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| The Committee’s proceedings on 24 June 1997 were concerned with administrative
problems revealed by Telstra’s handling of the COT (Casualties of Telstra) cases, and
tended to focus on individual cases.

I thought it might be of assistance to the Committee if I provided an assessment of the
COT Arbitration Procedures from my perspective as Administrator of the process,
focusing on the essential features, analysing any deficiencies and drawing some
conclusions and recommendations for the future.

Before doing so, however, it is appropriate to advise the Committee on the status of the
remaining Arbitrations.

Four claims remain to be determined by the Arbitrators.

Lane Telecommunications, which is one part of the technical component of the Resource
Unit has withdrawn from the process as a result of a conflict, or perceived conflict, of
interest, after being purchased from Pacific Star by Ericsson Australia, a major supplier of
equipment to Telstra, including equipment whose performance is central to some of the
claims.

Mr Paul Howell remains as a technical adviser to the Resource Unit, but a decision will
have to be made by the Arbitrators as to whether to replace Lane Telecommunications and
if so, who that replacement should be. The Arbitrators may also have to determine when
the conflict of interest arose, there being no consensus on this issue.

I am consulting with three of the four Claimants as to a number of possible replacements,
but at the moment no agreement or consensus has been reached.

At the time of Lane’s withdrawal one of the claims was very close to being determined,
while the second and third claims are at various stages. In one case, the Arbitrator has

; already made a direction to refer information obtained to date to Mr Howell for
preliminary technical assessment.
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In the fourth matter, the claimant has elected to proceed with the Arbitration on the basis
of Lane Telecommunications continuing as part of the Resource Unit. ] expect this
Arbitration to be completed in the near future, with a Financial Evaluation Report to be
issued by the Resource Unit in the next week.

Turning to the process itself, the COT (Casualties of Telstra) arbitration procedures were
designed to provide a means of resolving a2 number of outstanding claims which had
several common features:

» the Claimants were all small business customers of Telstra;

¢ the businesses were heavily dependent on their telephone service and/or other
telecommunications services;

» all claimed to have suffered substantial business losses as a result of Telstra’s
failure to provide a reasonable level of fault-free service and a failure to

propexly record and investigate reports of a variety of faults characterised by
Telstra as ‘Difficult Network Faults’;

¢ although some Claimants had previously sought and been paid compensation
by Telstra, all of the claims had been outstanding for a long time.

Initially, the Fast Track Arbitration Procedure (FTAP) was developed to deal with claims
by Claimants described as the ‘original COT’ or ‘COT 4°. This was followed by a Special
Arbitration Procedure (SAP) developed to handle claims by the remaining COT
Claimants.

Both procedures provided for the Telecommunications Industry Ombudsman to act as
Administrator of the processes. Independent Arbitrators with the power to give directions
to the parties and to make a final determination of the claims were appointed by the

Administrator, either with the express consent and approval of, or after consultation with,
the Claimants.

The procedures also provided for the Administrator, upon the request of the Arbiteator, to
appoint an independent Resource Unit, comprised of expert technical and financial
components, to assist the Arbitrator in reaching his determination. Again, the components
of the Resource Unit were appointed either with the express consent and approval of, or
after consultation with, the various Claimants.

Finally, the procedures provided for the appointment of an independent Special Counsel
to advise the Administrator. In addition, a solicitor from the Special Counsel’s firm was
seconded on a full-time basis to the TIO to assist the Administrator.

All of these administrative costs of the arbitration procedures, with the exception of the
Administrator’s time, were to be met by Telstra.
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* Subsequently, a ‘third generation’ procedure known as the Standard Arbitration Rules
(SAR) was developed by the TIO, in consultation with Telstra, Optus and Vodafone, and
approved by AUSTEL, to deal with any future cases which would otherwise involve

claims for compensation, beyond the usual powers of the TIO to make binding
Determinations or Recommendations. Most of the features of the Standard Arbitration
Rules are derived from and in common with the earlier procedures.

The FTAP and SAP required the Claimants and Telstra to maintain confidentiality as.to
the proceedings. However, under the rules of the FTAP the ‘original COT” Claimants
were entitled to discuss their respective proceedings and claims with each other.

Where the rules of the FTAP, and the SAP were silent, the proceedings were to be
governed by the Victorian Commercial Arbitration Act, 1984. This provides that an
Award by the Arbitrator is registerable as an order of the Victorian Supreme Court. The
Act also confers a limited right of appeal against any Award by the Arbitrator.

The FTAP and SAP had amongst their objectives that they were to:

o be non-legalistic;

¢ operate in accordance wnth the principles of natural justice (procedural
fairness); and

o allow the Arbitrator to relax certain rules of law or evidence.
The procedures required that:

. aclalmant ant was {o lodée awritten-(-lla.tm,“ im;
* Telstra was to lodge a written Defence in response;
e the claimant was to lodge a Reply to the Defence.

Time limits were set for each of these steps, although these could be varied by Direction
of the Arbitrator, upon request of either party.

The Arbitrator also had a specl.ﬁc power to order a party to produce documents to the
other party, upon request by the other party.

Evidence was to be supported by Statutory Declaration and although provision was made
for evidence to be given on oath during an oral hearing ordered at the discretion of the
Arbitrator, cross-examination of parties or witnesses was not permitted.

When Claim, Defence and Reply documents had been lodged, the Resