cnsu{o that infsrmetion

ined &en Telcesm iu Uu*-,o. if eUSffUt t"guhtury firnotlone is ody roloased

T;tlC.; l*irn to eons,rm thc rgrccrrcnt reashcd botvrooa

a mooting with you and h/k Netl Tuokvroll

tbat:

. .NaSgsffsobtaieod &cn b tbc oourso of.AUSTS[r's rogda*ory

fin{tlibns, ud rolevmttc any bvolvcd ln a fornal arbibetion preccss with

.dlosenittlcf Tolocornmuntcstions Indusuy Ombudsmen CfiO)

rd*sca rn* with the TIO and Telesom.

The AUSTEL &eS roPort will o:cpocU,tod to ansure that it is evailable at an oarly

stage of the srbltraden

The AUSitBt dreft report tnitl i* roloarcd to thcpertlos involvcd h,9:HHI

rbirados pnre€es lbr ecPa'

priv*tcly or publicly oa thc rcppn rurtil
AUSTEL.

u/ey.
Imd
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tocled BaE 1960
l.leboume l/ic 0100

Td€phmc 03) 6U 7700
Fadrua(03) 632 324112 January, 1994.

MrJohn MacMahon
General Manager, Consumer Afhirs
AUSTEL
PO Box 7443 St Kilda Road
MELBOURNE VIC 3OO4

DearMr MacMahon,

However, as indicated in otrragreement, this decision urill be taken in consultation with the TIO.

Yours sincerely,

AE%J.
gFUE v .svr \

GROUP GENEML iTTANAGER' CUSTOMER AFFAIRS

I referto your letter of 31 December lg93 regarding COI.*T:...I hane already reeporuled to
parag.pfis two to fiu" of that letter. This lefier deais solely with the status of Telecom'e response to
the C&L and BellCanada reports.

ftn;;;rd;'oe roih o,rr agreement.reachecl in the rneeting witr yourself and your Chainnan. these
' 
do<ruments will be releasEd through ttre Tlo atthe appropriate stage of the arbitaton process.

It ls ny view that the appropriate tirne tor retease is afterthe assessor is appointed and the
proceOural rules forthe arb-ihation Pro

tr
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Lcgal and Prcfcssional Privilcgc

FILE NOTE

K0026 I

Files rdeting to Golden

,@

Fils VS042
Datc: l2luunry, 1994

Ted Benjamin called. He wants us to collect information together for Crolden
Messengers in a similar fashion to what is being done for Cape Bridgewater under
FOI. The aszumption is that either the arbitrator or Mr Schorer will be looking for the
information soon as a result ofthe fast track arbitration process.

Trevor llndson

- 
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PAUL C HOWELL

PROTILE

Mr Howct hns pranned thc. oryanising. financing flnd operirtion of rargecnterprises, otrjo.,.,l1*c-critical pr.i.1..,.r, nnJ udvanccd conputer-corn mun ications utili ties.

ln his 2s year busiuc'ss. and 
-consurring car'er, he rrus becn instrumental inirnportant succc$se.s in rrrc *raurl,ir.* industr!, telecommunicarion.r,computers, trunsportution, bar*.ing and electricity. iie is one of tf,, world,.sleuding pln*crs, inrprcncnrunr *nd conrroilao of oty*pia c,rr*r.

He wns Dirs41o1 of Compurers und Conrmuuicittiuus plannlng tbr CangdlanPacific Limited, 'ne of canqdaj..r l-argesr c'mpanies, from 197-s t0 lggg, ilndVice presidcnt, pranning arrd Markeing sr sJstem r)everopnent corporationfrom f 96g to t977. He lus consultci in English, Gcrman and Frcnsh inNo*h Arnerica, Europe, Asia an<r Aus*uria. He has herd executive andtochnical Fxrsitions in New.y'rk ciry and Montrear, *hiii lis stra,egics,architwrures and organisationar strulturcs t"ue m*imi*"I'uru financiatbenefits fnrm infbrnrar.iurr tcchnorogy. He is ar.so a writer *a t*or symposindnd confercrrccs.

r988
lo
hesent

EXPERIENCE SUMMARY

DMR cROrJp INC. - CoRporuTE, M0I{TREAL

Dittctor
Ic.

:,:
Performcd rhc tacruricar duc dirigencc inve.stigation antr adviscd onthe-nrcrgcr of Immedia and r"relgt', the wo;rd,s major iei-rbEMEDI supplier, firrming I ncw conrFrtry whic[ is positioncd to be theleading EDI producr and rhird gttrv 

"nm 
sewicac in the TAI|DEM

cttvironnrent in Nonh America, Europe and.Asia. This included ancvaluution of the technical rctiauitity and competitiveness ofMPAcTs product for both transmission of EDt 
'messuges 

andtranslati'n of all EDIFACT, AI.{SI x.l2 and TDCC *tuno-d
mess{rges' as wcrl a$ I sufv'y ut MpACT"s customer$ worrdwide:
thcsc iuclutlc Motorura, National uatn corporution, Det compurcrs,
Burlington Northern R:rilmad, Logica, SG'Z, Lorean Co*putr!-m.,
und othcrs.

Developcd the "Voice uf thc Custorner', in a Housc of eualityAs.sessment of DMR's tnrdemarked StraUegy plus.

Paul Howctl
Curriculum Vitac . Scprcnrhr t99l
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Consulted to the ANZ.tsanking 6roup, a $100 billion Australisn bank
which opcratcs world-widc. Hc dctincd thc organisational position of
Information Tcchnology (I.T.) Planning und ldvised the CLO on the
ovuall approach to I.T. and its organisation. lIc led a team of DMR,
IBN{, Tandcnr and ANZ prot'cssionals to crtrtc the AI.IZ's LT.
architccturc using DMR's A-Plus. It is stored in computcr form to
makc it cony to unc ond updutc, und it covsrs six archit*tunrl
dimension in three time-finmes, The time-frumes urc now, whcn
currcnt approvcd projccts arc complelcd, and fivc ycars frour now.
Thc dimcnsions src (l) thc busincss, (2) thc conccpt (how thc bank
functions and how it is organiscd), (3) comprtc,r applications and data
arrd how they support the business, (4) computer hardware, softwatr
and neworks und how the applications arc opcrand, (5) policies and
standards and who has authority to cnunciatc. implcmcnt and cnforcc
thsrr, and (6) thc cust. o[ LT, Thc cost modcl, in fact, rllocatcs antl
rlisuibutes thc $2 billion in LT. costs over thc nexr frvc yean by
application ol function, by ycars, and by configuratiou iteru
(hardwerc, $oftware and ne(work component)i ll shows rhe cosr
implications of arny architectural udjustment and will be used in
custiug busiucss furtctiotts, budgctirrg I.T., rrcgutinting with suppliers,
managing benefits, optimising the architecnrre and controlling costs.
Hp cuachcd Al,lZ-Ausraliu's I'T. Planning Department on writing
fupeincas sysigms plans and on how to ptojcct and managc futurc
usuge volumss und physical capacity.

Cortsulted enteusively tu thc StuLc Elcctricily Cr.rmmission (SECV) in
Victoria, Australia a $3 billion 0 ycar stilte-run business and
Austndiuu'.r lcuding clcctriciry sorrtp{ry. Hc rleveloped the stmtegic
plurr, usirrg DMR's S-Plus. Ttrc principal rcquircmcnt was to review
thc nranagcmcnt and control mechanisms for the nranagenrent of I.T.
in the SECV. This included understanding Oe lru.ciness, idendfling
$e SEC\ts $raregic drivers, devcloping a vlslon for the transformed

.. organi$stion' establishing policies and principlcs' sclccting
' 

oppornrnides, malysing cosrs in comperison with mrmy $imllaf
organisations, dcvcloping an approach to unit costing, and planning
thc trunsition. Thc auutcgy wLs implcmcntcd snd yiclded morc than
thc prujwtrd bcncfis of $E0 million net. As a result of this
assignnrent, the SECV nradc cornputcrc and communications a
"busirrcr*y within 0rc busincss', strrln$hcued line mannggmcnt
uccountability for invsstmcnL crcatcd conrmcrcially-oricntcd
compctitiv€ senrice units, and drumaticdly improvcd thc dctivery of
irtfurruuLiuu tuulurulugy (irrcludiug lslccommunications) benefits,
whilc at thc sanrc time reducing I.T. costu. Ttc SECVs annual rcport
givcs cxtcnsivc crcdit to these accomplishncnlr. Hc has scparatcly
ErJvistrl thc SECV on process control, network evolution and chargc
bac:k fur thc luformution Systems Utility. tn Deccmbcr, 1992, h0
crursultcrl r.rn ths clcscgrcgation of the SECV, as mandated by the new
Visturiu gtrvcnrrucrrt; 0ris rrray lced to outsourcing of the SECV's
devclopmcnt und computcr opcrations to DMR

I

1

Poul FIowEll
Cun'iculurn Vitsc - Ssptr;mh'tr 1992 '"'13?



coached rhe DMR Munagi'g nircsror respunsibte for developing thc
lnfo*:rtion Technology $tratcgy for the Eiu;tricity trust of siruth
Australiu. This rcsulted in the succcssful implcminntion of thc
strutegy and a nranagsmeot iutcgmtion contmct fUf DMR,

Prepared the busincss plan for investurs in value adderd Spfvices
which led to the crcation of lrrrmedia (which olTcr$ networh based
scrvices worldwidc) a-s welr u-\ r $uccesstbr public offering of
Itnrnedia's stock.

Developcd the busincss casc for CANTEL a.d Ericsson to proceod
with n $50 million sy.qtem for nerwork cvolurion, oranagcmlniantl
maintennncc (CNEST).

worked wirh rhe simkin Family irr creati*g Trnnsprrirutiun Data
Network lnrernationsl (TDNI), a new fhird pany EDf network. He
contritrurcd to the dcfinition of thc offering, ths marketing pran and
pricing.

Developed DMR,s approrch anrl signed up piutners for the euebecCovcrrurrerrt's RICtg 30,mO temrliat network and RIR, qiebec,s
wirclc.ss nctwork.

Couched cxccutives on stratcgic planning at Air Cnnadg, the AI{Z
Barrki'g oroup, CAI{TEL (a ceiluiar phonc company), the Erec'icity
Tnrst of soudr Au.str:alia, the stale Etectricity 

-dommission 
of

Victoria, Ausrralia md DMR.

Conducted cxccutivc bricting.r on plianning, on tclecommunicatious
and on tccluolugy, spokcn at inemational mectings, pubtishcs
articlcs and is regulady intervicwed by bu.sincss journal-s, such a.s the
Tonrnto Glovc and Mail.

Led EDIcoM c.rr,*utivps in preparurion of nc econonric benefiLs and
cffect analysis of EDI to the port of Montrcal; this covercd EDI
standards, thc regulatory and t€lecommunications environmeit, the
locnl economy, trun$pon via nril, tnrck, barge, ship and air, and
macro'lcvel ntaterialu management, J,LT., antl warehousing.

Paul also directcd busiircss development - telecommunications for
DMR worldwide. Hc devcloped rhe suatcgy for DMRs gmwing
lclccommuniuations cunsulring practice, mnrketing t" thc
tclccommunicatiuns industry und consulting on 

-valuc-added

nchro*s. Rcve'uc has doubted in three years. Hc installed the
global DMR nstwork and chaired thc clo's advisory 

"or*itt"",rcsponsiblc fur uffice technorogy and administratiorr, *irich includes
hanlwurc, softwurv. networt<o information policy and qualify,

Paul Howell
CurtiCtrf trm Vitrr: . Septenr Wr. lg.)Z
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1978
to
t988

As chairmun of ITAC's Telercurrrrrrunisations policy Committce, on
hehalf of thc infonnarion technology induutry in Canada, hc
influence.rJ compctition policies in Canada, the irrtcnrutional fade
discussions (CATD aurl rtrc World Administnadve Radio Confcrcnse
(WARC), os wcll rs thc rcgulatory cnvironnrent, the Cuble TV and
Telephone eompanies, the ncw Canadian lslpsgmmunicationS law
and the evolution of wireless communicsl.iuns technology,

CANADIAN PACIFIC I,TD. MONTREAL

Executive

. l)ircctor rechnology planning of cp's $100 million a yeflr conrputcrs
and communicationr nctwork (C&C) to gain competitivc i,ulvantage
for nll cP companies- Thi-r includcd the planning :rnd budgeting of
informotion tochnology for sll cp companics. Hc creared cps ten
ycar strutegic tcchnology plan. lt prcdicts technology trends,
emphasises technology fbr compctitive ndvanmge und restructuring,
cnunciates policics (a vAN architccture, protocols, pcs snd
facilities), forccasts cr:$ts, bcncfits and capacily, $tnlcftres comput€rr
& communication.s, crcating a usw sorporirte vice-presidenci, ano
iremises the ponfolio of major apprications. cp is recognised-in thc
lcadcr in thc transpofiatiun irrtlustry for its innovative anC bensficial
u sc of l " fnn" rr r i nn T ff h il :*!+g;,., Hc .witu. lotntrnonurj i* .-ectr.etumrrg
cp. He scrvcd on rhe pouition Evaruation cornmittee and thi

. Stccring Committcc on Hurnan RighLr.

r Dcsigncd and managcd thc a*uul project planning and budgeting
pFocess to implcnren( ilru( strateg] for cp Ltd. and its more ttrah ztrtt
sub$idiaries (eg. cP Rail in Montrerl, $(x) Line in Minneapolis,
Trucls i'Toronto, shrps in london, Hotcls in'l'orcnto, Enterpriscs in !
Calgaqy, Air in Vancouvcr, eoc.). t

This includcd idcntifying and negotiuting autonurion targets,
dcfining dre oflcrings ro meet the urgets as projects with benJfib,
costst calncity, utruurity snd backup, and scheduling rcsources
(harrlwurc, yoftware, physical plont, voicc and data com.municatioru,
protbssioruk, ctc,) lu err$urs that the mOst beneficial appliCatiOnS
rvcrc proF)sed, authorised and delivercd tirst. lt also involvcd
ncgotiaring clisnts' willingness ro drup non-bcneficial dcmands,
sonuolidadng somc subsidiarics'networks with cp Ltd.'s ard keeprng
up to datc on erncrging tcchnulugicu.

Controllcd thc delivcry of bpnefils.

Billed (chargcback) clicnts for dl comprters arul communications
cffort ($100 nriltion u ycur), showing an incrcasing protit, und
positioning compures u'd communications eittrei io bc an
outsourcing supplier or to be oulsourced.

Qa

t3q
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Proposesl jn l9g5 
[l crc.atiyr of ,,Cp l,cchnologies,,, s $100 rnillion aycrr, flor protit VAN, wtict wnufa'oifi.s eru i ce.s on,t ou nou, u*i,, ; ;;h,gl;;il,ffl|o 

rls' bas ed i nfotmati' n

Championed key applicrtions, such a.s, MERt^nl, CI's officcautomarion ufility, pip, ,"rc;o-f. 
-irandlirrg; 

HRIS, thc hununr$source information--syst'm, and ATC. _the advanccd train contrrolsystem' rhc $100 mition nprocess 
.ontrot" 

"rtdil;*'i; whichCP Rail is Ieading thc indus-t4,.

}1::,r1,:O -o:d. l'tilured ATC$, the ,,proceSs 
control,, of rail'perirtrorri' which is now.lecgmins the sturrdard in North Amcricanrailruads. His ptan acscribeO thc-?ilr*.f,, specitied thc hardwareand software to he used, shuw.J bJ#; und cos$, snd scheduredthe work' AT.S uses.mobire ar" *Jiol.nrnspondcrvinr€nogato$,and on bourd dcvices rinrrcd m rana u*el computen to nonitir andcontrol consist, speett, thmttle, Jy;ffi and air brakes, enginet^efirl:ra.turc. oil pres.suro, and whiel s[g1:l J,_ ; ;T**. -the mana!-*.Jfli::;",3; *lfffiiJrmprove operarionar 

"tll"i!l"v, rierp the railway ,.o 
-.il'iti,io"

from rrucks, incruuse rer i abir ity a nJ'p*nluriirv,'rra .irr".tr"r.
ITr^l t^T^ * i {ion n1]ect at Cp iaii.nuiir ro*" l .000 locomotivesand 30,000 switches ovcr I?,000 krn ot-'traln.

Published Tccturotogy l-ookout illusrrated brochures oubiotechnology' cotnputr.+idcd design, continuously variablctransrnission, composites, fiber optics,"flut pancl displays, flexiblemanufacturing, fuer cc's, galrium 
"*"ni,r", itouut p"liril"r'gJishpower integrrtcd circuir,l, iutegratcd circufts, high tempcra$ltnaterials, roboLs, ion implanaation, non desructive testing, optlcslstoftge. PBXI, renot:-. sensing, solar cells, storege batteries,telecom munications satellites, rnj *rftnderc. d

i
t
I
i

l97l
to
te76

OLYMPIC GAMES

Dircctor Gencral, plaruring and Operations Control, Montreql Olympic Gamcs
r Planned and contnolled Otympic operations, a $200 million (1975dollars) projcct, 

in1.ry11s .1yr,rr* i,", a wide 
"*r,y "r 

supplicrs.Based on Munich 
-ts'z: 

fi" ;;fiil";r";;8 il;tJrs and theorganisation 
ICOJO) Board of Directors, intemadonal and nationalsports governing bodies, the fedcrul, prguin.iJ uoJ'Ltio*f sporrsgwerning bodies, thc fedemr, provinciar r"d ;;i.;;ffivernm"nts,ond unions, and he fine tuned ,oO ,"org*ised, as needed. Hetcstified before the Matouf commission and showed that theconstruction of the $tirdium was separute from ,rro 

"fiion 
of the

J3?
Paul Howcll
Ctrricullm Vitoc - Scpk:rrrbcr l9.J?
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The Monrretrl Ganres cost S% lcss than the Munich Games. Majorkcyr to thc success nf this immensc and comptcx projccil zcru basebudgeting, venuc manogcment, rcsuttsorganisationur conrexr conducivc r" ."-l,tol?hJ*rffiT$#i
Ieaders' He wgs huired ar the singlc i'dividuar who did the most toen.sure the Games'liuccess. The Montre.al
Moscow, r-.n.,.oa ieour. 

approach was adopted by

Also planncd financing a'd operauions of the orympic Games inMunich (t97t - tg72),.lvtoscow (tgz6)t r,*. eroriJ iigZ,i,.il"rf( | 98 I ), Los Angcle.s and Calgary ( f ggf ).

t969
to
1978

!
1

t
i{

{
4

{

j

$YSTEM DEVELOPMENT CORPORA TION

Managed marketinB, hanrltcd technology transl.er for SDC, andplanncd Olyrrrpic.s.

Sold and dclivcred 
flJO,.lrc Olympic Oames rcsults sy$tem, toMoscow, thc largest Canadian sotiwaue valc up fo that tiru-fo n,Sovict Union.

Reorganired and solcr thc Mcleiln cohputer Gnaphics Division.

Planned a network utiliry for Wall Strcet and Canadian securitiesdcnlcrc.

In I !)68 in New york, hq wa.r s ftsy ruember of NBC* US pruidentialclection cuvenlge team.

ln 1967, he becamc_c systcms progI:amrher in IBM,s OpcratingSystem andAcccss Method-.s. 
' ?

He was kesidcnt of ths canatiiur Information proccssing soci*y(Ct8) in Monreal.

I** ?nrcryrg rhc corupurcr fierd he taught Gcrman rirernturc at thcUniversity of Ncw york

Hc i's known as I business man whose prans yierd the expcctedbcnefits and as a writer.

llis other intercsts include music, rennis and sailing,

3?
Paul Howclt
Curiculurn Vituc - Scptcnrlrcr tF,rZ
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EDUCATION

Dartmouth Collegc, Hanovcr, H.H., BA (1963) with honors

Columbiu University, New York, (1965), PhD prugrrrm

Univcrsity of Munich, Ocrrnauy, PtrD (1967, abandoned)

LECTURING

MC(;ILI,I]NTVERSTTY
Instructor, Faculty of Mwug,enr€nt, 1985 tu l96g

In addition to this work at CP, hc taught second Jcilr MBA candidates "Corporate Informatiorr
Systcms"' Topics covered: defining and achieving objcctives, architr*ture, HW/SW selection
ond ptucurcmcnt spplicutions pot'tfolio, rlats modellingr telecommunications, capcity
planning, prrject planning, systems unalysis, nrauugiug applications development, operjtions,
cost onalysisr co$t nccioveryr intcrnatirrnul irrformurion sysrcms, security, future, tOmputcr
sudit, snd specifrc applications or tccluriques sush us office automation, ptocess conoul,
CAD, graphiss, ['Cs, Lr4,Fls, Al, expert systerns, robots, e!c.

ASSOCIATIONS AND COMMITTEES

Chairmon, Informdion Teclurology Assuuiutiuu of Ctmade (ITAC) Telecemmunications
Policy Currrrrrittcc.

Mcmbcr, Position Evaluatiuu Comminee (lgSj.,$s,;managcmcnt plsitiurrs il CP R:dl.

Prcsidcnt, CIPS Morrtrwt (1985 - tgEO),
"ettificiol intctli gcnce".

lg66), using Hay poinlr, tmded

Excellent prograru, budgetary result and seminar on

Mcmber, Stecring Couurtittca on Hunrsn Rights (1984), Adviscd Cp on human resources
policy, cnsurirrg lcgality, benefit n CP and fairness.

Membcr, American Association for thc Advuncenrent uf Science.

Member, Ivy Lcague .dssociation,

Puul Howcll
(lun'iCulum Vitac - .$:ptcmber l9!r2 Pxge 7



OTH]ER I^ITERESTS

He lives in Montreal wirft fiic rr,;r,. b*-. 
'\

Montrear. 
witft his witb Betty, Hi.s childrer, t t)r,quu, and cornelia arso uve in

:,'*l.i; ;:fiU::T ;:ii:ff"l i1il,,i,'d,ffJ,3;il*1 s,viet spyi ng on us tec.h no,ogy. He is

Recent puhlications include:

"Its Timc For rhe Wake.Up Call,, in eAr.IAfr.^N TELTTCOMMTNICATIONS, 
April, lgg2.

"The Terecommunications Revorution" in the ITAC NHrwoRK, May, lgg2

ffiil-i"lirfi:T;;1.*"'lation : 'Lct's huve a sccond Reading seriousry" in thc tTAc

"Out of Touch No Morc'in ENCOUM.ER, l9gl. Univcrsityof Ontario.

"EDI Architecture.,, in porrs Chrrada prrrc.eeding.r, Novcmber, lggl.

PcurHowcr S?
Curticrrlunr Vituc . ScpEm trcr lgg|
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JAN BLAHA

Bachclrrr of Crrmmerce - Univcrsity of South Africa

. [anBl . rhahi rs l rac| t rver20yts i l rsexPcr |et rce int l red i l ta} r I \ ]cess i r rg industry 'S ince1980he
iias sp,.siolisecl in .,luna1;i,lg ancl'supporting retail. p.ryrnent systems.for a nurntrer of

Australi;rn arrcl European'firi,inr-ial orginlsations. His u.rjor ta-sk ove'r the past fivc year:;

has beerr thc col1cepiiolt, inrplernentaiion Arrrl nr.ul.tp,eurent of btrnking product stratcgies,

a.s well as development of organisatiun arrd informatiorr req\rilements to nreasure the

trftectiveness ttf Prodttct mlx'

Mr Bl,ha iS a colsulting prirrclp.rl .rntl directur of f)MR GrouP Australia Pty Ltd. Jv(r

Dl*ha has r.r,rlrkecl on a r'rr.rinl'rer of projects with Ferriel |llrqlg5rlr and also spt:cifically has

brrrrn irrvolved rrrr the lT rc$trlr(:Lul'['tg, at the T'AEI as the constrltirrg princip;rl-

Jan Blatra hirs been with the DMR Croup a lleth.ouffie since 1990 end wes mnsulth\B
trirrcipal rrnd proic'ct director of l,he joint DMR/f,errier Hodgson Corporate Advistrry team

ic,sporisible frr'r issisting the Victorian Workcover Authority in its dlvesttture of tlre

ttirui. informatiot ryiien,s rJivision. Tlris projc'ct is close to conrpletion with tratrsfer of

owtrership alld dtvestiture tu t.otrtintte in Austrnlia.

C)tlrer recent assignnrents irrclucle consrtlting irr tlte- de-velopment. of the brrsiness and

techrrolqgy archiier:ture to transfrrnn South Attstralia's rnulti-frrrrctiorr pulls for a
consortitttn OI telecOfirmunications :rntj lttultl-nation.tl vendor$ tu creirtc- an inforrnation

utility in South Arrstralii'r.

Jan Blaha also acted ats the prlncipal adviscr to Ferrier Huclgson on the IT restructuring of
the t yranrid Ciroup of ttuilding Societies, (in liquidation). Thls was a maior proicrt role

comniencing in Mhy l9!,0 through to fune 1993. Drrrlng this period the uuirrfrarrre

computr'r operations were reh)cated to A ltew uite, the mainfranre operations were

outsottrcxl by a frrcilitles nrana$ement ag;reerrrent to Fertttree, a new software system wits

devr.loped to mirrulge the problc.nl loan portfolio and liquidation winddown of tlre

Pyrarnicl Croup of lluiltlirt5 Societie-q.

Mr Blaha was a consulting prirrcipal n'ith L)MH in the Urrited Kingtlom from June 1988 to

Janrrary 1990 anrJ was involvcrl ltr a number of finiutcial ilrstitul.iurt restruclut'ings aud

review.s of crr.tlit card operittions. Clients incluclcd htrocheck, the Bank of Northern

Ireland, a major Unite.cl Kingclom shared building socir'ty network/ (the management ancl
co-ordrnltioll of a debit card a1d Eftpos), the devE'lopment of ttr:lrrrit:al ylarts fur a ntajor
Unitetl Kingdom merclrilrlt clearing product, a strateglc revlerv of a future delivery systent
development in coniunction wrth a tcarn of joint r:redit card comPanles/ the Preparatlon of

.a series of elcctronic card stratcgies for several n'rajor building societies.

From 19S4 to 1988, Mr Flah.: was Man.rger Erisbane Offlce for DIvIR Cronp Arrstralia.
Major clients incltrrJed Claltex L)il Attstralia, Visa Carrd, rc'gic,nal Banks and Queensland
lluilctirrg $ocieties, us well as the Quecnsland Deprrrtment of Health anrJ Expru '88. Mr

Blah.r hacl res;rorrsibility for .1 c"rtrsulting sttrff of 1?' .

- 9 -
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Fronr 1982 to March 1984, Mr Rlaha was A Sc.nior Manager with 'l'arrdem 
Australia in

Brisbanc, dealirrg i:r ihc banking a:rd fin.rnr.e client area. Frorn 1980 to 1982, Mr Haia was
rvith Datcc in Sydney follolving lris irnmigration from South Africa. From January l97S to
Luutrry 1980, lvlr Blaha was a E)ileutur with Autonrated Eusiness Systems in Souih Africa
anr'l wirs involvetJ in the design, imprlerrrentation and devclopment of several maior
Boroughs nraiufrarne applicatir.rus irrclud-ing_plastic rurrJ uystems (credit card system, Fl6et
Clard Managemcnt system) for a m.rjol h.rrrk, b.rnking systcms, inclurling devilopment of
thc systerns for Stantl.ttrl Cltilrterecl Bank antl the burearr with intentifin tq transfer in-
horrse as it became availilble. llc also workcd on flnancial systems development,
inclur,'lirrg ir mirjor Lrureau with 00 ret.ril st(rt'tr us r:lie1ts.

-10 -
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Mr.GmhamSctorcr
GddcoMesscuger
4Yr495 arcoOcttY$roct
NORTTI ME.BOTJRNB VIC. 3O5I

BsFubtut($)A7|UI
PT

Dca ftAera ,

I am plereod to tdvise thd foUowiqg hogthy {ryd*.T}* 
60 Porticip@fir in

this maficr thc f u now lo r poci6oi to frOcrro fu appointocot of Sc Asscsso' and

additiooalDmidori of rcsourccs rcquircd.

Dr. Gordon Hugbcs ras uccEcd thc position of Assceson His urckgpud

andCV arcknown toYolt

Racuupcc roquiretl by Dr- Irqhcs flitl bc pq^&d by ry 
Hodgrca in

conbtndim f,,ie Did, I;; inrcurdcirlty rtnoeilcd eorlrltug qrm

witb spccialisarioo iu inroruracon tochnolw and tcleconmunicetims' Tbo
projcd l,1,o"ger 

"r 
tiilffi *iU o" Mr.Jobo Rrndle of Fcerier HodgFm

who wilt wort to pt no*o. n tno c\rcnt tbat Dr. Ifugbcs ncc.ls sddiBosl

bgal aseistanco it will bc povidcd on-an sdhoc Uasis at his r€qlnt ttrd

Offrrioo probably n"r g,irt & Httot In addition Mr. Potor Badco ss yotl

know bas bcco fotrr!"lly app;nbd as spccial connsel to assist rtysclf in arV

mrttcrs tbat nccd to bc ad&esscd-

.JdooouaitlEoo

luftmt
Odqdsuu

WrulALt!fili tl8

Onbrr6mat

I
L I

l .

2.

a

Enclosed is a copy of thc press rctcasc Prcposcd to bc issuod on Monday announcing

tbo rppoinucot

I wqrld bc plorscd if you cotrtrl lccp thc n6tEr confrdcntiat rrndl sucb tirc as it has

bcco rnnornpod and in 6c &cms of tho'Tast-t"of Agpcincnt, this nan6 sbould ba

rcoodcrl cr"ty oppontoity to wott and I world inptorc all to rpftain ftom uy

utrncccssary pruuc-"orrncirt atthis drc rs tbo proccss procacds'

Dr. Huglrcs will ovcwiew thc cununtly
himsclf with thc issucs and aleo malso

available public ioformaion to familiarisc

;;;di"n sbout anY ohcr matttrs of

'.,, grwiling ia&pc&t, iue itfimnt Eccll aobtioa of conpbirc.'

IIO tTD Aclir 057 6t4 787
Nrllonal Hordqurrterr
JZI Erhabiti0n Slre?t
MelboutnQ vi(lotar

90r lE09t
Collins Strcct [a
M€lbournr 30O(

telcphonc l03l 217 1t777

Ftctitnilo (031 tt? C79?

Mobilc 018 591 208llro
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'@Proccdqre

for (hFll Aqlnst Ttlccon'
*

Uodlf e pmpcal fu Fa$.Track Sctrlsncnt of thc claiins olhrr .Ilst(Els rglissl

Td6q (cort or""l @ wttb Ausf,EL it wer dacrmincd 6r

rb Tdciornnnhdou hdtttty Odudun woutdigggl$gA$Gsffi to rceolvp

tl'crrios" 
'e*r=--- 

F

Ibave goincd Dr. Gotdo lfug|!6 G Asscssor. llc is an imodtato F{ lTtidtd
of fblrw ll$ih$s of Viaqirrndonrnily }/[l[rldsgPaftsof tb ltfclbcttuc

offcc of nrtionel law firro lluot & Hrmr pr. Hugtca ir_a lading G4oIt i!

infmmation tcdnolory law and is oa thc Ercortiyc of tbs fuw Coffil of Austnlil

In rdditioc I havc appoinnd ltfricf EodSoE, e mjor- Atlstr.lis! Cbarercd

AconDling pncdao -A'Ufn Crrup Anstralit, rn inEaAimal coosutfug 8rotry
wib spcdltih Grpcrdsc in innornOoi tcchnology ud elcomruorcafons 30 tct 8s

8lcxpestrcsom€ utitto 6o Asscssc.

In rddidoa Mf. FEtcr Errdc8 a *nior Prtoct witb lGnbf Ellis Morrb Fhtchcr a

nrtioorl lcgFl fim|' anc curunuy Gbair of tbc Lfl @urcil's Bulinpss Lry

Couninc on Telccommunicatioos rod f'Cdir hrs aoocpoa rhe Posi6oo as spociaf

cflrlsct to 6c Tclommuoicatioos lodtrsEy oobudsn n for 6c Ptttpo:ts ol ulc

Trst TteH Scrlemt Droccss.

Thc prcc*s will commcnc inmdiarclY.

I

I

I

I
I

F or furttur ft{otttufroll,ll. Mr. WarrvickSoith
Tcloooun&rtions Inrtustry Oobudsmrn
Phonc: (0trn7 Vfn

"... providing indcpcndcnt, iux, informal, rpcedy rtsolution of omPlainB''
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TELECOTI CONFIDENTTAT

To

David Stockdale
P.TJ.O.l

Concerns regarding information supplied

{ffiryvef

Australia

Telephoni
Facsimile

(oil) 6s7 341r
(03) 6s4 4601

)

r )

From

Sublect

Date

File

Allention

Pager 016 31S srs

Simort
I feel obliged to voice concerns I have regarding the information being provided

regardiag the investigations of Cape Bridgewater Holiday Camp and Colden Mcsscngers
courier service.

Much of the information provided contains A party number derails which should under no
circumstances be made available to lhe recipients of these files. We havc been instructed that we
cannot remove this information ourselves so the responsibility of ensuring that this private
iuformation is not inadvertently includcd rcsts with you. i

I also have some concem that the working notes that have been included may.be mis construed
if taken out of context. There is a great quantity of technical information cqnraincd thcrein,
some of it relates to testing procedures and equipment recenrly devcloped and therefore littlc
understood by those outside our company. If there is anything within the files providc that raises
questions in your mind, please feel free to contact me and I will endeavour to help you in
an]'wa' I can.

Pleasc call me if I can help in anyway.

Regards,
David Stockdale.
PTTOf - National Network Investigations, Melbourne.

Networtr & Intcrconncct
National Netrvo* Investigation

7/35 Collins Street
Melboume, Mctoria 3000

tA2
R1 169E
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18 January,1994

Mr Graham Schorer
Spokesperson
COT Cases Australia

Far 287 7b01

Dear Mr Schorer

Rdenence A:
Reference B:

AUSTEL
AUSTRALIAN TELECOMMUNICATIONS ALNHORITY

COMMUMCATION ISSI,'ES

Your letter of l4/l/94.
Your facfmlts of t4/t/94

References A and B and our discussion on 13 January, lgg4demonstrate
thSt you have some concerns regarding inrorfrat-ion'tottrf", *a aC.o, t"information benn'een- the parties-associlted with the "cot; airp"tl. ioir",
.*.f^",T9-T1g 

polnts-in reiponse ana 
"r 

an outcome of our 
""ti"nati"g--verDauy at the meeting held with you and lrdrs Garms on 13 January, i99+ toidentify information processes:

o AUSTEL does not have the authority to pass to a third party
information obtained under sectioi a00 of the Telrcoiliinications
4rt 1991, withott the permission of the provider ofttraiinformadon.
Furthermore, AUSTEL does not have the ircwer to direit ruiu"omi"
gupdf information to a third parry. AUSIEI can acquire
information from a carrier for the purposes of an investigadon it is
gursuing, and this ties into the procesi of review which dusrEr 

""athe other parties have voruntariiy agreed to. ih" report ensuins
trom that review will be a neutral appreciation and 6pinion givei
the.facts presented to AUsrEI, ana ausrEt intenas i6;;;ft-i;il"
review by early February, as we have indicatedJpreviously.'

fr' 
" The cor case members can seek informationifom Telecom trnder

Freedom of Information. whilst I appreciate that you urre earnestly
seeking-inf_ormltion to assist your frlpararions f"i ttt" 

"ir"i.ti*tunder the Fast Track settlement apprdach, AUSTEL ao", ,rot orr"i.
back door alternative to FoI legisliiion anb it *o"ta ue ir-G;;i;
expect the Telecommunicationi Act to provide buch an inCinsirten.y
in law.

Given AUSTEL's desire to reach a timely outcome to this issue, the
meedng of 7 January, 1994 provided the opportunity io provide thesarne above clarification on information trdnsfers. Iiwas-also
lecoqrise-d that the parallel processes of AUSTEL's review and the
Fast Track settlement would-involve overlapping information of
material interest. on these clarifications, austfr- and relecom were
in agreement. 

L ,5
s euEENS R.AD, 

"*r'' 
1r*8. vrcroRrA f u (

POSTAL: P.O. BOX 7443. ST KILDAia':. T|ELBOURNE, VICIORIA,3004 J ffJ
TELEPHONE: (03) 828 7300 FACSIMILE: (03) 820 3021



I

)

As the TIO Fast Track concept does not challenge nor change any of
the pardes'rlghts and responsibllides, the lmplicadon that there
has been a deal done benveen Telecom and AUSTEL to the detriment
of the COT case members or that Telecom has imposed 'an

'onAUSTELiS nonsense.

In the trterests of achieving a falr and timely outcome to this issue,
AUSTET has made its resouibes and staff available to discuss relevant
matters in averbal and relatively lnformal way with the pardes
concerned- There ls, however, a rlsk involved that either of those
parties may misunderstand or misinterpret what has been conveyed
verbally. Rrrthermore, ln light of your action with regard to the
Commonwealth Ombudsman, I suggest that any matters of material
signiffcance should be conveyed in writing, and AUSTELwill
respond similarly, thus avoiding any potential for ambiguity or
misinterpretation.

I would once again stress to you that AUSTEL will be of most valuable
assisance to you and to Telecom if the staff of AUSTEL were dlowed
to get on wlth the job of completing the review without too many
internrptions.

Under separate cover, Mr MacMatron will address the questions attached to
ygur lener of 14 January, 1994.

Yours sincerely

(.ut^'
Dr Bob Horton
Acting Chairman

c.c: Telecommunications Industry Ombudsman
(Atu Mr W Smith)
Commonwealth Ombudsman
(Atu Ms J Cadif0
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l'tr Grsharn Sdrorer
PO Box 31E
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Dcer Stt

'c(}f of,sBg'

I confirm I have been appolnd by the Tdccommruaieatiotu Infustry
Omlnrduran CnO) as aisessor under ttre temg of tb endtlcd
'Fast Trnck Sefilesent Ptbpoal'. 

'

I wi[ be a$tsted by a proiect teem under the dbccdon of John Rundcll of
Ferder HodgFon. The p,noJect tearu wlll lncludc MrJan Blalu of DMR
Group ArJssalta Pty L,td.

I an awale tbe pardes arc andoug for early resoludon. It4f nffi prtority will
be to e$abllsh ihe process end procedrle fr,r coodrqing the asaesshcnt
In ttrts reg3rd I note psragraph 2(e) of the nPast Track Setd.cmcnt Proposd'
provldes that:

'lhe rcvtew wiU be prlmarlly bascd on doormenr a$ vnitten
$ftmtlsiont. Eaetr F*v will hara acacos to the other pa4y'r
submtssloGs and have the opporunity to resPond

I
Tbe {ssecsor may, howwer' call for o,ral Prcscnudons by d&cr -
Dartv, Sudr presenetionE wlll not hdude cnoss'€*aminstto& .nd
wotitd not bi opcn to the publlc or ttrird parties. Rcpresartadoru
of the pardes will be at the a,$essds dlscretion"

I have beerr prcvidcd by the TIO wi*t a doolmmt entitled Tcbtra
Corporadon ilmtted -'Fast TradC Proposed nulee Of erbitmtircno. I heve
not'yet forrned a vlenr as to thc arluabillity of this ProPoqgtr I would bc
happy to rcceive an alrcmadrre eub'misetbri on bChdf olthe COI Cases but
tt midht be more pracdcal to await ay cotnmentE on the Tclecorn
po$sal. Xanrnliy I am anxious to e€bbbh a prccedlue wttich ls
acceptable to dl pardes

r r l l a g ? ' t l

r t a r . ,

t r a r .

I t  I  t  j  .  .  ,

a a i l a r ? .

r . u c t t t l e

recahall

t l t l . , a .

a t . r u l l

ruSt?8-orll/Rs
lcvcl 21, 4S9 Cotllnl Srr.tt, Melbourne 3000, Aurutlle. tdrphon:l (6t-3) 6l{ O7l l.

. Frulmllu (61-!) 614 8730. G.P.O. lor lttlNr Mclbeurnc t001. pX tltr Mllboutnc.

tirAurtnhnMmlc, of tnhtlrw. rn ht mr$onrlr$od.don ollrplnu r rr|l Prciic' Ifir
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vhen I have formulated my views as to the apprcpdatc procedrrrre fior
co,nductlng the-aaccssmcnt, I intcnd to mcet firnnally vtth a rcprescntetive
of Telecom and e stngle rcprcsenrativc of the for:r n6minatcd cCtrf cases ir
oildef to fuieltsc

In he mcarrtlme I shsll6eet at soon alr po$eiblewltb MrRurdcll and
Mr Blaha o dlscuss the rolea of thclr respecdve organlsattons

I corutder lt to be lnapproprirrte for me to dlsorss the merlr of the forrr
actlons with any Involved paffy ercpt in acoordencr wtth the agreed
,ls!$emcnt proccdurc. I neverthetcss wish to remrtn as a€€sslblc to the
pa.rtiea rc pocrible. It mny bc necessary for e parry to contact Ec
personelty ft,onr dme to dmc for rcasong uncohnccrcd wi&r the roerln of
the actlons. In such clrcuostanac, I nevenhelese rclcrvc Ore rigbt to
providc any other pasty wlth r memonndum regnding the comact and
the icsucg discusged

At drls et tc I herrc no infonmadon at all rcgarr{tng any of the dalms. Vhtle
the asaessmentproccdurc wlll of oours€ proi{de forthe fomul
@, ft may be uscful f the pardes cqld lnformrlly
bffidc me with any matcrial whtch Otcy ioiruly cStec mtgbt bc of

ct tca!tr b'y qny of backgrcAnd.

Yours alnoerely

CC. S Bleck
'J Rndcll
J Blaha
V Snl*r
P Bartlen

11183I/8-GIr{/n8 lh

Erc procedue fior
urlth a rcprescntrrtive
oinat€d COT Cases in

!-frRundcll and
dsattons.

e mellts of the four
wtth the agreed
as ae€s3lblc to the
r contact Ec
d v/i&r the aoerln of
crrrc the rigbt to

3e8{1
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19 Jrnuary 1994

Mr S Bladr
Glol,p Gcn*al lr/lanager .
QrgsrrerAffaip
TELEGOM.

Frecimib No: (OEf CgA.3Zfl

Dear Mr Blad(

f.uta .
Dr BeF f'Jqtsn
A/g Chsimr.rl

Al O 2J;;

FAXED
3 t 1 , , 1t o c t c l . . f r . / . . f . .

(< ./t(^ tj-€"<-+

o

Voloc Monltsrlng Tapcc
Your leter of 17 January asked AUSTEL to seek in fonnal terms Telecom spr.vision of dr vsie mdnibring tapes in ils tod;lon reraung o mJborC6ses. - -----

AUSTEL'S direoisn ot.1"+ygust 1993 sought, pursuafit to Seatisn 400 of thcTetwmmuniatiorc Ad lgdi, io be gltpprcd ,hr, inisniraon Eriud rs anysf the e(1ht persons retcned td in ure Attaahrnent to lhe clire€bn.
Any voioe rnonitoring taPes arc seen as falling within thr terms of thc direotionsutlined abovc.

Any assoaiatecl trensoripts-uould.lallwithin the requirerncntto provirie alldoqrmentation rolatlng is no 
",gtil-p"r*Rs 

retened to In tfic Atteolrmont.
Pleasc 3nsuro th,{."11 @van.t4as an providocl ts Al,}srEL ar e rndrcr durgenc'y, es w. bolgvr tryy n*.y bc of roievanor to rusGlt 'lft;;hbh trproocecting .pro., lr w. hivc ircvisusV inOetoo. 

- '

Yor.lrs sinoore!

5QgE{5ROAD,}t[JguRt{E V|GTORIA -FosrALj p.o. rdx zl4!. sr Ktr-DA RD. tvGIJouRNE vIcToRr/L 3gc{ t fVTE EPHoNE (03) r21 73* FACSIMIL& ((R) s2t 3o2l 
I l+5



19 January 1994

Ms. E. Jill Cardiff
Office of the Commonlrealth Ombudsman
6thFloor,
405 Collins Street,
MELBOIJRNE. 3OOO.

DearMs, Cardifi,

, COMPIc4II{TAGAINSTAUSTMLUN TEIECOMMUNICATIONS AUTHONTY

On Thrusday 13th January, Mrs. Ann Garms and I attended a meeting with trro officers of Austel,
Mr. John MacMahon and Mr. Bruce Matthews.

In order to save time and misunderstandings, lvlrs. Garms and I took to that meeting a written list
of questions. We believed that those questions could and should have beep answered by Austel
without reference to a third party. A list of those questions is attacted

Irdr. MacMahon refused to answer the questions because, he sai4 he bad beel'informed by a Mr.
Black ofTelecom that Telecom and the Telecommunications Industry OmUudsman C[.LO.) had
come to an agreeme,lrt whereby all requests from the C.O.T. Case Me,mbers would be passed to the
T.I.O.and the T.I.O. would decide ufretherthe infornation shoult tre made available.

)^, This seemed to be to us an erffaoldinary state of affairs and at our reques! the acting Chairman of
' 

Austel (Dr. Horton) joined the meeting. I told him I had just spokeir to the T.I.O. who bad said no
such agreement bad b€en reached.

Dr. Horton said he knew nothing of any such arrangement and instiucted VIr. MacMahon to check f
withtheT.I.O. the following day.

Weleftthe meetiqg, still withthe qucstions unanswercd

Our zubsequcnt enquiries revealed the following.

. A meeting had been held at Austel on 7th Jantrary atrcnded by:

Dr. Robert Horton (Acting Chairman, Austel)
Mr. Neil Tuckrrell (Member, Austel
Mr. John MacMahon (General Manager, Consumer Affairs)
Mr. Steve Black (telecom)
lvIr. Graeme Ward (Ielecom) .,,

#* t46
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Apparently the matters raised at that meeting included an agreement between Telecom and Austel
tnat att requests forinformation be sent to the T.I.O. for a decision on whether the information
should be made available.

, A telephone call was phced by Mr. Black, to the T.I.O. during that meeting. The loud speaker
fimction was used, so that all meeting participants, including Dr. Horton" could hear both sides of
the conversation.

i' The T.I.O's recollection of that cgll is set out in his letter of l4th January 1994 to Dr. Horton and I
attach a copy of that letter.

We believe that Aust€l's behaviour in this matter is reprehensible and warrants investigation by
youroffice

If no such agreement existe4 we were lied to by senior management of Austel.

Even if zuch an agleement had existe4 or Austel bad ptrpo.rted to reach strch an agreement with
Telecom, Austel has sought to abrogate its duties and powers in relation to its consrmer protection
firnction

We viewthis as an extremely serious matter and ask that{ou

(a) intervene on our behalf to encourage Austel to provide the information requested.

) r  -
(b) investigate the propriety'of the actions of Austel's staff, in particular Dr. Horton's

disclaimer at the meeting of 13th January.

.O.T. CASES AUSTRALIA

encl (2) th6



Internaf Memo

Subject

-Alan Humrich
Manager - Ccntral Region

Trevor Hill

frMGt C.eleg.g.1g1
To
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Hctrort Oporrlfoar
Oprai<ru Switcfrirp Srpr
(l'{ct)

9 /$ Coilins Sr
tr+s0
Artilr

T€t+frrn
F8ciil.|c

llTr.ry statement on pBX groups forBCI repon'Rotary Hunting 6rori s*oy

20 January 1994

03 6'/23{
03 A509!5

Date

File

I
l

Attention cc. Kevin Dwyer, OSS

In response to your minute of 20 December 1993, OSS (Metb) would like ro sr.rmmarisc itsresponse in terms of the three points put fonvard as fotows:

Generally the DPRs reccived, urd the-s'bsequTl investigations have found that the causc ofsome wrong number / busy when &ce complaints weie causcd by the Don-opqiation ofpartic.lar rzck RA^{ relays au. ,o n. t1i.un!' oitt.'.-.*r. h rl, un-opcrated position.
:'::*"":Tjn:,i,i$;;'ilil reravs, i "*i* amounr oreffon r^ uon put into
The resultant investigations revealed that relay armatures werc sticking due to a phenomenatermed "wear frit' or 'fretting' *i.r" airborne 

"iL ""i 
drrt -d/or- r.nj.'o*ia. particres

ff #ff 
'"#:rT::Ti:Tti'"',':,tj.,:l:rrt4,;;i,rhispasetypemateriartendsto

buird up around,n. .pl:re backsrop-;; J'":''lllllli, ir,:ffi r;f,::T:iff il:
;n:i*:I:t" 

backstoP'r 
" -'r'ung ;oint'

During the mid 80's a comprehensive study into relay wear was 
!9ne br oss fMetb) and one

'of 
many findings was thar Urry *f,.n free iroblem Lro.i.red with 

lry relays sricking werereporred to have been detect riay aurof exchang., ,r,.i*.re responding to ti,. survey.

: u:'Ji"#,l# l'J:& ilf : Jr i j il : :# Tf" iT,l,:r:f 1, T or r : r,, ? rea c h, h e:ffi9r,
calling cusromer compraints wit quickry read ro a fautr(pcrhaps over a 2 to 4 week periooll"a io.rr .*on il';o;::frrTi?:"f;"fi1'1,:irT1:
lffi:1J:?ffiTriffi"'uJ' ""e''-"o, inrt.rrinfii. .pp,op,i,t. wcar shims wirr remove

l\i

I
l
I
I
I
j
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Based on the evidence of manual testing and as indicated above. the test calls conctucted by NNl, theproblems h(Thlighted in work specinEiion T 9023 *"r" noii"en to be affecting the above mentionedq,stomer' ll strould-be noted that nve 1s) of.thJ I tBX iinesinctrxtino the dtredory tine were withinSLA/B racks that used tarer version ruil'i *i.ir rrtiJ'# irrig-l"d in ry-rr,. a way rhat the s{ickingarmature prouem mentioned in T 9023wiltnotbcc,rr.-in;; €) of the auxitiaries in these s[-A/B ractswere in the rirst four (4) rines. Thererore ir a.pmur"r- oiJix,ig nqil rerays In the $LA/B rac&s existedits effect rrouH be minimat. At tdsi#Bi nct .r* 
"oni.ii.o 

the tater vesion-t? RAM retays rheyalso could not be consirJered a fa-or i_n o;ing tnr- p-u*,r complained or. other workspecilicatiors retating to PBX 
"qripr.ni-*ere 

completed on the 3tE6pp. gmup in 19E4.
The general exchange customer complaint rate both before and afler the cleaning operation di, ndalter significantlv. a1o 

1or oio ne Jmitaint inciden" i.r-o"*on., pest & weed controt. Thecustorner moved work operarions from uiio"ton, ro nl"turrr in .luty tss:.

General Comments . Effects of Sticking RAM Relays

The 'slicking 
RAM retay' appears ro resutt from a buitd-up of a brack deposit between the heer of thearmature and ils non'magneiic metaf back-stop strip. Thii oeposit appears to hord1tre reray in the un-operated Position or to slow down the operation or uie ieray-srifrcienily to cause terminating ca,s to bei n conec t l y  s€ t  up .  

' '  - " -  - r v !Y "v "  v '  ' r rE  r s ro ) r  ) u l l l (

In circuit terms the digit store relays in the CD'SM operate rack relays 1-2DS1-10 & 1.2us1-lo (RAMrelays) according to ,l: 1.I. I units Jigiir rror.o los = t"n 
---it, 

US = units digil). The non-operationof the 2DS1-10 & 2US1-10 ,uf.n Oue li, 
"ri.xing;

' 
it;$lrt# 

bv'path testing by limiting the available paths for setedion. This coutd tead ro inremal
' their noroperatior also piivents rhe operation of the 1-2D & u retafs in the sLl,illS. The non-operation of the lD aygl0i !!grars preven'he operation of SLB horizontars (1-10).' the non-operation of the 2Ds1-14 Z,iuo.12us1-10 retays atso prevents the operation of theappropriate SLA horizontal (1-10) and vertical.' The non-operation of lhe'rosi-ro-or 1uS1-10 retays open circuits the testing parh ro thecuslomers .c. wire. causing a false busy resufl. ,r

'l

l
l
I

l
l,g

ls=deicnbed rb"G- qrn
cqqeAq_iug !-ole,_Uu_t 9,. On g .@
5, :_f |t31t s_1_t L"l,'_', jn p l i ne ; u-ri a i 6 t :;I, jtr r ;Fd * *1

I
I
I
I,

The faiture of SI_A/B horizontals vents lhe a-d wires- h switched

:f ':.:*:F':*lFllrril;ffi i#iEjbffi

IB:.t;rlYl:LTY,l:t: i:i:?]-?^yyjlrjvl-ogerare ro transrer rhe serecred auxiriary rine ro rhe:3".:li lt^:",I ll1,::f.,:;:ffi ;'#;il',0",i,0"i.i,''rliTffi::T;:,;il;:r',T'9"#-ff# n:
:j::=t: S;r,,:: ,T."s^i:.: :rcurs and rn. .rr.i'ir''r$,Jiui"io=;;;.#.":h,;: ;::"J:#dii;?

catter.immed-E@

\Mth resped to the SLB/PBX rack. the 1-1M1;1. relays (RAM) set up the transfer of the direclorynumber lo the PBX equipment. tf one oi more of tnese'retayi-ol nor operate then the pBX equipment
ill J.il"t:,t#fitJ'iJ,ffigtr titt t,p!*itii. and the direcrory line urr be serecred. Busy may resurt ir

because of the incomplete transfer of the

I
t
J

selected auxiliary ts
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lf the RAM relays in.lty gtYP lwifclring stage. for exampte GtV. experience sticring probterns,calling cuslomers coulct find catis to'the thiusanct line numbei range fait in a .no progress. condition., 
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MANAGER . NATIONAL NETWORK TNVESTIGATION

:'J,9

l
I
I
t
I

t

I,
J

c4utlg r use ousy tonE-E-i6

800 42ii lh6n



DAWSONS PEST & WEED CONTROL

I RELAY I LINE I NT'MBER I REI.AY I LINE INI.'MBER I
I psxzs I pn | 3tE6622 I psxzr I prn I grs0o00 |
I  lArrxr  l3 l86szr  I  lArrxr  l lsosss I
I I Ar,rxz | 318 6205 I I Arx2 | grgozss I
I  le txs lg teeazt  I  lauxa lg ts64ss I

I PBX67 | AI,IX8 | 318 562r I PBX6e lAuXs I 3rr60s4 I

GOLDEN MESSENGER

'  lAr.rxr l tzsoogq I  lAlrxl  lEzgoeu I
I  lAr,rx2 l32e0sl4 I  lALrx2 1329033r l :G
I  lAr , rx3 l32e0re4 |  lALx3 13290731 : t -
lpsxcE larx+ lgzsoozt  lpgxaqt lAux4 lgzg00Gs !<-
t  lAr jxs 132902er t  lAtrxs 1329067s I
I  lAr , rx6 lgzgo0gr I  lArrJ(6 lgzg060s I
I  lA I , IXT l32e0Eel  I  IALIXT 13290s25 |

I I Aux l0 I 32e0402 | | Aux l0 | 329023t I

I I Anx t3 | 329 0642 | | ALIX 13 | gZg 00re I
[ | Aux 14 I 32e 0E62 | I AUX 14 I 3290s4s I

t

tl

TEST PBX WORKING PBXs
RELAY LINE NI'MBER RELAY LINE NUMBER REI.AY LINE NT'MBER
PBX 25 DIR 329 7444 PBX l/17 DIR 329 7355 PBX l/13 DIR 3297t33

AIIX I 329 7081 ALrX I 329 7752 ATIX I 3297367
AI.IX 2 329 7401 AT.X 2 329 7957 AT'J( 2 3297457
AI.IX 3 329 7741 AI.IX 3 329 70d.2 AI,IX 3 3297867

PBXZT AIIX 4 329 7749 PBX I2 AI.IX 4 329 7443 PBX lt22 AT,IX 4 329TR4
AUX 5 329 7969 AT'x 5 3297663 ATIX 5 3297254

I REIJ,Y I LINE I NI,'MBER I RELAY I ITNP I NI.'MBER I
I PBX l I DrR | 329 7822 I pBX l/3 I DrR I ZZg ZUS I
I  lA r . rx l  l 32e7 ls8  |  lA r , rx l  1329700e  le

Figure 7.3 ll*6 l:
4 l
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COMMONWEALTH &  DEFENCE FORCE

UTDAM
6th Floor, Aldersgate House,405 Collins Sfeet

20 January 1994

lilelbourne Vic.30OO
Telephone:(03) 6'1 4 3911
Facsimile: (03) 629 3138

"008 t33 057

c 941677

a,
Mr G Schorer
Spokesperson
C.O.T. Cases Australia
P O Box 318
NORTH MELBOURNE VIC 3015

Dear Mr Schorer

I am in recsipt of your letter of 19 January 1994, received by facsimile today,
in which you complain about the actions of the Australian Telecommunications
Authority (Austel).

I am seeking Austel's comments on the substance of your complaint and I
shall contact you again as soon as we havs considered its response.

Yours sincerely

Senior Assistant Ombudsman
5

llr7
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*a*ilsuary.l994 .-

MrJ R Holnes .
Corporarc Sccretary
Tclstrl Corporation Ltd.
38th Floor, 24zEr&ibition Strect
MELBOIJRNE. VIC 3OOO

' . : '  '  - '  ' :- : 3 - '  ' .  ! ' t  :. 1. "-t. Cl-:r"t 3rtr
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I receivcd complaios from &rec of tbe 'COT Cascs', Mr Graban Schorcr, Mr Alan
S6ith and Ms eon Cams" conccning TELECOMs bandling of thiir applications
nndcr the Frecdom oflnformation Act (FOI Act) of 24Novcmbcr 1993 andzl
Deccmbcr 1993 rcspectively.

I have sunnariscd Mr S6ith's cooplaint as allcgingthat TEIJCOM unreasonabty has
dcci&d to apply cbargcs to his FOlrcquest and tbat thc cbarges will bc considcrable.

lfr Schore/s complaint is that TELECOM unreasonably refirsed to remit thc
applicatiou fcc and is proposing to imposc proccssing cbargcs'

lvG Garns also has comptained tbat TELECOM uureasonably is impoSing charges.

Nl tbrcc esscrt that tbcy rcquirc thc information to.tluPPort tbeir submissions to tbc 
'

inminctrt rcview in accorUancc witb the Fast Tracli Sctlcmcnt Proposal (F[SP) ag:ecd

bctween TE-ECOM atrteUimf"ffi'Aa"tta Uy belthcn retcnant Ministcr.

I understand that thc FTSP providcs a basis for a Proposed Arbitration Proccdurc that

may bc applied as a dispute rcsolution proccss additional to thc Tclccommunications

Industry bmbudsman s.h".". I also understand thatTEI-ECOM acknowledges thu

tbc COi Cases proposal has assisrcd TELECOM to clarify its views about disputg

rcsolution proccsscs suiUblc for small business in the future.

Aardy lt iCimponant hat the FTSP be given evely oP?oruoity to achicvcits

ObjqCtives. lsilaqsc 2(c) stipulatcs Ualtnc review will bc primuily bascdon

documcnts and written submissions and that cach party will have access to thc other

parry,s submissions urd have ttre opportunity t9 qpond. TELECOM should facilitate

L..t. by thc partics to rclqvant iniormation-. Furthcrmorc, it is important that

TELECOM bc sccn to bc co-opcrating as far as is rcasonablc'

th8



I! ttc circrrostaaccq tc of rcccss to iaforantioo

Acco{dingly. irisfl l#"*"ffPff :Ho:x,n-rC*i:'.*G*;ilJ;:;ffi ;l5.1?***=.,1:l1fggy-*ry :rr *i";* ;;fr ;'ffiffiT
*.:.* g:g{.o lgj$ whicb is requircd,o .oiori ;i.i;i[i? ;'prcs€nt theircascs undcrthe FTSp.

In vicwofrhc i gf th,g FT,SP, I thir* that TELECOM should rclease to v
,t9 the{ssessor,

[g rnake 3g

considering an
-T-tl:"9"1-Tg^grr*. sh.o-urd vou dccicc to wiolou rbr" aGiit, i,
:Tl^:5tr..Y:i9: _.ppliTo.if you wourd dcscribe tbcm so that thcy *irrr.aa informed judgeacat as to whethcr to p'rsuc acccss e-rgh ,h" Foid.;

I sbould bc grarcfut for your carly comments o! my vicws.

!!oua you ofFtccn wish to discuss any of the forcgoing thcy could couractJohuWFackon 06.2760153.

Yours siacercly
nC
{y\

PhilippaSnirh
Coononwealtb Ombudsma n.

tnc_FGF_isFrhffii;,b,b
iaccst, i! 6e coacrt_of s Z9(5) ana gOa(t)G)(ur) of&c FOt Acr.- i.EJ,l,, ,

a

t

.%

i4

i shourd *o .gl your ancation io scction 14 of tbe FoI Act which.starcs:
lfothing is rhis Act is inrcnded to prevenr or discourag" lrfi"i;i";;d agenciesfrom pubtishing or gtving access to documeats (iacluirag cxeapr documcots),otherrvisc than as rcquircd by this Act, where they can propcrly do so or arcrcquircd by law to do so.

, )
svrw sw cvPur.ut|r t"_Tll(c an aPpuCiuon uoder the FOI Act if thcy requirc furtherinfornatioo which qf_cgM r *, prepared to r€rcasc withoq considering an

tL8
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20 January 1994
:Mr A Humrich

Oenerar Manager, Central Region
Network Operations
Telecpm Australia

Facslmite 657 3529

Dear Mr Humrich,

v ERIH C Afl Ollfi ESTS FQF r D lFFl c U Lr N ETWORK FAU LT CASES

As discussed:latg.dasty.qaa;wi,th''Mr;J;Gitsham. the followingcomments are otfered
on your draftsetrbf;vedfil0albn'{est$forpublic switched telephone services with
re cu rri n g s ervi ceediffi GtrJtiFss

General Commenti l

The tests would be applicable to avery small percentagg of customeni, and the
emphasis should be on going to great lenghs to ensure the absence of any type of
fauh condition rather than on minimislng the amount of effqfi lnvolved for the
carrier.

The purpos*ofsurctrtesfis$rrordcbbetbmsaue.thaeagarticulansenice has every
possible'liklihoockoSlurmkhgcolrdtyy. Ftior,lc,aiservicearmplaintbeing escalated
to this level, Telecom's'normal,.te$ing:randimainten"n@,idlvities would have failed
to remedy the situation from the customer viewpoint. \/lfih this in mind, the
verification testing should eliminate all potential sourcesof seMce difficultles.
Therefor* thedra$:set'o$testsgrryetrarenol:sesrrtohe,sufliclently rigorous or
extensive-eaotrrg$:{ooaf,Cibd[foxtotttee.tym of issrvltd

ln keeping,,with, this.apoaotr; theruseoJtheterm -DEdrable Outcome" for test
re sults i s i n appro priater a nd S horildJUechangred to'' E3sentltl' O'utcome'

Specific Matters for Consideratlon

' The customer specific line tests nominate outcomes for lnsulatlon r€sistance
ancl foreign battery whichareconsidered to be at the margins of aoceptable
performance for any customer, much less a customer with a demonstated
history of service ditficuhies. The essentlal outcoms 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
plant shoutd be thoroughly investlgated and the caiJses removed.

R 04S2 r
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Lt..t" of outgoing call funclions should also be performed, as we1 as checks ,of transmission ouality. Tests involving the cusiom.is egurp311- iiijrro o"conducted to eniure frtat tr,ere is no'ialii'i-nfiil;;l'pment.

The customer specific.exchange tests should also examine asp"as of thelocal exchange which have thd potentialto affeaine c,rstomer. Forexample, :
- processor performance and loading in computer controlled

exchanges should be checked, and ma*ei iiglsteilno otne, 
( a't < +'t-

common equipmenr operation in crossbar exch?ngeJJfiolii oe ,checked 
,' alarm and eichangg perlormance records shoud be eramlned forany possible servlceraff€etingconditions ' 
-.- bi/)'','',i '7(

- customer originatinggaadrtenninating:.classifications should be | ;1 i,; . .checked

- 
:lsl9mel speeilidaraoemissisnrsygbmslsuch,as,thoseinvolved in pavf,. -:) ,RCMs,shouldsectbekbdrthbo,iriutyi. pr; ltc ..vcc-.,).

The public network_callolliv.ecrtestssaei€eorte3ls{a6squatedn scope, butthe number of cail attempts froin each toCltion 
",ou-6 neeO to beconsiderably greater to produce results with any statiqucaistgnincance

J*#:.J: j:rll.jf ."-ll.1:l:_g?]ip!eT9is;iqlinliiuodsd${canftriodsof ti m e w h e n l h e cu srosree nuou td. e l pperh ig b rtrdaJi Hjirll*', ini"Sl nu"rgl9?1"_1T.u_s_rb?:T.Trrriglherhearrnued'&leretssegggGddn,tr6dr"ft.

D

a

3

t ;

' Where test results do not meel the essential outcome, remedialac{lonshould be taken and the relevant tests repeated to contirm,cocngt netu/orkc*.4< opgratron 
'v 'v'v'q"r tsrri

t t ru st t h e ab-o ve cr m m e n t s :providery gu, wit h iAUSiFELis vieul o0 wh ahyvsu ldrepresent a firm basis for furtherdevetopmennoflthtterineriiJnteobppgram.

Yours sincerely

Specialist Advisor
Networks

Ro4az? l|Cl
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143L3+.AUSTEL

AUSTRALIAN TELECOMMUNICATIONS AUTHORITY

s3/0s96(8)

21 January 1.994

Mr PaulJ Rizzo
Group Managing Director
Finance and Administration

FAX: 634 6410

Dear Mr Rizzo

In my letter of 13 January 1994, I 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 TlO.

Mr Black has not been forthcoming in evidencing any such agreement, and in
a written statement from the TlO, 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
I idea on the part of Mr Black. ,

As a consequence, and unless I 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 sincerely

(.t$a

Dr Bob Horton
Acting Chairman

.l

'1ffirt:'
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5 QUEENS ROAD, MELBOLJRNE' VICTORIA
POSTAL: P.O. BOX 7443, ST KILDA RD. MELBOLTRNE' VICTORLA. 3004

TELEPHONE: (03) 828 7300 FACSIMILE: (03) 820 3O2l
/fo
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Subject
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fieleg.gggp
As listcd 

t|ct|rortOpcnUons
Csnhrl Arer

AJan''rarich . 6rh Floor astTorrer
Gencral Muragcr IffiT: 

l5l Roma st
&slnltaREQUPST FOR TEIECOM

tft-il.,-.' l-'f'.--''-:-T1+t*" ot s3ttzr2
llf 

- . Frcstnrite oT 2s64Z4T

Ifssl{arshalt -Nationat 
_Ganerat M Op*io*glck Banv' A/crencrar yT"so, *e#a-#oF#[r*"-Ell#;*"

John scamo's - Nrtlonat Marig;r, r.rr*o* pcrforrnancc
ran comporr - Nationar LrurasE 6;r";; il;;; supportr-es cluhbertain - Netrrrork 6;.ril;t Muuger, Mctro BrisbaaeGreg Banrristcr - chief Engi"r*,.M;rrtpra &-Transnislion Tecr'rorory

i

Thc attached request 
t s_rg:-g foryour acdon- Thc ruthor of thc requesl simonchrlmers, is from rrceltiu q5olfir,ilj; a pqg", r"r.*r:, solicitors. I nrggest that youacdon this request not just rot til Ji customeffi mentioned but a,lsb for Mr G Schorer aadMr A smhh inorm.tion that has froriourry t;';;; tbc vicwrng Room wi, beacccssed ftom thcro' {t-is1n-portant to note ttrat rratcrial that is not pr6duced for thisreque$ cantrot bc uscd in Tctecom,s defence.

/L7fu
AlanHunrich
GENERAL lvfAIvAGER
NETWORK OPERATTONS
CEI\ITRJ{L AREA

finA t{l
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YUildWII.E
SER'zCE NO, (03) 2t7 TooI

MrG. Schorer
lvfaoagirg Director
Gotdalvfcssenger
P.O. Box 313
NORIIIMELBOIJRNE, Vic. 30sl

DearMr Schorer,

I rderto your &ccimilc of20January t994.

Mr Rizzo is the Group Managing Director - Financc end Adninistratioq and hisresponsibilities irplude those of the 
-corpor*o 

secretery and corporatc solicitor, both ofwhom have irucrests in thc difficult rrutrr issuc and *lut u, Rizzo are consrlted whenTelecom is considcring its position on this matter.

Rqrding Telecomls managemcnt now authorised to deat with coT membgrs, thc position isas described in my facsimilJof 19 January

I luve noted your concern about Freehill Hollingdate & page, end confirm that Mr smithsbould now deal direclly with fi nurrrr o.-i* il"rk- othu, tr,- ttnough FreelillHollingdale & page.

Mr chalmers, for tbe-timo being' has been seconded to the Telecom customcr Response unitteam' and will from time to tinre be neccssarily asking roi inrormation. r{owever he does soas a member ofthe tearn under the administruti* airiuoo ofMr Black.

Yours rincuely,

Ian Campbell
MANAGING DIRECTOR
COMMERCIAL BUSINESS

-

GonnrdC I Gonruncr Burlner

Level 5
242 E 6lbl[on Sheol
MELBOURNE VIC SOO(}
Atrtnlla

TolEhone (031 634 6ozr
Facsimilo " (03) 634 3S16

t52
I{'5lr! Corporatiofi | rmit!d
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{O MARKET STREET
MELBOURNE VICTORIA

TELEPHONE (O3I 617 {5I7
INTERNATIONAL +6I ] 6I? {6I?

FACSIMILE (01) 6l? 1666

DX 204 MELBOURNE

POsTALADDRESS
cPo Box 769C
MELBOURNE VIC }OOI
AUSTRALIA

DIRECT LINE

(03 )  517  45s1

24 January 1994

BY COT'RIBR

PLB 928549 FJS

Dr G Hughes
Hunt & Hunt
Solicitors
2lst  f loor
{59 Coll ins Street
UEI,BOURNE 3OOO

Dear Gordon

COf natters

Following
Procedure

on Thursday last, I  now encloge revised
consideration.

'  t .

I make the following comments upon it:-

The underlying aim of the Procedure i s for it to be workable
and ,f6lnv

previously entered

2 . @ether or not the Procedure should come within
the of the Victorian Conrnercial Arbitration Act 1984. ;ffismqr

at it should. Relevant considerations were that uiider
Comnercial Arbitration Actc

you are entitled to adnriniEter oaths and affirmations
(s le (2)  ) ;

aubpoenaea can be Lesued to conrpel the productlon of
documents (S17);

if a party or witness falls to comply wlth your
directions, appllcation can be made to the Supreme Court
(s18) .

t53
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"",, 'Hunt 

& Hunt
. 24 January 1994

3 .

4 .

5 .

5.

Further considerations ares

. aome of the procedures adopted are somewhat novel in the
arbitration context e.g. the use to be made of the
Resource Unit. However, ,Ffbltfltlon pr0iedurea are#Hfnt, /

.- te'be flexlble and, provided the parlies agree, as*t'il,ey
will have by signing the Request lor Arbitiation, this
does not concern mei

. under Section 38 of the Commercial Arbitration Act, with
the leave of the Court, there i_s thefiqhti;to:appeal,on a
question of law arising out of an awir"dl rtris ri-ght ot
appeal g$n.rFe*91c1-qdpd under section 40 by having the
part ies ' tnter- i . r i to ' -ah' ,exclu6ion agreement, , .  Sucf,  an
exclusion agrebment can only be entered into after the
arbitration proceedings have ',comenced,, (Section 40
(6) ) .  Pursuant to Sect ion 3 (5) the arbi t rat ion is deemed
to have ncommencedn once the Request for Arbitration has
been signed by both parties. The possibil i ty of having an
exclusion agreement could be discussed at your init ial
meeting with the parties;

. it is provided in crause 6 that legal representation is
to be at your discretion. This is in line with Clause 2
(e) of the fE-aetr*racJsi:;,tgreeneng. Section 20 however
states the ciicdriibtariCes in which an arbi.trator is
required to grant legal representation. This regime
cannot be amended by the agreement of fhe parties. In
practice, the issue of }egal representation wil l only
arise if you require oral submissions and.even then there
is to be no cross-examination. f would not anticipate the
issue of legal representation being of jreat moment.

€nrbalance-{t-was =decidedi.that=.lt' tlould be preferable to haver
th€ Procedure operatlng'under',the Comercial Arbitration Act.,;

You will note that f 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 p-ovided that
all four claimants must agree to the Procedure before there ie
A binding arbitration agreement with respect to any of thern. I
would be interested in your thoughts upon this.

As you would be aware, Section 14 of the,,,€gunst:clal ArbltratLon i
Act allows you, eubJect to the Act and to'-the Procedure, to
conduct the proceedlngs in such manner aa you aee fit. Thie

*"-glves lpu a htgh degree of fleriblllty.i However othemise, the'* Pfocedure mugt be conducted in accordance wlth the rules of
,,,n!tuf!l luatlce. I

I will be interested in your thoughts on Clause 8 whl-ch relates

Slrlni"*il?lii"nSlll;rt.:H:?n' it best to defin" ":.ffi.,3
In paragraph I on page 8, you will note that I have 1
for any loss suffered by Telecom aB a result of bfeaeh of the
confidentiality provisions to be determined by arbitration in



:2d:'January 199{

accordance with Section 22

our ol6cu6s
E-1.6!@grE-W

thought this might be a workableoDr I
thismanner of dealing with dif f icul t  s i tuat ion.

7. once you are t_rqppy with the suggested Procedur€r I suggest you
.. convene a prelininary conference with the parties to discues

the Procedure and also to discuss the possibility of exclusion
agreements. At this conference you could also infornr the
parties that you will be infornring AUSTET in accordance with
Clause 2 (h) of the nFast Track' Agreement.

I look forward to discussing the suggested Procedure with you after
you have consldered it.

9"'rurcch-
F. J. SHELTOI\

encLosure

\

/53



Humrich, Alan

- h'3'1fl2f--=

From:
To:
Subicct:
Oatc:

Gamble, Peter
Humrich. Alan; Lean, Maurie
FW: Golden Messenger - CAN Measuroments
25 January 1994 l5 :18

Atan, Mauria, this is interesting following on from our discussions yesterdav. The customer concerned
has 6 directory numbers and itotal of 3-0 auxiltiary numbers.
Peter.

From: Gamble, Peter
To: Pendlebury, Bruce
Cc: Rumb_le, Paul; Qlake. Ed; Special Case Invast. Comm. Vic; Pannell, Mick
lubieq! Golden Mdssenger - CAN MeasurEmens
Data: Tuesday,25 JanuCry lg94 3:l4p$ 

+:_
Bruce.

Following ths measurernents tak€n on the CAN for Golden Messenger today, two potential problems
havc been located.

They are:

1l 329 7009 has a probable high resistance joint or similar problem.

21 329 7734 has a double iumper on the main frame cable pair side (cable 6 pair 16661.

Would you please arrange for thesE to be followed up urgently.

There are also three enors in FACS - the cable pairs listed are incorect - as fottows:
!

1t 329 0331

2t 329 0731

31 329 006s

An anemptto locate the conect data was made, but wifrout succsss. Accordingty, measuremens
w€r€.lrgl takeq on dtese tlree pairs. lf tfie correct cable pair information is abte t1'6e obtained, thin
measurements on these pairs will be arranged.

Should you have any queries, please contad Mick Pannell, Power Co-ordination directly.

Peter.

Page I lfirn



SCHORER.DOC

TONY WATSON
:BNU -  BUSY NOT IN USE
: - DOES NOT EXIST
:CUS - CUSTOMER

r r r t r r r r r r l t l r . . i  
N o  w I p  D E T A I L  r r r t r r r r t r r r r r r t r

. i i t l l l l r r t r t l r t r r  
N O  P A R T  D E T A I L  r r r i r r r r t r t r r t t i

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATI\E

=  5 0 0 t / , 6 t 6  s T A T t t s
= 259294 TELEPHOIVE

GOLDEN MESSENGERS PTY LTD GRAHAM
493 QUEENSBERRY ST

/  0 t / 9 4

CAILER RECEIVED RVA FORM STH YARRA ARE"A TO 2860055 ON 190194
AT LL:27, RVA-THIS NO. IS No LONGER AVAII.ABI.E...
A.bIOTHER CALTER REPORTED SAI'IE FROM SUNSHIIIE SEE 55572?14
ALSO A CALLER FROM MTH MELE SAID THEY RECEIVED NO AI{S9TER
wHEt't RIltcrNG 2850055. . . sEE 555?2723
:RVA - RECORDED volcE AI\INOUNCE{BII
:NRR - NOT RECEIVING RING
:CUS - CUSTOMER
TRH/OR HINDSON WILL CONTACT PHIL COLE.TSO. .
Tot\ry wATsoN 20/0L/94

t t t t t r r r r r r t t r t t r  
N o  w l p  D E T A I L  r i r r r r r r r t r r r r r r r

I t t t t t t t * t t t i t t t t  
N O  P A R T  D E T A I L  f r r t r r r r t * r t r r ! r r

/
l . :t

NTH MELB v l c  3 0 5 1
2 0 / 0 t / 9 4  1 0 . 3 8
2 0  /  0 L / 9 4  1 1  .  1 0
CALLER RECEI\ED RVA FROM STH YARRA TO 2850055
2 0 / 0 L / 9 4  1 0 : 3 0  s 8 1 6 7

ORDER
CUSTAMER

CALTED IN =
CLOSED =
DESCRIPTfON =
NARRATIVE =

566127L4 STATUS = CL
259294 TELEPHoNE = 03 3290055
GOLDE}T MESSEI{GERS PTY LTD GRAI{AM SCHORER
493 QUEE}ISBERRY ST
}fTH MELB VIC 3051
2 0 / o t / 9 4  1 0 . 5 4
2 0 / o t / 9 4  1 1 . 1  0
RVA INCOMING TO 2850055 0N 19/01 /94 .  ,
2 0 / 0 L / 9 4  1 0 : 5 0  s E 7 6 7
CALLER FROM SUNSHINE RECEIVED RVA ON 19/01/94 CALLING
2860055. REPORTED VIA TRS/OR HTNDSON.
:RVA - RECORDED VOICE AI{NO['NCE"!E!N
: - DOES NOT D(IST
:CUS . CUSTOI,TER
TRB/OR HTNDSON WILL PASS ?O PHIL COLEIVSO. .
TO!ry WATSON 20/0L/94
RVA-UNKNOWN, CALLINC NO, WAS 3L23796. GRAHAM SCT{ORER SEN'T
A FN( II.IDICATING THAT TIIIS PROBLE{ I{AS OCCURRED 3.5 TTMES
PER WEg(  BET9TEEN 15 :30 -1d :00 . .
TINY WATSON 2L/OL/94

t t t * * * f t r t r r r * r t t  
N O  W r p  D E T A I L  r r * f r * l t l r * t r r t t *

t t i * i t r t r r r t * r r t l  
N o  P A R T  D E T A I L  r r t r r r t * r r t i t r r *

= C L
=  0 3  3 2 9 0 0 5 5
SCHORER

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

s6672723
259294
GOLDEN MESSENGERS
493 QUEEXVSBERRY ST
NTH MELE
2 0 / 0 L / 9 4  1 0 . 5 9
2 0 / 0 L / 9 4  1 1 . 1 0

STATUS = CL
TELEPI{ONE = 03 3290055

PTY LTD GRAHAM SCHORER

VIC 3  0 5 1

NOT RECEIVI}IG RING ON 2850055 FROM NTH MELB.
2 0 / 0 L / 9 4  1 0 : 5 5  s 8 7 6 1
CUSTOMER CALLING 2850055 ON
REPORTED VIA TREVOR HINDSON
:NRR . NOT RECEIVING RING
: - DOES NoT EXIST
:CUS - CUSTOMER
TREX/OR HTNDSON WILL PASS TO
TO!ry WATSON 20/0L/94
MR SCHORER SENT A FAX WHICH

L9/OI/94 SAID CALL RANG OUT.

PHIL COLEI{SO. .

INDICATES THAT THE CALLER /88
137 R3?898



SCHORER.DOC

WAS RINGING 3290055 AI \ ID RECEIVING ENGAGED.. .NoT As AsoVE.
T H E  C A L L E R  R A N G  B E T h I E E N  8 : 4 5 - 9 : 0 0 ,  l 0 : 3 0 - l I : 0 0  &  l l : 0 0 - 1 4 : 0 0
ON MON,TUES & WED AIVD CONSTANTLY RECEIVED ENGAGED SIGNAL.

NARRATIVE = ToNY wATSoN 2L/0L/94
. r l r r r t r r r r t r r r r r  N o  w I p  D E T A I L  t r r l t r t t r r r t r r r r l

.  r r l l l r t r r r r t r r i r r  N o  P A R T  D E T A I L  r r r t r t r r t t l r t r i r

ORDER
CUSTOMER

s 6 5 6 5 6 8 0
259294
GOLDEIV MESSENGERS PTY LTD
493 QUEENSBERRY ST

STATUS
TELEPHOI\TE

GRAHAM

3 0 5 1

-  t - f

=  0 3  3 2 9 0 0 5 5
SCHORER

MTI{ MELB VIC
C A L L E D  I N  =  0 6 / 0 I / 9 4  0 9 . 0 0
c L o s E D  =  L L / 0 L / 9 4  1 3 . 4 7
DESCRIPTION = AUDIT MDF AS REQUESTED BY
NARRATIVE =  LL /0 t / 94  13 :34  58757

0 6 / 0 L / 9 4

SOLUTION
t t r r r t r * r r i * * ! r r t r  N o  w l p  D E T A I L  i * r t * r r * r r r r r r r r r
r r r r * r * r r r r r * r r r *  N o  P A R T  D E T A I L  r t * * * i * * r * * r t r r r

PETER CIRILLO.

: NSF - NoN STAIVDARD FAULT
:NSF - NON STA}TDARD FAULT
:QNA - NEllirORK AIIALYSIS
AUDIT OF MDF TO BE DONE BY RAY MORRIS AI{D TONY WATSON ON
0  5 0  1 9 4

=  6 / Q 7 / 9 4  1 5 : 2 4  2 V 3 3 3

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTTON
NARRATI\TE

= 56652L23 STATUS = CL
= 259294 IELEPHOIIE = 03 3290055

GOLDBI MESSEX\TGERS PTY LTD GRAHAM
493 QUEENSBERRY ST
MTH MELB vrc 3051
0 7  / L 2 / 9 3  1 2 . 0 0
L 3 / L 2 / 9 3  0 8 . 4 1
TEST CALLS AS REQUESTED BY CUSTOMER
L 3 / L 2 / 9 3  8 : 0 8  5 8 9 9 3
TEST CALLS TO PREMISES AS REQUESTED BU GRAHAM SCHORER
FROM ST'NSHINE EKCHANGE ,
:NRR - NOT RECEIVING RING
: - DOES NOT EXIST
:CUS - CUSTOMER
I3/L2/93 CSR: SE993FTELD EMPLOYEE: E993 AI"AII MILES
PLACED 410 CALLS FROM SI'NSHINE EXCIIANGE WHICH I A}ISWERD
IN I{IS OPSRATIONAL AREA ALONG WITH T{IS OPERATORS.
ON HIS PABX IKTE}ISIONS. ALL CALLS WERE AIISWERED AT THE

SOLUTION

PREMISES WITH NO FAILURES. 1 CALL DID NOT RING ON THE
OPERATIONAL EXTET\TSIONS BUT WEIIT STRAIGHT THRU TO THE
FROT.IT OFFICE AS Al{ II{TERNAI CALL, 8UT IT WAS NOT TRANSFERED
BY MYSELF OR ANY OF THE OPERATORS. THIS WAS POIIITED OUT TO
GRAHAM SCHORER, WHO WAS GOING TO TAKE IT UP WITH HIs
PRIVATE SUPPLIER.

DATE START END SYI,IPT CAUSE ACT'N E,!P
0 8 / L 2 / 9 3  1 3  . 0 0  1 8 . 0 0  N F  N  K  8 9 9 3
r t l r r r r l r r * r r * r r *  N o  P A R T  D E T A I L  t r r r r r r t r * r r r t r l

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATI\TE

=  5 5 5 4 8 0 2 3
= 259294

STATUS
TELEPHONE

- cL
=  03  3290055

GOLDE}I MESSEI{GERS PTY LTD
493 QUEEIVSBERRY ST
NTH MELB
0 6 / t 2 / 9 3  1 4 . 3 5
0 5 / t 2 / 9 3  1 5 . 2 1
FOR CAI.L REBATE ONLY.

6 / L 2 / 9 3  L 4 2 3 2  v X H 0 2
ORGANISED REBATE OF CALLS MADE BY B LOPES TO CAPEBRIDCE,IA,ATER
TO TEST FN( FAULT. BILL LOWRES OF FOOTSCRAY TO ORCA}IISE.

RMORRTS

3  0 5 1

CALLS MADE BETWEEN 11Al,{ AI.ID I.PM 29/IL/93
: NSF - NON STAT\TDARD FAULT
:RCF . RECURRINC FAULT
:QNA - NE"IWORK AIIALYSIS /.tAB

R3?89t1



ORDER
CUSTOUER

CALLED IN
CLOSED
DESCRIPTTON
I\IARR.,\TI\E

ORDER
CI'STOMER

CAI.LED IN
CLOSED
DESCRIPTION
I{ARRATI TE

Iv

'  S 5 6 7 5 2 9 1
z 259294

GOLDEN MESSENGERS
{91 QUEEI{SBERRY ST
I{TH MELB

=  5 6 5 7 5 3 0 1
= 259294

GOLDEN MESSEIEERS
{93 QUEENSBERRY St

STATUS '" I
TELEPHONE .

PTY LTD GRAIIAM

CL
0 t  3 2 9 0 0 5 5

3  0 5 1

SOLUTION

a  0 1 / 0 2 / 9 , 1  t 5 . 2 2
z  Q 1  / Q 2 / 9 , t  t 5 . 1 2
=  0 7  / 0 2 / 9 4  N D T  O N  3 2 9 2 8 9 5
=  1  / 0 2 / 9  4  1 4 : 5 9  5 8 7 6 7

07 /02/94 NO DIAL TANE ON 3292896, HAS BEST TESTED AIID
APPENRS TO BE OPEN ONE SIDE IN THE EKCR\!GE..
TO}IY WATSON
:NDT . NO DIAL TONE

DOES NOT E.\IST
:CUS - CUSIIMER

= FAIILT 9{AS LOCA!ED IN A PLUG AITD JACX CONNECIION ON TCIP OF
E(CHANGE EQUIPMET.IT ASSOCIAIED WITH THIS NT'HBER. CONSIRUCTION
STAFF HAD BEEN WORKI!.IG NEAR TITIS TREA ETRLTER IN fIIE DAY AIID
I{AY HA\TE ONKNOWI}rcLY CAUSED T TS FAULT. CTEARED AT 1700,
CI'STO!,GR !rcTIFIED BY EXCI{AI.EE SITFF WHEil CLEARSD.
TO!rY !{ATSON. ..

i t t t l t t t t t t t t t t l l l  N O  W I P  D E f , A I L  t t l t l ' t t t t l t t t t t l t

r r r r r r t r r r r t r r t t t  N o  P A R T  D E ' A I L  r r t ; t t . t t t t t t t t .
--a-----
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gIATUS = CL
tEf.EPltOltE = 03 3290055

PIY LTD

![TH MEIA VIC
= 07 /02 /94  L5 .29
=  0 7 / 0 2 / 9 {  1 5 . 3 2
= 01102194 28??099 ![RR FROU
= 7  /02 /94  15 :24  sF l67

CALI.ER FROI{ THE BAT.TK REPORTED !{O ENS!{ER TWICE !{HEN RIICNC
2877099 BEIWEEN 9:30-11:30 . CALLIIIG !.IilBER wAS 273 3333
A}TD THE PERSON IIAS ZOE.
PHrL COLENSO rns BEEN lbTtFtED, TONI( WATSON 070294
:NRR . NOl RECEIITN.rc RIIIG '

DOES NCn E(IS!

GRAIIAU SCHORER

3 0 5 1

2733333

:CUS - CUSIOUER
r i i r r r r r t i t t t r t r r  N o  w I P  D E I A I L  t t t . t t t t t t t t t t t i t

r r r r r r r r r t t r t r r t r  N o  P A R T  D E a A I L  t t t r t t t i t t t t r . t t

SCHORER.DOC

OATE START END SIHPT CAUSE
2 2 / 0 7 / 9 4  L l . l ?  1 2 . 1 9  N F  w J
. . r t . t t . . . r r . . . . .  N o  P A R T  D E T A I L

ACT'N EI,IP
Y T .  E 6 l l  -

a a a t i l a a t l a t t a a a

ORDER
Ct,STOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

SOLUTION

= 56675327
= 259294

of chc tour t lncr.
whitsc EerctnE ch. tax t  r tnqt.c.d a
cal l  rang ouc. I  c. .c.d chtr  a . .cond
r e s u I c , .

,33
* , ' t a

: C L
-  0 3  3 2 9 0 0 5 5
SCHORER

r.cond !ar( call, ghc
EIE wlEh gh. t.&.

* {t'tl,l. a

gtAlus
TELEPHONE

GOLDEN MESSEI\GERS PTY LTD
{93 QUEENSBERAY S?
NTH MSLB vIc
0 3 / 0 2 / 9 4  0 8 . 4 7
0 3 / 0 2 / 9 4  0 9 . 3 5
OL/02/94 FN( TRANSUISSION TEST...
3 / 0 2 / 9 4  8 2 4 4  5 8 7 6 7

FN( MACHINE TEST AS REQUESTED BY STEVE BIACK, TEST WAS
CARRIED OUT ON OL/02/94.
:NSF - NON STAIIDARD FAULT
: - DOES NOT E(lSf
:OTH - OTIIER
FN( E€sE ras conduccd, fan< was i.nc .urd tr.cclvd o.k.-
S/N racio ls Eoo hlgh accordlng co our Ectc cqrrlpmenc. Thc
fax uges an ISFDN llnc lor tnconinE calls and a cholce of {
PSTN linca tor ouc,gotng. Hr Schor.r did$'c knos gh. nunb.rt

GRil{rr.t

3  051
3

!

J

lf4B R378e4
*t . t ,'ar;"



@DOC

- A r t
- Jt\

I asked t{r Schorer r.'hat' happens whsn a second calL comes !n
on hrs (a)( I rne i f  Ehe lax rs busy. Hr schorer sard hrs PASX
'pu i=  che ca lL  on  ho ld ' .  I  asked how does  rE  do  chac  '  as  I
was noc, aware of anY fan< machtnes chac would know chey had

= been puE on hold; and che l ikely resulE'  was chac Ehe sending
machine would cj.m€ ouE, or lail depending on r,rhac ic heard
w h i l s c  o n  h o I d .
Mr schorer r .ras concerned, I  said I  would l ike co calk Eo his
PAEX t,ech (PeCer Hancock 61 O 7011 ) abouE Che cal ls on hol 'd
a n d B o o b E a i n E h e 4 o / g n r r m b e r s s o w e c o u l d E e s c E ' h e m r o r
Ehe s/N raEio Problen-
Dtrri.ng Che conversacion wiEh !{r schorer he mencioned
uJag;rnenc hiding chj.ngs and caping of conversacions. He

sald we may be being caPed now.
I informed l t r  Schor6r cirac che fax recepcion looked 1001 buc

o u r e g r r i p m e n c s h o w e d a S / N r a E i o p r o b l e m . M r s c h o r e r s a i ' d
- aI I  t r is t ines were checked lasC week, how could one be noisy

now.I Eried co e>rplaj.n thaE t,here q/as more involved trhan
only his l i .nes. .  .  .

' Ttre foc machine iEself ( Mr Schorer insisEed his fa)c
had been checked and was ok)

rThe pASx port may be inconpatable triEh -the foc.
'our own line couid be ac faulc ( Tesced o'k' IaEer )

ttr Schorer ofteiea co Plug the tax inco a dedicated sockeg
so we could cesi aEain, pieferably Ehe old far< no' 3284462'
Mr schorer was ,rt".61" t,o- do chi's as ic seens the sockec had

been junrpered or progranmed co che PAax'
we tesced che fa:<-agiin wicn Ehe sane resulc,, hi.gh s/n racio

= whilst t,esEing t callea the old foc nr.llnber and Ehis rang out

also, !{r schoier rras not concerned' he said the. foc.l: -1?!, -
used for business purPoses. I found ouE laEer Ehe ILne woulcl

be open aE, Ehe PABI since it was not used 'rny more'
f toia Mr Schorer I would conEacE Pecer Hancock for Ehe O/G

nurnbers and we would Eesc Ehe lines'
OI/02/gL LefE ,message for .Peter  Hancock
02/02/gq Lef t  

'message 
again for  Pecer Hancock

OAtAZtga 1 l :45,  ca l led FeCer l lancoct<,  he was in Chis Eime-

the  nunbe rs  a re  3290675 ,0605 ,0525 ,0430 .  PABX po rc  i s  rP ro9 .

iJt 
""ifogrue 

onty. The ol'd nr:mber is open'calls can'E be

pJ.aced on hold, should reEurn busy.
\ t rSZ tesEed Ehat  2877001 wouldn 'c  regurn busy before Pecer

had time co check. The second calt rang out again, I didn'E

conEact, GOLDEN aboul Ehese calls
peter Hancock moved Ehe fax from the old line co the PABX,

E h e f a x w a s n o c a l t r e r e d , s o t h e s e E ' E i n g s r r o u l d b e E , h e s a m e
as when connecEed trc Ehe exchange direct,. Mike Kyvall

believes tne probtan would be che fax noE beinE maEched Eo

r,he PABX.
15 :00  Tes ted  a l l  4  l i nes .  one  was  busy ,  bu t  EesBed  l aEe r '

Al l  cested o. l ( .  wish one Eescing s l ighcly  lower co GI{D th€rn

the resc (  3290430 was the one )  '
LO/OZ/g4 N.ConEacted PeE,er Hancock Eo see what he found when

-necking the f " , (  l ine.  He said Ehe number is  a s ingle l ine

and doei noc hunt or search if busy. It, t"ri l l  reEurn busy.

He said he moved Ehe fi l( I ine himsltC ana iE appeared Co be

o .  k .
L1/02/94 12:14,  I  s imulaEed 2 incoming tar< cal ls  again '  The

second cal l  rang,  i  dropped the f i rs t  ca l l  o f f ,  re leasing

t,h€ fdx.The fa:< inen gobf Ehe second call afcer abouE 30

seconds.
No lur ther  acc ion has been Eaken,  l ines Eested o 'k '  far<es

are c lear ,  Ur  s"hoier  tns i 's ted h ls  fa>c was o 'k '  PeBerHancock

was made alrare of 2977001 appearing co lFreue calls' he said

ON

he has checked prograrn. Tony wacson" "
r r l r l t r r t r t  N o  w I P  D E T A I L  r . r r r l t l l r l t t r r "

r r t . r t  N o  P A R T  D E T A I L  . . r r r t r t r r " t t r r

:  S 5 5 7 5 1 2 8
= 259294

STATUS
TELEPHONE

l l J

= C L
=  0 3  1 2 9 0 0 5 5

R37895

lS4a



SCHORER.DOC

CALLED IN
CLOSED

$TTH MELB
=  0 3 / 0 2 / 9 4  0 8 . 5 1
=  0 3  / 0 2 / 9 4  0 9 . 3 5

GOLDEN HESSEI.JGERS PTY LTD
49] QUEENSBERRY ST

CRAHAH SCHORER

3  0 5 1

DEscRrPTroN =  lL101/94  09 :09 .  FAISE BusY r /c  FROM 055267230
NARRATI\/E = 3/02/94 8:,19 SE757

ALI"AII SMITH FROM CAPE BRIDGEI.IATER REPORTED GE"ITING BUSY TONE

SOLUTION

CALLING 2877099.
:BNU - BUSY NOT IN USE
: -  DOES NOT E(IST
:OTH - OTHER

= ALLAN SMITI{ DIALLED wRoNG NUMBER 2877009 TLO 2871099.
t r r r r t r r r r r t t t t r r  N o  w l p  D E T A I L  t r r r r r r t l r r r t t r r t
t l t t t r l r r r l l r t t r t r  N O  P A R T  D E T A I L  l r r t l r r r t t * t r r r t

ORDER
CUSTOMER

CALLED IN =
CLOSED =
DESCRIPTION =
NARRATI\TE =

NARRATIVE

NARRATI\TE

NARRATIVE

=  s 5 5 7 5 3 3 4
= 259294

STATT'S
TELEPHONE

= C L
=  0 3  3 2 9 0 0 5 5
SCHORERGOLDE.I MESSENGERS PlY LTD

493 QT'EEI{SBERRY ST
IVTH MELB vIc
0 3 / 0 2 / 9 4  0 9 . 3 2
0 3 / 0 2 / 9 4  0 9 . 3 7
02/02/94 COT.IVERSATION WITH MR SCHORER ABOUT 11OO RECORDS...

3 / 0 2 / 9 4  9 : 3 1  5 8 7 5 7
:NSF - NON STAI{DARD FAULT
: . DOES NOT EKIST
:E.IP - EMPLOYSE
02/02/94 A8our 12:00 MR scHoRER RANG ME To AsK IF I I{AD TOLD
AI^AN SMITH OF 'CAPE BRTDGE'TATER' THAT 2877099 SHOI,{S TO BE .
AI.T ITWALID NUMBER IN TELECOMS DATASASE. I REPLIED THAT TI{E
NUMBER DID STAT AS A}I IT.IVALID NUMBER IN ONE OF OUR SYSTE.IS.
MR SCHORER ASKED l,lHICH SYSTEM, I REPLIED LEOPARD.

WHILE I WAS TALKIIIG TO MR SMITH HE TOLD ME TTE I{AD SENI A
STAT DECI"ARA:TION TO MR SCHORER AIRTADY INFORMII.IG HTM THAT
1100 HAD SArD 2877099 WAS Ar. r  nMLID NUMBER ON 31/01/94. . .

I SAID IF !{R, SMITI{ HAD REPORTED TI{E PROBLEM TO 132999
THE PROBLEM WOULD NOT HA\TE OCCURRED BTJT ACKNOWTEDGED THAT
AS IT HAD OCCURRED T WOULD N.ISI'RE THAT THE DATAAASE BE
UPDATED AS SOON AS POSSIBLE TO INCLI,'DE 2877099.

MR. SCHORER ARGUED THAT HE WAS OF TIIE OPINTON THAT THE
CORRECT PROCEDURE WAS TO REPORT FAULTS TO 1100. I SAID THAT
PROCEDURE HAD CHANGED SOME TIME AGO A}ID TIIE L32999 NUMBER
WAS IN THE FROIIT OF PHONE DIRECTORIESUITDER FAT'LTS A}TD
SERVICE DIFFICI'LTIES. ( I CHECKED TT{E DIRECTORY T.ATER AIID
I.{R SMITH MAY HA\E BEE}I TECI{NICAILY CORREST AS 11OO IS LISTED
FOR 'CALLING DIFICULTIES' ) MAYBE MR SI{ITH & SCHORER I{EED
TO BE REUIIIDED WHO THEY SHOULD REPORT TO.

!{R. SCHORER ASKED ME IF I WOULD WRITE A REPORT AI{D SEI\TD
HIM DETAILS OF THIS IIWALID NU}.IBER. I SAID I WOULD WRITE THE
REPORT BUT HE WOULD trA\rE TO REQUEST IT TIIROUGH ROSAI.TNE, HE
SAID SHE WOULD PROBAALY NOT FORWARD IT To HIM AIVD HE USUALLY
DEALT WITH STEVE BLACK.

UR. scHoRER THEI| wElrf oN ABOUT SOME UNRELATED SUBJECTS :-
TTELECOM PROTECTIVE SERVICES TAPING E,TPLOYEES PHONE CALLS
TFINAI{CIAL RET,/IE}J ARTTCLE ON TELECOI.' TODAY
TUPPER MANACEMENT HIDING INFORMATION
rFEAR THAT TELECOM MAY COLI.APSE AT.ID BE BROKBV UP

!!R. SCHORER MET{TIOI{ED SOME OTHER PREVIOUS FAULTS LIKE
PEOPLE G TTING BUSY ATVD T}IAT SOME FN('S HAVE BEEN
DISAPPEARING. HE T|{E.T WENT ON TO SAY IF TELECOM CAl{ MONITOR
PHOI\TE CALLS THE\T T1GY COI'LD ALSO IINERCEPT FN('S AT.TD RE,'OI/E
CERTAIN PAGES. I ASKED !,'I{AT woul,D BE Tt{E pol}lf oF REMOVING
A COUPLE PACES, WHEN THE CALLER AI.ID THE CALLED PARTY woULD
KNOW PAGES WERE MISSING. !{R SCHoRER SAID soME DocUMEx\ns SENI
BE'TWEEN H IMSELF AI{D . SOLIC ITORS COTfTAIN SENS ITI1TE INFORT.IATION
INFERI}rc THEY MAY BE OF VALUE TO TELECOI{ (I WOULD HAI/E LIKED
TO SUGGEST A COURIER CoMPAI\ry LIKE sEctnllY EKPRESS FoR HIs
SENSITIVE DOCUMENTS BUT I DOMT'T KNOW HIS HWOUR )

GRAHAI{

3  0 5 1

l t 5 lflr-p R3783t;



SCHORER.DOC

!,lR scHoRER THEN CAl.tE BACK TO THE lL00 PROBLE'{ AI{D ASKED
ASOUT.FAULT OPERATORS INTERSTATE, I SAID THE SYSTEI,I IS
NATIONAL AIVD WHEN FIXED IT WILL BE COMMON NATIONALLY.

NARRATIVE = MR SCHORER SAID THE INCIDEIUT WAS AI.TOTHER CASE OF TELECOM
NOT PROVIDING SERVICE FIT FOR PURPOSE. I COMMENTED THAT
MR SMITH WASN,T ABAIVDONED By 1100; AND IN FACT THEY RANG
DIRECTORY ASSISTAITCE TO OBTAIN AI.IOTHER NUMBER FOR GOLDEN.
I-{R SCHORER SAID THEY WOULDN'T DO THAT FOR ANY OTHER PERSON,
JUST THAT MR SMITH AI.TD HIMSELF ARE PERSISTANT BASTARDS AIVD
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 !(R. SMITH DIATLING THE
INCORRECT NUMBER. MR SCHORER WAS ONLY INTERESTED IN 2877099
STATTING AS I}TVALID, MAYBE MR SMITH HAD ALREADY TOLD HIM OF
THE ',,IRONG NUMBER .TObry WATSON. . - . .

t r t l r i * * t r r r r r * r r  
N O  w l p  D E T A I L  r r r r i r r r t t r r r r r t t

r r t t * t t t t r i r l r f t t  N o  P A R T  D E T A I L  r t t r t i r t l i r r r t l r

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATTVE

=  5 0 0 / ) J I J

= 259294
GOLDEIV MESSE}TGERS PTY LTD
493 QUEEITSBERRY ST
I$H MELB VIC

sTArus = cL
TELEPHONE = 03 3290055

GRAHAI'{ SCHORER

3 0 5 1
3 L / 0 r / 9 4  1 2 . 0 0
0 2 / 0 2 / 9 4  1 7 . 0 5
2 7  / 0 L / 9 4  0 9 : 5 5 ,  I I R R  F R o M  2 8 3 4 5 9 9

2/02 /94  L6 :26  sE767
FACSIMILE SE}IT TO GOLDE}T IIVDICATING TI{AT CSR CALLED 2850055
AT 9:55 27/0L/94 AtlD HEARD 3 RINcs THEII A CLICK As IF .
A!IS!{ERED; THE CALLER WAITED 70 sEcot[Ds LISTE]IING To SILENCE
THE}I HUNG UP. CALLER RANG BACK IN 20 SECOIIDS AIVD GOT THROUGH
FAULT REPORT EI{TERED IN RASS...
TONY WATSON.
:NRR - NoT RECETVING RING
: - DOES NOT EKIST
:CUS - CUSTOMER

t r r t t * * t ! t * * * t t * * t t  N O  W I p  D E T A I L  r * r r t r r r r r r t r r r r *
* * t * * r r * * * r i * * * r r  N o  P A R T  D E T A T L  * * * r r r r * t t r r r * r r

ORDER
CUSTOMER

CALLED IN
CLOSED

=  5 6 5 7 5 3 1 7
= 259294

GOLDEN MESSEX{GERS
493 QUEENSBERRY ST
I\ITH MELA

=  2 8 / 0 L / 9 4  L 2 . 0 O
=  0 2 / 0 2 / 9 4  1 7 . 0 5

STATUS
TELEPHONE

- cL
=  03  3290055

SCHORERPTY LTD

D E S C R I P T I O N  =  2 8 / 0 1 / 9 4  9 : 0 0 - 9 : 3 5 ,  B N U  O N  2 8 5 0 0 5 5 , 2 8 7 7 0 9 9  F R O M  5 7 0 5 6 9 4
NARRATI\ IE = 2102/94 15:45 58767

28/0L/94 09:00-09:35 CALLER RECEIVED FALSE BUSY cALLING
2817099  &  2860055  FROM 5705694 .
Totfl( WATSON
:BNU - BUSY NOT IN USE
: - DOES NOT EKIST
:CUS - CUSTOMER

t r r r * t r * * r t r t r r r t  N o  w l p  D E T A I L  r r l r r r t r * * r r r * * r ,
r t r r r r r r r r r r f t r r r  N o  P A R T  D E T A I L  r r r r r r t r r r r r r r f i

vrc

GRAHAM

3  0 5 1

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

s 5 5 7  5 3  0 7
259294
GOLDEN MESSENGERS
{93 QUEE}TSBERRY ST
bTIH MELB

=  2 L / 0 L / 9 4  1 2 . 0 0
=  0 2 /  0 2 / 9  4  1 7  . 0 4
= 20 /0L /94  10 :15 ,  4L16566 RECEIVED FALSE BUsy ON 1291188.
=  2 / 0 2 / 9 4  1 6 : 1 8  S E 7 5 7

AT APPRoX 10:15  20 /0L /94 ,  A  cL IEt tT  IN F ITZROY (  4L7
RANG ]297788, TO CONSTANTLY RECEI\E EI{CAGED SIGNAL.
ABLE TO SUCCESSFULLY REACH GOLDEN ON 3297355..

STATUS : CL
TELEPHONE = 03 3290055

PTY LTD GRAHAM SCHORER

v l c  3 0 5 1

5 5 5 5  )
t{E wAs

R3789'/t.16 tr+a
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( tL /94 '
? . 4 . 1  b

Ordrr No. c
Aceount :
Contaet :
Descr !
S c l u t i o n  c

SNTUTITN,TETT.
CECr TEI'LERVE THIS FUNCTION

rri."
FTV, Lill

Call Detrz 30/O4/94
Sysr SI}|ELE LINF TEtEplfitil- Phonra (O1g) 356-8e7

tt 
ovocrsr-s inser-recu-s'pr-oveel E767- r"Jils;,l ,o

I

:i ffLfif ::Ei;:[;ffi.,H,';=;,"T?","; ;Iil';fH,; i : :i, :?5r_e+'ry- ; "; ; ; ;; li'' il ; ;:' ill' 1"" Iili:.:""::4)  .no t i f i rd -  \ ,o

s) soio+/s1-reEiir,#'
*5.t::r::-:'ll-11-'"t arr 68 rines are outl

ii i;: to-b* TEEEoG-E;;;;Tl,il*'il";;..:: ;iH:.T: ;:.1"7) ihe CpE_
6) 3arc't* rgt:rc groed recarled tc ao to r*risrsT rae.9) sairi the *Tr=!'i'I.i"r .tarr' but rrrr-pi.*itcr ra*stirI1o)operating ritb,Fsrt{ Ii;;;.-'ni gr T rang 

"iii* 
Ian rag thaner._r1) ian left th+.prrr. ises as he eouici cio nothing.le) c'?/o'rg' o':.ir- r earieJ mi s.r,o""n to ir-eierytrring was oK_

ENE&:

a . - ^  -IJ+B



. '  i t .

A+.i:".i.-. .--'ia-+

.41

19/Q4/9+
tJRTSON

f

K00028

svcoTR.  SERUICE ORDER MODIFICATION..PR€SS TESEI TO LERVE THIS FUNCTION

e.4 .?

Eontact :  ALLAN SHITH phone;
Desc!REC ENG SIENAL I .JF|EN RINGING
N a r . r a t i v e ;

C 3 O  S e r i a i * :
LTD SINGLE LINE TELEF.HCIN

( oJJ )  Ego-OgS Tern :  t4e_EE_z 1 I_NME
e860e=6 E PB77c]9B tggO tg1r4 Comm i i .ztg/e4/E

oncier  No.  :  S669e75g - .1 i  Ty; ; ;
CusiomeF :  GOLDEN HESSENCERS pTy

r  )  rg /o4 /g4  15 :33  zv tTg _  f rJ  r - .  Faqe 1  e f  I

;i tFi?xr?=liffi^.E-:;:il5: li""3E,?";H"lfll',!..4)Eh lGAGED: :P* l ! . r1 -REaUESTEDMEToRINGaBTHNUr4BERS
3) hHrcH r DrD Ar rsffif$-;=;;;vED Ei,iG si 'NAL5) :NRR - NBT REEEIVING RINE?)  : r tLL  -  ALL:ApPLIES :O FrLL lAu;  S6) :r-lus - cusToFtER
a i

r r - l )

- l )

; : 1

*+++ DO YOU WANT Tt r  i {EDiFY TI j :S  INFORMATION IY IN]  +++*

/f+8



K 00043
ta.8z$/f

COMI. IERCIAL t r .  E.  D.  VIc lTAs
t  t I LL IA l , lS  

w  5k l  I  r r - '  29 /03 /94  (OS/g4 l
svc4  L  2 .4 -7

FAULT MANAGMENT DISPATCH OUEUE
PRESS TESA]  TO LEAVE THIS FUNCTION

F E  :  E A 1 9  D A V I D  W I L L I A I V , I S  D i s P a t c h  :  S 6 6 B 2 4 O GCust ;239294 -OOO1 GOLDEN MESSENGERS pTy LTD SvsrSLT 
- - i - -  

7 t  Can To:493 0UEENSBERRY 5T t r i t v :NTH FIELB s ta te :Vrc  z r " , ' s i5 iPh  * :  (O3  )3?9- rOO55 Res to" I - ,  
- - '  ' -

T e r l i t e n v ' -  M 2 - 2 G - 2 1 I - N M E  R e m o t e  F l a g . :  t r a l l  I n  :  2 9 / e 3 / . e 4  1 6 : o 91 )  S i t E  R E M A N K S  1  : F U S T O M E R  t r R E A T E D  F B R  " S P E C I A L  t r A S E : ' I N V E S T E R G A T I O N S  O N L Y2)  s i te  Rernarks  2  :oN FLT CALL. .  ALtJAys  coNrAcr  BRucE PENDLEFURFY oN sso  76903 )  C o n t a c t :  D A W N  p h a n e r  ( O 3 3 ) 2 9 O - O S 3  H o u n E :
c o m m i  t  :  3 o / o 3 / 9 4  1 5 :  0 9  4 )  A F p o i n t r n e n t  : 3 o / o 3 , / 9 4  1 5 :  o g  t s :  , : 9  E )  F n  z  i6, DessniPt ion :E619:EXEH troNEEsr oN TLsr BUsy ro NETt^roRK & cusr ExtrH To cHK

* - - - E - - - = - = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = = =

N a r r a t i v e t  2 9 / o 3 / g 4  1 6 : o g  s w M s g  
= F F = = = = = = = F :

NDT ON RqT LINE 3297732
:NDT -  NCI  DIAL TONE
z  -  D B E S  N O T  E X I S T
:CUS - CUBTOMER

- : - - : - =  - -  - F  = - = = = = = = = = = = = = = = = = = = = = = = = s = = = = = = = = = = = = = = = = = = = = _ = E = = = = = = = = = = = = = F = = = ;

ORDEB NUMBER: 56682400 TELCO CIRCUIT NUMBER: E 3zq77l2 xHUF l ;  F i e l d  Eng  FZ t  Te l co  F3 :  PBX  F4 :  sp  Pnod  F7z  T rans fe r  FB : ' r l co " "7 r f , r 6 :

/S+a



SCHORER.DOC

DATE START END SY-!,IPT CAUSE ACT.N EIIP
22/03 /94  LL .37  L2 .29  NF WJ YT 8633
r t t f t r t r i * * r r r * * r NO PART DETAIIT * * * * r * r r * * r t r I t r

ORDER =
CUSTOMER =

CALLED IN =
CLOSED =
DESCRIPTION =
NARRATIVE =

/
I

SOLUTION =

* t t * * * * * * * * * * * * * * *  N O  W I P  D E T A I L  * * * t * * * * * * * * * * * i r
t * t * * * * * * * * * * * * * *  N O  P A R T  D E T A I L  * * * * * * * * * * * * ! t * * i

s6575293 STATUS = CL
259294 TELEPHoNE = 03 3290055
GOLDEN MESSET.IGERS PTY LTD GRAHAM
493 QUEENSBERRY ST
NTH MELB VIC 3051
0 7  / 0 2 / 9 4  1 5 . 2 2
0 7  / 0 2 / 9 4  1 5 . 3 2
07 /02 /94  Nm ON 3292896

7 / 0 2 / 9 4  1 4 : 5 9  s 8 7 6 7
O'7/02/94 NO DIAL TONE ON 3292896, HAS BEEIV TESTED AI.ID
APPEARS TO BE OPEN ONE SIDE IN THE EXCRINGE..
TO}ry WATSON
:NDT - No DIAL TONE
: - DOES NOT EXIST
:CUS - CUSTOMER
FAULT WAS LOCATED IN A PLUG AI\TD JACK CONNECTION ON TOP OF
EXCI{ANGE EQUIPMEIIT ASSOCIATED WITH THIS NUMBER. CONSTRUCTION
STAFF HAD BEE}T WORKING NEAR THIS AREA ETRLIER TN THE DAY AI'ID
MAY I{A\E UNKNOWINGLY CAUSED THTS FAt'LT. CLEARED AT 1700,
CUSTOMER NOTIFIED BY E:KCHANGE STAFF WHEN CLE.ARED.
TODIY WATSON. ..

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

I
V

=  5 5 5 7 6 3 0 1
= 259294

GOLDN{ MESSE}IGERS PTY LTD
493 QUEENSBERRY ST
NTH MELB VIC

=  0 7 / 0 2 / 9 4  L 5 . 2 9
=  0 7  /  0 2 / 9 4  1 5  . 3 2
= 07/02/94 2877099 NRR FROM
=  7 / 0 2 / 9 4  1 . 5 : 2 4  s 8 7 6 7

STATUS =
TELEPHONE =

CL
0 3  3 2 9 0 0 5 5

SCHORERGRAHAM

3  0 5 1

2733333

cALLER FRoM THE BAI\IK REPORTED NO AI{swER t'lirlcE WI{E^I RINGTNG
2877lgg BE"TWEE!,I 9:30-Ll.:30 . cALLIr.lG MJMBER WAS III) AC

A}ID THE PERSON WASD OC
P H I L c o L E N s o H A s B E E N N o T I F T E D , T o ! [ Y w A T s o N 0 7 0 2 9 4
:NRR - NOT RECEIVING RING
: - DOES NoT EXIST
:CUS - CUSTOMER

* * * * * * * * * * * t * * * * *  N o  w I P  D E T A I L  * * * * * * * ' . * * * * * * * t r
t * t * * * * * * * * * * * * * *  N o  P A R T  D E T A I L  t * * * * * t t t * * t t t * r

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

s6675327 STATUS = CL
259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAI{AM SCHORER
493 QUEEI|SBERRY ST
NTH MELB VIC 3051
0 3 / 0 2 / 9 4  0 8 . 4 7
0 3 / 0 2 / 9 4  0 9 . 3 5
01,102/94 FN( TRANSLSSTON TEST. ..
3 / 0 2 / 9 4  8 2 4 4  5 8 7 5 7

FN( MACHINE TEST AS REOUESTED BY STEX/E BI',ACK, TEST WAS
CARRIED OUT ON OLI02/94.
:NSF - NON STAIIDARD FAULT
: - DOES NOT EXIST
:OTH - OTHER
FAX test was conducEed, fax was sent €rnd recelved o-k..
s /N raEio is  too h igh according Eo our  t€st  eguipment , .  The
fax uses an ISFDN line for lncoming calls and a cholce of t l

PSTN lines for ouCgoing. Mr Schorer dldn'C knor., the nurnbers
of  Ehe four  l ines
whi . Is t  test ing the !a)(  I  s lmulated a second tax cal l ,  Ehe
cal l  rang out .  I  Eesced chls  a second t ime wlgh Ehe sane
resu lE  .

J

R37894

SOLUTION

333 td+B
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SCHORER.DOC

DATE
L 9 / 0 4 / 9 4  1 5 . 2 5  1 5 . 2 7  N F  W J  y T  E ' t 6 t l
r t ' r r r t r t r r r f r r r .  N o  P A R T  D E T A I L  . * r t r l r l t r r t r r r r

shou ld  have  been  success fu l .
T o n y  W a c s o n . . .

START E}ID S'N.IPT CAUSE ACT'N E},tP

.ORDER

CUSTOMER

CAILED IN
L LLJ>EL'

=  s 5 b 8 2 4 0 0
= 259294

NTH I'IELB
=  2 9 / 0 3 / 9 4  L 5 . 0 9
=  3 Q / 0 3 / 9 4  1 0 . 2 5

GOLDEN MESSENGERS PTY LTD DAWN
493 QUEENSBERRY ST

STAfIJS - CL
T E L E P H O N E  =  0 3  3 2 9 0 0 5 5

3  0 5 1I t Y / -

. - DOES NOT E)CIST
,CUS - CUSTOMER

= 3Q/Q3/94 CSR: Zv998cALL REQUEUED : FROM ?ELco TELCO QUEUE
290394 I.IDT cUS XHU 8619 X9NNN NMEL 300394
3L/03/94 09:27 DD:THIS REPORT HANDLED By E519.HE REPORTS
THAT AT  THE T IME oF  TEsT(B /w  15 :1 .0  &  15 :30  29 /3 /94 )THE L INE
APPEARED TO BE HELD UP.SULTA}I ACCESS WAS UNAVAII,ABLE DUE TO
EXCH.ANGE CONGESTION.A REPORT WAS RAISED IN LEOPARD & .THE CP
DAWN ADVISED OF THE ACTION BEING TAXEN & THE 'S' NUMBER.THE
EXCHANGE FOUND NO FAULT BUT SUSPECT AI\T OFF.HOOK TEL AS THE
CAUSE AS THE LINE WAS IDLE ON TEST.FURTHER TESTS BY MYSELF
AT 09:00 31/3/94 FOUIID No FAULT.E633
lL/04/94 09:05:  EMG TEST/REPORT ON EQUIPMEI\ IT. .NO FAITLT FOUNDT
REF:GOLDNC3L.DoC.

=  L L / 0 4 / 9 4  9 : 0 7  2 v 3 2 3
START E}ID SN,'PT CAUSE ACT'N E{P

3 0 / 0 3 / 9 4  0 0 . 0 0  0 0 . 0 0  Y 0 0  Y  8 5 4 0
r t r r * r r t r * r t * t * * *  N o  P A R T  D E T A I L  * r * r t r * r * t * t r t * a

DESCRIPT ION -  29 /  03 /94  15 :09  NDT oN 3297752
NARRATIVE =  29 /Q3 /94  L5 :08  SWM59

NDT ON ROT LIbIE 3297752
:NDT - NO DIAL TONE

SOLUTION

SOLUTION
DATE

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIlE

SOLUTION

s668L275
259294
GOLDEN MESSEI.IGERS
493 QUEETVSBERRY ST
}TTH MELB
2 2 ' /  0 3  / 9 4  I L  . 3 7
2 2 / 0 3 / 9 4  L 2 . 2 9
2L /03 /94  L9 :15  NRR INT  cus .
2 2 / 0 3 / 9 4  L L : 0 5  S E 5 3 3
2L/03 94 19:15 NRR IMI.CALLS RANG OUT,CUSTOMER TRIED AT 1902
& ].904 RECEIVING RTNG TONE BUT DID NOT AI.ISWER.
:NRR - NOT RECEIVING RING
: IlIf - IMERMITTAI{T
:CUS - CUSTOMER
CUSTOMER REPORTING FAULT:MR A.LAI.I SMITH(CAPE BRIDGE!^'ATER) oN
05s-267261 .
REPORT IN LEOPARD CLEARED BY D.DUFF 22/3/94 AT APPROX 1100.
FAULT ENTERED I I \TTO RASS AT 09:55 22/03/94.
2 2 / 3 / 9 4  L L : 4 2 . N R R  I M r  1 9 : 0 2  &  1 9 : 0 4  2 L / 3 / 9 4 . R A S S  F L T N O  1 7 1 5 9
REPORT RECEI\ED BY CHARLIE VA.l{ EAKEL(wAv'Bsc)FRoM NET!'IORK
I. IANAGEMEN! 22/3/94 (APPRox 11:00)  .
I:RING TONE WILL NoT BE sEln To CALLER UNLESS THE NETWORK
RECEIVES 'CALL AIERT TONE' FROM THE RECIEVING EQUIPMENT(PABX
OR COMM D).THIS IS SIMILAR TO A 'READY TO RECEIVE' SIGNAL
TELLING THE IVETWORK IT IS IDLE & THE CALL CAII BE PROCESSED.
CALLERS WOULD RECEI\TE RVA OR BSY IF THIS ISN'T RECEI\TED.
2:RING-TONE wAs HEARD,THEREFORE THE NgtllORK HAD RECEIVED THE
.CALL ALERT'SIGNAL & THE CALL IS PROCESSED.AUDIBLE RINC IS
THEN CONTROLLED BY THE CPE EQUIPMET.E.IF THERE WAS NO ANS$'ER
THEN EITHER THE TELS WERE UNATTE}IDED OR FAULTY AT THE TIME.

=  22 /03 /94  CSR:  SES33F IELD EMPLOYEE:  E6 l3 DAI'{IA}I DUFF
NO FAULT FOUND.FURTHER TESTS STILL BEING CARRIED OUT BY NMI
ON THE ISDN LII 'TES.

STATUS = CL
TELEPHONE = 03 3290055

PTY tTD GRAHAM SCHORER

v rc  3051

SOLUTION

132 6+OR3?Be3



SCHORER.DOC

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

s 5 7 3 8 4 5 2
2 5 9 2 9 . 1
GOLDEN MESSENGERS
493 QUEEbTSBERRY ST
NORTH MELEOURNE
2 9 / 0 6 / 9 q  1 5 . 4 0
2 9  / 0 5 / 9 4  1 5 . 4 1

STATUS : cL
TELEPHObIE = 0J 1290055

PTY LTD t{r schorer

3  0 5 1

of f  on  answer .

NARRATI\IE

NARRATI\TE

NARRATI\TE

NARRATI\TE

2 8 / 0 6 / 9 4  I S D N  I / C  c a l l s  c u r
2 9 / 0 6 / 9 4  l 5 : 5 3  2 v 3 3 3
28/06/94 Mr schorer reporced calrs droppinE ouc on answer.
He said this was brought co his aEcencj.on by a new employee-
This new enployee seemed particuJ.arly imporianE Eo !,tr
Schorers cause because he wasn,E aware oi  alL Ehe phone
problems and has decected che cuc off  on answer himself .
I asked Mr Schorer if chis qras on ISDN or pSTN and did any
callers reporE probrems when E,hey dj.d gec Ehrough. Mr schore
said nobody calls back and reporls geciing cuc ;ff and he
has no idea where Ehe calls orlginaie froi, che problem
occurs on E,he ISDN.
The ISDN receives mosc of his incoming calls now, only
people wiEh old sEationery would ring on ehe PSTN and-people
who have difficulcy geEcing r,hrough on Ehe ISDN.
The reporE was enEered in RASS.
Mr Schorer also menEioned a pit, in Leveson St, which had a
damaged lid and wondered if wac,er could be geccing in Co his
cable. I said I had seen pic,s full of r.racer and the joincs
had been perfeccly OK as chey are wac,ertight,. I will follow
!p Ehe report, anleray IMr schorer said he had conducted his o'"rn telephone survey
and people in NEh Melbourne were having t,he same probrerns as
himserf, regardJ.ess of whac Telecom gells hirn. Thlse problem
are PSTN and range through calls ringing ouc, RVA, BNU and
dropping on answer and during converiaEion.
He believes Ehat, Nth Melbourne is bei.ng deconmissioned
because of problems, complaincs and service. I said I have
not, heard of Ehis and exchanges don,c geE upgraded or br+ilt
overnighE. I have since spoken t,o Exchange Installation
people and whilsc iE will be replaced evencually, no daEe
was available.
Ml Schorer asked about, rsDN cormand cenEre being able co see
when his PABX was erperiencing problems and snouta alert him
or hi.s mainEenance people ghat a problem has occurred. r had
noc heard of chis f,unccion and t,old Mr schorer the same. !.tr
schorer assured me he was cold this was the case by Telecom.
The last ching Mr Schorer asked about was his entries in the
whiEe pages and if t,hose nurnbers were in Leopard. The one I
checked whilsc on the phone to Mr schorer wal in Leopard buE
Ihave checked some others since and t,hey are noc, in Leopard.
f have since followed this up and apparencly Mr Schorer has
been wriE,Een Eo and told he will trave co notify us of whac
rrumbers he is using and what he wants in our dltabase-
Mr Schorer briefly mencioned processes and getE,ing E,hinqs
right, t,he tirsc Eime and being able co repr6duce processes
t^r iEhouc sEuff ing up.
tony  Watson. . .
:CoS - CUT oFF SPEAKING
: - DOES NOT EKIST
:CUS - CUSTOMER
30/46/94 Peter canbre car led me about Mr schorer craiminq r
had arranged monit,oring for his ISDN and given him a nurnber
to reporc direct to ISDN. Thls Lras not the cas€, buE Ur
Schorer could reasonably have believed Ehis e,o be the case
as Mawaheb ( ISDN ) arranged this when I reported Ehe taulc
in RASS. The moniEoring uras C,o c,ake place on OttOl/gq.
0L /A1/94  I  ca l led  Mr  SchorEr  ac  O8:4E and he  co ld  m€ che
moni.coring had b€en st,ooped by paul Rumbre. r called Mawaheb
and he had recei.ved t,he same message from Mr Schorer.
I  choughc Mr schorer may have inicrat,ad chis confusion for

R37884323 tf+o



SCHORER.DOC

NARRATIVE

NARRATIVE

SOLUTION

some reason aLEhough hc has always been di.rect and reriable
grrviously. I was unable co concacc Mr Runlrle ( He was rn a
meectng ) .  I  spoke Eo PeE,er  Ganble lacer  in  Ehe morning and
he was able to conf i rm chac Ehe monlcor j ,ng had been
suspended unci l  exacc procedures were seE up in wr i t , ing.
Mawaheb conEacced me because Mr Schorer rang him co say he
had inc idents c ,haE could have been invescig iced i f  we had
been monicor ing,  Mawaheb was c,o gec back co Mr Schorer .  I
EoId Mawaheb chat, Iwould cal. I Mr schorer on hi.s behalf . I
Ehen cal led Mr Schorer  abouc Mid af t ,ernoon and said Ehe
monlEorrng had been suspended unEi l .  fureher noEice.  Mr
Schorer mentioned chat he had AT & T people aE his premises
ready co moniEor as wel l .
T o n y  W a c s o n . . .

=  29 /06 /94  CSR:  ZV333F IELD EMpLOyEE:  E '767
See narrat.ive

TObry WATSON

DATE START EI.ID sn,tPT cAUsE ACT.N EMP
2 9 / 0 6 / 9 4  1 5 . 4 0  1 5 . 4 1  N F  W J  Y T  E 1 6 7
r r r r r t r l r r r i r r r t r  N O  P A R T  D E T A I L  r r * r * * r t r t t t r t r r

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATI\fE

NARRATIVE
soLurroN

s673  03  43
259294
GOLDE}I MESSN\TGERS
493 QUEEI\TSBERRY sT
NORTH MELBOURNE
L 6 / 0 6 / 9 4  L 5 . 4 6
L 7  / 0 6 / 9 4  0 8 . 1 5

STATI'S
TELEPHONE

PTY Lm q

vIc

=  0 3  3 2 9 0 0 5 5

PASS TO TOI\IY WATSON IN
L 6 / 0 6 / 9 4  1 5 : 3 8  z v 3 3 !
Mr schorer stac,ed his
faulE, lriEh che syscem.
cuscomer.

3  0 5 1

AI{ FRIDAY. .

:NSF - NON STAI{DARD FAULT
:RCF - RECURRTNG FAULT
:QNA - NEIWORK AI,IALYSfS
L7/06/94 11:00 I  cal led Mr scholer in answer Eo his meseage
aE 10:15 to reEurn his calL. ! {r  Schorer said he now has,a
report for yesterday ghat a cal.ler from a City pSTN called
GOLDEN on ISDN number and received . Network congested .RVA,
Mr Schorer would not, pass on the callers number at, this Eine
Tony Wat,son. . .
L7 /06/94 CSR: ZV333FIELD STPLOYEE: E?6?
In hand NOCN and RASS.
2L /06 /94  13 :30 ,  I  ca l l ed  Mr  Scho re r  Eo  ask  f o r  more  i n fo .
on t,he caller that, received . Necwork congesEed . RVA on
L6/06/94.  Mr Schorer  was able co te l l  me t ,he cal l  was jusc
before 12:00, Ehe caller was from 670 X)OO( and they were
call ing 28? ruO(X.
Mr Schorer mencioned verif icaEion E,ests to me and said he
had a Telecom documenE from pecer Gamble EhaE indicated Ehac
i f  85t  of  ca l ls  r . rere successfu l ,  Telecom would say Ehe
service lras accepEable. f hadn,E seen this documenc, so Mr
schorer senE me a copy. ( rt, would be nice to receive chis

=  2 2 / 0 6 / 9 4  9 : 4 9  2 V 3 3 3
inforrnat ion before Ehe CusEomer asks guesEions abouE iE ) .
2L/06/94 ISDN NPMG .  (  Claude OZ 396-64L2 )  ca l led and said
complet,e numbers would make t,esting more accutrace, and Che
person experiencing che problem should have reporced it, on
E,he day to Telecom; noE t,he nexc, day via t,he cuscomer.
Anyway, Eest, calls were made from LoNE t,o NMSK on each
indlv idual  devtce,  a l l  OK. No a larms reporEed on the day.
c laude said chac some pA8X.s wt l l  Eel l  ihe necwork ro i lsue
che RVA under cercain cicumsE,ances.
T o n y  W a E s o n . . .

business is down so there must be a
No problem act,ually report,ed by any

TO}TY WATSON

SOLUTION

DATE START END SYMPT CAUSE ACT'N EMP
L 7  / 0 5 / 9 4  0 8 . 1 3  0 8 . 1 5  N F  w J  Y T  E 7 6 7
t . r l l t l l l r l l l r r r r  N o  P A R T  D E T A I L  . r l r r r r r r r r r r r l r

ORDER = 56727588

It4 R37E85

STATUS

124



SCHORER.DOC

CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRAIIVE

SOLUTION

259294  TELEPHoNE =  03  t290055
COLDEN MESSEMERS PTY LTD grah.rm scorer
.I93 QUEENSBERRY ST
NORTH MELBOURNE VIC 3051
L 3  / 0 5 / 9 4  1 8 . 5 9
L 4 / 0 5 / 9 4  0 8 . 2 9
CUS REC MESSAGE LINE IS BSY WHEI'T DIALING 03
L 3 / 0 5 / 9 4  l 8 : 5 6  Z V L 0 4
CUS REC LINE IS BSY MESSAGE WHEN USING Ffu{
I & CALL RINGS OUT BY PHN
:NOP - NO PROGRESS
: - DOES NOT EXIST
:CUS - CUSTOMER

= L4 /06 /94  csR :  ZV333F IELD EMPLOyEE:  E767  To t \ r y
In hand Tony WaEson.
LS/06/94 The number 534 3241 was a Eyping error  on
senc co cOLDEll. The nurnber should have been 632 324I
according C,o Sylv ia c i l l  aE SEeve Blacks,  of  f  ice.  Mr
w a s  n o c i f i e d  o f  t h i . s  e r r o r  a E  1 3 : 4 5  o n  L S / 0 6 / 9 4 .

DATE
Tony wacson.

START END S]O,IPTCAUSE ACT'N n{P
L4/O6/94 08 .27  08 .29  NF wJ YT E.767
r r r r r r r t r r r * * r r r r  N O  P A R T  D E T A T L  r r r t r r t r r * * r r t r r

5 3 4 3 2 4 1

TO DIAL 03  534324

WATSON

Ehe fax

schorer

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTTON
NARRATIVE

SOLUTION

DATE

s67 221 L9
259294
GOLDE.T MESSE}TGERS PTY LTD
493 QUEENSBERRY ST
NORTI{ MELBOT'RNE VIC
0 4 / 0 6 / 9 4  1 4 . 3 8
0 5 / 0 6 / 9 4  1 1 . 4 9
SEE NARR

4/06 /94  L2234  2v326
DZ.ROSEANNE PTTTARD CAILED IN AM.RESPONDTNG TO REPORT YESTER
DAY,WAI\TTED LINES TO BE TESTED.I PUT FAULT II.ITO RASS IT WAS T
HEX\I PASSED TO wALLy WAWRZNIAK RASS SEQ.30914.WALLY CAILED ME
BACK SAID ISDN LINKS OKAY,CALLS FROM MOBILNET,PSTN AI{D'FROM

STATUS = CL
TELEPHONE = 03 3290055

DA},TIAI{ ZITO

3  0 5 1

E)(IB TSDN TEST NODE ALL OK.DZ
:NRR . NOT RECEIVING RING
: fNr - IITTERMITIEIfT
:E'tP - B,tPLoyEE

=  6 /06 /94  CSR:  ZV333F IELD B{PLOYEE:8161
In hand Tony WaEson

START EIVD S]N,IPT CAUSE ACT'N EMP

TOTY WATSON

0 6 / 0 6 / 9 4  1 1 . 4 9  1 1 . 4 9  N F  W . r  y T  E 1 6 7
t i r r f r t r t r t r r t r r r  N O  P A R T  D E T A I L  ! r * * * r * * * * r r r r * r r

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATI\E

s6722087
259294
GOLDEXV MESSEI.TGERS PTY LTD
493 QUEENSBERRY ST
NORTH MELBOURNE VIC
0 3 / 0 6 / 9 4  1 0 . 3 8
0 3 / 0 6 / 9 4  L 2 . 0 L
CUS CI"AIMS }IRR SEE NARRA

3 / 0 5 / 9 4  1 0 : 3 7  Z v 1 l . 8
CUS CLAIMS IIRR SAID AT 1OO9N,! A TESTER NAI{ED AUBREY RANG A}TD
SAID ARE THAY HAVING TROUBLE AS CALLERS ARE GETTING BSY
CUS SAID THAT THERE ARE 30 LINES HERE AIID IHEY ARE SITTING A
AROUI\TD DOINC NOTHING AI{D THIS REPoRT TIAS BEEN INITIATED BY
TELECOM AI\TD HE HAS BBE}I TRYINC TO TELL US FOR AGES THAT HE H
HAS A FAULT AT\TD WE KEEP SAYING NO
3/06/94 11:30 dd:CSC SHARON RECEMD A CALL FROM DA9.IN OF
GOLDEN MESSENGER AT 10:25.SHE HAD RECEI\IED A CALL FROM AI{
'ALBURY',A TELECOM EI. {PLOYEE AT 10:05 3 /6/94.ALBURY HAD SAID
I{E WAS RINGING TO CHECK AS HE HAD RECEIVED A REPORT FROM A
CALLER OF DIFFICULTIES GETTING TT{ROUGH TO GOLDEN MESSENGER
AS THEY WERE SO BUSY.DAWN REQUESTED ALBURY RING HER BACK.
LES CHURCHER RANG DAWN AT 10:40 FoR ADDITIONAL DETAILS.SHE

STATUS = CL
TELEPHONE = 03 2877099

GRAHAM

3  0 5 1

R37886

SOLUTION

325 /48



SCHORER.DOC

SOLUTION

DATE

HAD NO FURTHER II.TFORI.IATION RECORDED A}ID WAS TOLD BY LES TT|.AT
CHANCES oF TRACKING ALBURY '..IERE RE{OTE.LES CHURCHER KAS
COI{TACTED RESIDENTIA! OFFICES IN CROYDON, FOOTSCRAY & BENDIGO
BUT WAS UNAALE TO GET AI.IY SPECIFIC INFORMATION OF WHO THE
CALLER WAS OR WHAT I.TUI{8ER HE CALI.ED. DD.

=  3  /  06  / 94  CSR:  ZV323F IELD E- IPLOYEE:  E5 l3
IN HAND NOCM
3/05/94 13:55 DD:LES CHURCHER RECEI\ED CONFIRMATION FROM
NOCM PHIL COLENSO THAT ALL CORPORATE DIRECTORIES HAD BEEI{
CHECKED & THAT ONLY ONE LISTINC SHOWED AI{ 'A.LEURY,,THAT
BEING A LII.TESMAN IN BAIVGAIORE QUEEX.ISLAI{D.SEARCH OF TESTING &
FAULT MANAGE{ENI STAFF LISTS ALSO SHOW NO LISTING OF THE
NAII{E PROVIDED(INCLUDING NAI,IES SIHTLAR TO ALBURY,IE AUBURY) .D

START EDID S)n!PT CAUSE ACT,N EMP

DAI'IIAI'I DUFF

0 3 / 0 6 / 9 4  1 1 . 3 0  1 2 . 0 1  r { F  w J  Y T  E 5 3 3
t r l r r t l r l r r r r t f r t  N O  P A R T  D E T A I L  r t r r l t t t t r l r r r r r

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATI\TE

sot,urIoN

s61L6296
259294
GOLDEN MESSENGERS
493 QUEE\TSBERRY sT
NORTH HELBOURIIE
2 5 / 0 5 / 9 4  1 9 . 4 0
2 6 / 0 5 / 9 4  0 8 . 2 0
SEE NARRATIVE

STATI'S
TELEPHONE

= t-L

=  03  2871Q99
SCHORERPTY LTD

vIc

GRAI{AM

3  0 5 1

2 5 / 0 5 / 9 4  L 9 : 3 5  z v L 6 L
287 7099 CUS RANG 5 TIMES ON 4 DIFFERET T I,INES BEFORE
BEING CONNECTED TO RECEI\E RVA CALLING 055267230,257267,
0 0 8  8 1 5 5 2 2 .
2860055 GET THROUGH 

' '

:RVA . RECORDED VOICE AI{NOUNCEMEIII
: INI - II,TTERUITTENf
:CUS - CUSTOMER
This report is to do lrith the oucage affect,inq Cape Bridge
!rat,er. I believe Alan Smitrh rang Schorer after Mr Schorer
had been Erying E,o cont,acE Smith and reveived RVA's.
Tony Walson. . .

= 26/05/94 CSR: ZV333FIELD EMPLoYEE:E7 67 TOrf,r wAtsoN
IN HAIID NOCM

DATE START END SY'!.TPT CAUSE ACT'N EMP
2 6 / 0 5 / 9 4  0 8 . 2 0  0 8 . 2 0  N F  W J  Y T  E 7 6 7
r * t * * * r * * r * * t * * r l  N o  P A R T  D E T A I L  r r r r * r * r r r * r r r i r

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIl/E

SOLUTION

s5715298 STATUS = CL
259294 TELEPHONE = 03 3290055
GOLDE}T MESSEI{GERS PTY LTD GRAHAM SCHORER
493 QUEETVSBERRY ST
NORTH MELBOURNE VIC 3051
2 5 / 0 5 / 9 4  L 9  - 4 7
2 6 / 0 5 / 9 4  0 8 . 2 1
SEE NARRATI\E
2 5 / 0 5 / 9 4  1 . 9 : 4 3  Z V L 6 L
329 7355 BNU
:BNU - BUSY NOT IN USE
:ALL - ALL:APPLfES TO ALL CALLS
:CUS - CUSTOMER
26/05/94 CSR: ZV333FIELD EMPLoTaEEz F161 TONY wATsoN
IN HAIVD NOCM
26 /05 /94  I  ca l l ed  Mr  Scho re r  Eo  E ry  Eo  geE  more  spec i f i c
informaeion on the reporE buE Mr schorer was more inLEresEed
in other peoples problems. He did Eay E,hac, he was not
receiv ing cal ls  when he knew Che industry  was general ly .busy
Mr Schorer  ranbled on in  h is  usual  tashion cover ing loEs of
d i f f e ren t  a reas  o f  Te lecom:  -

' MenEioned Ehe media coverage and said we have seen
nothing compared E,o what,s coDing. He has spoken Eo Mr
Lee  and  va r i ous  oEher  po l i t i ca l  peop le .

'  Telecom using non Auste l  approved phones (  T200 )  whj .ch
3 L / 0 5 / 9 4  t 4 : 5 9  2 v 3 3 3

R37 88',7

SOLUTION

i26 t{48



SCHORER.DOC

SOLUTION

SOLUTION

DATE START END SIN,IPT CAUSE ACT'N E,'P
2 6 / 0 5 / 9 4  0 8 . 2 1  0 8 . 2 1  N F  t ^ J J  Y T  8 1 6 1
r r l r r r r r l l r r r r r r r  N o  P A R T  D E T A I L  . t t . t r r . r l r r r r i .

SOLTJ:IION

SOLUTION =

SOLUTION =

Mf  Scho re r  c l a lms  l s  caus lng  e ros lon  o i  sw tcch r .ng
conc. : rces in  cercain exchanqes.  Mr Schorer  bel ieves th is
problem Chen causes incer \^rorkrng problems bectreen non-
compacable exchanges ar .ound Auscral ra.  According E,o Mr.
Schorer  che problem is  worse Ln e leccronic exchanges
because  they  a re  a  l i c t l e  de l i caEe ,  whe reas  Cha  o ld
electro-mechanrcal  exchanges could punch che conneccion
chrough anyway.  Mr Schorer  a lso mencioned problems wich
che T200 were once acE,r ibuced Eo women wear ing ny lon
scocklng and men wearing Ehe wrong underwear. ( I had
hea rd  o f  sEac i c  e lecE , r i c i t y  p rob lems  w ich  ea r l y  T200 ,s

3 L /  0 5  / 9 4  1 5  :  1 5  2 v 3 3 3
buE bel ieved Ehac lacer  T200,s d id not ,  have EhaE problem
and E,he design was AUSTEL approved).  Mr Schorer  ins isced
Ehe  T200 ' s  we re  sE i l L  a round .  I  sa id  chey  p robab l y  a re
as TELECOM wouldn't replace every one unless j.E was
reporced as being a prontem. Mr Schorer  sai .d some people
accepc a lower sE,andard phone service and therefore
could be us ing chese faulE,y T2OO,s and be causing more
damage t,o the exchanges.

'TELECOM is knowingly overcharging cuscomers for
eguipnenE Chey don'E have. Apparenc,Iy !{r Schorer Ehinks
t,hat, when Ehe bil l ing details wenc from manual records

L / 0 6 / 9 4  9 : 5 0  2 V 3 3 3
compuEer records Ehe details were t,ranscribed wrongly
or were noc accurate E,o begin wit,h. I could noc, co[unent
on Ehis change over t,o compuE,erisaE,ion buc said whilsE I
don't condone TELECOM for any errors chaE. rnaybe occurred
during chis change I betieved Ehat our cusEomers would
be clever enough to guest,ion TELECOM if trhey didn'E i
agree wiE,h che bil led amounE,, parcicularly since t,he cPE
markec has been deregulated for some years.

* Robberi,esr I ' tr schorer and another coT had been burgled.
Mr Schorer said itr 's scrange chaE the only thing traken
from his premises was E.he wordprocessor that is used for

L / 0 6 / 9 4  1 0 : 0 4  2 v 3 3 3
COT correspondence. The other COT had Eapes scolen which
Mr Schorer claimed contained conversa!ions beEween t,his
COT and TELECOM persons. I could only agree EhaE, Ehese
incident,s were indeed strange. I wonder if the TELECOM
persons knew t,hey were being taped.

' Mr Schorer E,hen mencioned vrhat, I believe t,o be his very
firsc claim. That is Ehe day TELECO!,I f irst heard ot Mr
Schorer t^rancing compensation. Mr Schorer was talking
about, circuir,s becween Foot,scray and NEh Melbourne and
sald Ehe circui.t,s were proven Eo be insufticienc and a
recomendacionwas made Eo increase Ehese. Mr Schorer

2 / 0 6 / 9 4  1 1 : 3 2  2 v 3 3 3
wondered why the nurnber of circuiEs was increased far
beyond r.rhaE. rrras recommended. I had no commenE, as Ehis
Eopic appeared t,o be fishing for someching and I have
no intormaE,ion about E,he early problems.
Mr Schorer Ehen t,alked abouE his Flexicel and went, into
greac decai l  abouE iEs shorcconi .ngs in  being sui table
for  h is  business communicacions needs.

AE th is  s tage f  sa id I  d idn,  E Ehink Ehis was re levant ,  t ,o  t ,he
current problems and chac I believed TELECOM had made a
seE,t lement ,  some t ime ago 1n re lac ion to Ehe Flex iEel .
Mr Schorer denied Chis and abruptly ended Ehe call.

2 / 0 6 / 9 4  1 1 : 4 4  2 v 3 3 3
Tony l. laEson. . .
02 /06 /94  Reporc  f r om pho l  Co lenso
DeEa i l s  o f  o r i g i n  o f  ca l l e r s  no t  ava i l ab le
Exchange eguipmenE associaEed wich the seleccion of  che l ine
in t ,h is  roEary group was tested wich no faulc  found.
T o n y  w a c , s o n . . .

R37888
l?7 lshB



SCHORER.DOC

ORDER
CUSTOMER

CALLED IN
L !\/ J T.L'

DESCR I  PTION
NARRATIVE

SOLUTION

SOLUTTON

SOLUTION

SOLUTION

s 5 7 0 1 8 1 8
2 5 9 2 9 4

J  I A I U J

TELEPHONE : 0 J  1 1 9 0 0 5 5
SCHORERGOLDEN !,IESSENGERS PTY LTD

493 QUEENSBERRY ST
NORTH MELBOURNE VIC
0 6 / 0 5 / 9 4  1 4 . 4 1
0 6 / 0 5 / 9 4  l { . 4 3

GRAHAM

1 0 5 1

0 5 / 0 5 i 9 4  L 2 : L 7 ,  N R R .  R e f  .  8 1 5 8 1 1  . . . S a n d y  c , o o k  r h e  r e p o r E .
6 / 0 5 / 9 4  l . l : 3 8  2 v 3 3 3

06 /05 /94  L2 :L7 ,  NRR REPORTED BY PRMTE REPAIRER???? ,
ACCORDING TO LEOPARD. THAT IS FAULT WAS REPORTED IN LEOPARD
A.I{D TRAI\TSFERRED TO STP BY TO}TY WATSON.
:NRR - NOT RECEIVING RING
: - DOES NOT EXIST
: PRI - PRIVATE REPAIRER
I found ouc laEer E,his reporc \.ras made by Dawn, she caLled
132999.  our  bsc was swicched co Br isbane,  sydney and Hobarc
ac Ehe c. ime so Ehac is  Ehe reason for  Ehe faulE beingf  in
Leopa rd . . . .Ehe  consu lEanc  was  Sandy  and  Re f  No .  8108L3
Dawn is a cM parE time employee..

6/05/94 CSR: ZV333FIELD EMPLoYEE: E767 T€I IY WATSON
Reporc was senc Eo exchange as t,esEer were unable Eo test
due t,o a problem wiEh lhe t,esr, network at St Albans. Phil
Colenso hras noci f  ied.
Phil rang back as soon as Ehe exchange staff had invesEigaE,e
The line was held, l inks were taken ouE and dial Eone was
available. The links were replaced and Ehe line was Eest,ing
held again Ehus provj.ng the loop out,. The links were removed
again Eo double check and dial Eone \"ras available.Links were.
replaced again buE Ehis Eime Ehe condiEion causing t,he loop
had cleared.
I had the l ine EesEed, t,esc resulcs were normal.

6 / 0 5 / 9 4  1 5 : 3 5  2 v 3 3 3
I rang t.he concact, person ( Dawn ;, to IeE her know whaE we
found. Dawn said Ehe line had been faulcy for half t,he
mornJ.ng buc didn't reporE it because she saj.d she thinks'
Ehat, someEirnes Ehey swj.t,ch iE to someEhing else ( t woutd
doubE Ehis because it, is the firsE Aux, but worthy of noce )
Dawn also clained t,hat my call came in on Ehe second aux and
afEer being put on hold and handed t,o her I was t,hen on che
firsc aux. Dawn said Ehis jurnping of l ines happens all Ehe
E,j.me,' laEer in E.he conversaEion she said iE also happens on
t h e A T & T s y s c e m .
Dawn made mencion of this business beEween TELA.ECOM and Mr.

6 / 0 5 / 9 4  L 5 : 0 4  2 v 3 3 3
schorer a few cimes buE is obviously
somet,hing i f  she di ,scusses iE,.
I gave Dawn Che Service plus number

under chreaE of

and asked chat it, be
passed on Eo Mr schorer .
Tony WaE,son. . .
Mr schorer contacted me laEer in the day to verify che
resulE,  of  che inc ident .  I  E,oId h im ic  appears E,hat  E,he
exchange eguipment was being held excernally. Mr Schorer
said he can a lmosc see the exchange f rom his  bui ld ing and
suggesEed EhaE i f  ch is  Eype of  problem occurs again we could
foolow E,he cable f rom Ehe exchange checking a l l  junccions on
L2 /05 /94  L2 :L8  2v333
Ehe way looking for Ehe cause and if we arrived ac his door
and Ehe problem proved t ,o be ins ide,  he has no problem wiEh
us coming c,o invesE, igace.
Mr Schorer  a lso menEioned Ehat  cal ls  junp f rom one l ine co
anocher,  I  sa id ChaE couldn ' t  physical ly  happen.  Mr Schorer
said AUSTEL and Ehe Federal  pol ice had wi t ,nessed E,he problem
I asked if AUSTEL had acE,ed on Ehe problem and Mr Schorer
said he bel ieved they were eoo'busy co look at ,  i t . .  MrSchorer
said he reporced iE co Bruce pendlebury and was Eold j .c
cou ldn 'E  happen .
T o n y  W a c s o n . . .

1]t( /d*SR37E8u



SCHoRER.DOC

S 3 L U T I O N  =  L 2 / 0 5 i 9 4  L 2 : 2 i  Z v 3 l 3
:iTE START E}ID S'fiPT CAUSE ACT'N EMP
: a / 0 5 / 9 4  1 4 . 4 1  1 4 . . l l  N F  

" , J J  
' r T  E ' t 6 ' 7

. ' r r r t t r t t t t l t t r t  N o  P A R T  D E T A I L  . . t t r r l i r r t r t r r r

CR,DER
CJSTOMER

C.\LLED IN
CLOSED
DESCRIPTION
:L\RRATI\E

SOLUTION =

=  S 5 5 9 9 9 2 9
= 259294

STATUS =
TELEPHONE =

TRUDIE

3 0 5 1

0 3  3 2 9 0 0 5 5
l 3  2 9 9 9COLDEN MESSE}IGERS PTY LTD

493 QUEENSBERRY ST
NORTH MELBOURNE VIC
0 2 / 0 s / 9 4  1 1 . 1 9
0 2 / 0 s / 9 4  1 1 . 5 5
BYB ALL MORN. (CUS GETS ENGAGED )

2 / 0 5 / 9 4  l l : 1 8  2 v 1 5 0
BYB ALL MORN.URG
:BYB -  BUSY BUSINESS
:ALL - ALL:APPLIES To ALL CALLS
:CUS - CUSTOMER
*TSEE RASS REPORT 23924T*
CALLER WAS CALLING 2850055. . . .

2 /05/94 CSR: ZV333FIELD EMPLOYEE: E767 TolW wATsoN
IN I{AIID NOCM. TTSE RASS REPORT 23924'A
GOLDEX{ PAAX HAS BEEN PI,AYING UP, THE ISDN LINK TESTS OK BUT
REFLECTS THAT THE PASX IS FAULTY. COLDEN HA\E THEIR OWN !ECH
oN SITE REPAIRING THE PROBLS1 NoW ( 11:30 ), HE HAS BEEII oN
SITE MOST OF THE MORNING I BELIH/E.
Tony WaEson

IATE START END SWPT CAUSE ACT'N EI,IP
3 2 / 0 5 / 9 4  1 1 . 3 1 1 1 . 5 5  U r  W J  Y T L t o t
' t l r r * r r * r r * t t t r *  N o  P A R T  D E T A I L  r r r r * r r r * r * r i * r r

.RDER
:USTOMER

:ALLED IN
CLOSED
DESCRIPTION
:IARRATIl/E

SOLUTION

=  5 6 ? 0 0 2 8 8
= 259294

STATUS
TELEPHONE

= C L
=  0 3  3 2 9 0 0 5 5
SCHORERGOLDEN MESSE}IGERS PTY LTD

493 QUEE}TSBERRY ST
NORTH MELBOURNE VIC

=  0 2 / 0 5 / 9 4  1 5 . 1 1
=  0 2 / A 5 / 9 4  1 5 . 1 4
= 30 /04 /94  L4 :12 ,  Nm NRR oN
=  2 / 0 3 / 9 4  1 5 : 0 8  2 V 3 3 3

30/04/94 L4:L2,  REPORTED NDT NRR oN 3290380.
:NE[! - NO DIAL TONE
:NRR - NOT RECEMNG RINC
:CUS - CUSTOMER

= 2/05/94 CsR: ZV333FIELD EMPLOYEE: 8757
IN HAI,ID AIIDREI^I JAI{KE (CED )
02/05/94 l ines at tended and proved t ,he faul t

GRAI{N{

3  0 5 1

3  2 9 0 3  8 0

TOIVY WATSON

Eo be i.n the
premises.
we (FM & D) test ,ed Ehe l ine again and vras sEi l l  test ing
faulcy. Andrew Jancke ( cED ) dispacched a Eechnician Eo che
premises,  Mr Schorer  EoId E,he cechnic ian t ,haC E,hey d idn ' t
have any problems. The Eechnician lefc and cleared Ehe faulc
as no correct,ive actrion needed.
The l ine was cesc,ed again on 05/05/  94 and t ,esE,ed OK.
Tony 9.laEson. . .

DATE START END SIfiPT CAUSE ACT'N EMP
0 2 / 0 5 / 9 4  L 5 . L 4  1 5 . 1 4  N F  W J  y T  E ' 7 5 1
. t r r r r t t t i t t t r r t l  N o  P A R T  D E T A I L  r r r r r t r t t r r r l l t .

ORDER
sUSTOMER

CALLED IN
CLOSED
OESCRIPTION
NARRATI\TE

s 5  6 9 9 5  1 8
259294
GOLDEII MESSENGERS PTY LTD
493 QUEENSBERRY ST
NORTH MELBOURNE VIC
3 0 / 0 4 / 9 4  1 3 . 1 8
0 2 / 0 5 / 9 4 '  1 0 . 4 0
NDT,NRR ALL LINES
3 0 / 0 {  / 9 4  L 3 : 1 8  2 V 1 0 4
ALL LI}IES NDT,NRR

STATUS = CL
TELEPHOI\|E = 03 3290055

ROSS BUTLER

3  0 5 1

:t29
t68 R3?Beo



scl{oRER.Doc

SOLUTION

: NDT - I.IO DIAL TOITE
:IIRR - NOT RECEIT/TNG RING
:CUS -  CUSTOMER
' ' ' 'sEE ALSO RASS REPORT 23,924

2/05/94 CSR: ZV3] ]FIELD B, IPLOYEE: E75? TOI\ rY WATSON
R e p o r E e d  a c  1 3 : 1 8  o n  l 0 / 0 4 / 9 4 .  T e s E l . n g  p r o v e d  f a u l E  E o  b e  i n
che  CPE.  Equ rpmenE i s  p r i vace l y  marnEarned  ,  cuscomer  was
n o C f E l e d .  r r " S e e  R A S S  r e p o r c  2 3 9 . ) 4 i r r .
l 0 l 04  / 94  L8 :  l 8  Mr  Scho re r  rang  co  say  a l l  r 58  l i nes  a re  ou r . , .
has c,o be TELECOM. Exchange r,est,ed agarn and proved E,o be in
F h a  a D t r

3 0 / 0 4 / 9 4  1 9 : 3 5  I a n  B r o a d  r e c a l l e d  c o  g o  c o  p r e m i s e s ,  I a n
sa rd  E .he  PABX had  a .ma jo r  a la rm.  buc .  Ehe  F lex i ce l  was  s t , i l l
operacrng wiE,h PSTN l ines.  AT &T T ranq whi le  fan was t ,here,
Ian le fc  E,he premises as he could do noching.
2 /5 /94  08 :45 ,  I ca l l ed  Mr  Scho re r  Eo  see  i f  eve rych ing  was  OK

2 / 0 5 / 9 4  1 3 : 1 3  2 v 3 3 3
because I had read the weekend faulc, report and wanEed Eo
ensure Ehat  our  Network was noc aE faul t .
Mr Schorer was pleased Eo say EhaE, the problem was his PAAX,
however he wished to calk about TELECOM procedural problems;

'H i s  s t , a f f  cou ldn 'g  geg  a  j ob  nu rnbe r  on  Sa t  30 /04 /94
rTelecotn knew his PABX was down but, didn,t, ring him or AT

& T. He believed Ehat, we should have init iaced che repair
'Couldn 'E gec c,hrough E,o ISDN response cenEre.

Mr Schorer believes TELECOM monitor his PABX and conEact, Ehe
repair  t ,echs and h imsel f  in  case of  problems,  I  d idn,c know
whac Ehe condiEions of his conc,ract was or t,he agreemenEs

SOLUTION =  2 / 0 5 / 9 4  1 . 3 : 2 5  2 v 3 3 3
he may have made wit.h Sales Reps buE'I said I didn,t, beLiev€
t.haE TELECOM would respond t,o a CpE problen of Ehis naEure
wiEhout t,he CusE.omer reporEing a fault,.
T o n y  W a c s o n . . .

DATE START E}ID S]IMPT CAUSE ACT'N B{P
0 2 / 0 5 / 9 4  1 0 . 3 9  1 0 . 4 0  N F  W J  Y T  8 7 6 7
r r r r * * * * r r r * r * * r r  N O  P A R T  D E T A I L  r * * * r r * r r * r r r r r *

SOLUTION

ORDER
CUSTOMER

CALLED IN
ctosED
DESCRIPTION
NARRATI\E

SOLUTION

SOLUTION
DATE

s5695852 STATUS = CL
259294 TELEPHONE = 03 3290055
GOLDEN MESSENGERS PTY LTD GRAHAM SCHORER
493 QUEENSBERRY ST
NORTH MELBOURNE VIC 3051' 2 6 / 0 4 / 9 4  L 6 . 2 L
2 6 / O 4 / 9 4  1 6 . 3 3
DA.B AT APPROX 12NOON WHEN CLG 055257267...SEE NARR
2 6 / 0 4 / 9 4  1 5 : 1 5  z v L 6 9
DAB AT APPROX. 12NOON WHEN CALLING 055257257 AT 12.2OPT,I
CUS MADE COMTACT WITH ALAN SMITH A}ID WAS TOLD HE WAS IN
ATTENDA}ICE AT THAT TIME - THIS FAULT REPORT WAS LOGGED IN
ERROR ON 55595830 WITH WRONG CALLING NBR
:NSF - NoN STAITDARD FAULT
: - DOES NoT EXIS?
:CUS - CUSTOMER

= 25 /04 /94  CSR:  ZV333F IELD EMPLOYEE:  8757
IN HAND WITH PHIL COLENSO.

ANTHONY IAI\I

The fo l lowing cal ls  were iecorded re laEive to Ehis reporE:-
F r o m  3 2 9 0 5 2 5  a c  1 0 : 5 8 : 1 0  d i a l l e d  0 5 5 2 6 7 2 G 7  d u r a r i o n  5 m i . n  3 1
From 3290430  ac  LL :22 :03  d ia l l ed  555257257  du ra r i on  lm in  20
F r o m  3 2 9 0 5 7 5  a c  L l : 4 9 : 3 2  d i a l l e d  0 5 5 2 6 7 2 5 7  d u r a e i o n  3 m i n  2 3

The second cal l  would have cal led 555 2672,  Ehis number is  a
cancel led l ine (  no customer conecr ,ed ) .This nurnber d id have
an tncorrect, cac,egory as iE should have reEurned a recorded
voice anouncemenE. This has been recci f ied.
Repo rc  comp i l ed  by  ph i l  Co lenso .
Tony  Wacson .  .  .'  =  L 2 /  0 5 / 9 4  1 2 : 0 8  2 V 3 3 3

START END S}II,IPT CAUSE ACT'N E!,tP
2 5 / 0 4 / 9 4  1 5 . 3 3  1 6 . 1 3  r . t F  w J  y T  8 7 6 1
. t r t . r r t r r r . t t t r r  N o  P A R T  D E T A I L  . r r l r r r r r l r t r r t r

r t 0 t{,+A R3?89I



ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRATIVE

s5 i t9 l535  STATUS :  CL
259294 TELEPHoNE = 03 3290055
COLDEN MESSENGERS PTY LTD TOSry WATSON
493 QUEEI\TSBERRY ST
NORTH MELBOURNE VIC 3O5I
2 0 / 0 4 / 9 4  1 4 . 5 0
2 0 / 0 4 / 9 4  L 4 . 5 2
L5/04/94 LEOPARD REPORT TRAI\TSFERRED TO 55592015
2 0 / 0 4 / 9 4  L 4 : 4 5  2 V 3 3 3
15/04/94 LEOPARD REPORT OF NRR INT CUS, WAS TRANSFERRED TO
55692015 FOR I}NESTIGATION.
:NSF - NON STAI.IDARD FAULT
: - DOES NOT EXIST
:CUS - CUSTOMER

= 20 /04 /94  CSR:  ZV333F IELD EMPLOYEE:  8767
SEE NARRATI\E

ANIHOI\ry IANSOLUTION

DATE START EI'ID S\|MPT CAUSE ACT'N E!{P
2 0 / 0 4 / 9 4  1 4 . 5 1  L 4 . 5 2  N F  W J  Y T  8 1 6 7
t r r r f  r r r r l t r r t r t r  N o  P A R T  D E T A I L  t t r r * t t r l l r l t t r t

ORDER
CUSTOMER

CALLED IN
CLOSED
DESCRIPTION
NARRA'TI\E

SOLUTION

SOLUTION

= 56692153
= 259294

STATUS
TELEPHONE = 03 286Q256

SMITHGOLDEN MESSEI\TGERS PTY LTD
493 QUEENSBERRY ST
NORTH MELBOURNE VIC
L 9 / 0 4 / 9 4  1 5 . 3 5
L 9  /  0 4 / 9 4  L 6  . 2 7
REC ElrG SIGNAL WHBI RINGING 2850255 & 2877098 1530 190494
L 9 / 0 4 / 9 4  1 5 : 3 3 T 1 1 7 9  '  .
REPORTED BY ALT,AN SMITH WHO PRS|E}IDED HE WAS A CUSTOMER
TRYING TO GEE TI{ROUGI{. . . RA}IG 2860256 AND 2S77098 AI'ID REC
EITGAGED SIGNAL...MR SMITH REQUESTED ME TO RING BOTH MJMBERS
WI{ICH I DID AT ].530 AI\TD AIJSO RECIEI/ED EI\IG SIGNAL
:IIRR - NOT RECEIVfNG RING
:ALL - ALL:APPLIES TO ALL CALLS
:CUS - CUSTOMER
L9/04/94 CSR: ZV333FIELD EDIPLoYEE: 8767
IN HAI{D TO$TY WATSON

ANTHO}N' IA}I

ALI,A}I

3  0 5 1

L9/04/94 I calted Mr Schorer as I received busy when
calling Ehese nunbers also, I felt Ehat Ehey were eiEher
genuin;ly busy or did not exist. Mr Schorer said that
|eeOZSe aia nor exisc, buE he Ehought thaE 2877098 should
noE, be busy as he could have up Eo 30 calls aE a trime'
I was unable Eo geE, any Eescing done EonighE, will concinue
t.omorrow. Mr. schorer iaid he had received a far< from Alan
smich and would be Ealking to him lac,er.
20/04/94 I  received a note from Trevor Hindson saying Mr
Schorer was concerned chaE I was chasing up a faulE on a
20/04 /94  1 .5 :11 .  2v333
wrong number. Il seems E,haE when Mr Schorer was talking to
Alan SmiEh lasC nighE ehey realised EhaE Alan smich was
ringing a wrong nunrber EhaE would reeurn busy and called us
Eo ;ha;ge che ieporE Eo a val id nurnber,  Ehat being 2860056
insEead ot 2860255 as reported. As Mr smiEh iniEial ly
reported dialling 2860256 we can only assume EhaE he was
ai l t t ing che wrong nunber.  As for 287'1098, I  dial led Ehac
nurnber ihis morning and goE E,hrough successtul'Iy. ISDN NPMG
reporced no necr.tork ouEages. They have arranqed gualiEy
m€asuremenc t,o be act,ivat,ed for 200 days on t,he link.
T o n y  W a c , s o n . . . .
2 L / 0 4 / 9 4  1 4 : 0 8  2 v 3 3 3
22/04/94 Mr. Schorer cal led us Co lec us know Ehat his PABX
program had an error and trould have reEurned busy Eo any
calIer r inging 2877O98. He said t ,hey had changed soEtware on
LO/04/94 buC wasn,t ,  cerCain Ehat,  Ehe problem originaCed from
Ehat,  daEe or i f  something else had caused Ehe problem'
I  Ehanked Mr Schorer for informing us; he made menElon agaln
t,haE Alan Smit,h did dial rhe othei nurnber Ehough and chac

SOLUTION

331 l{+B R3?Bez


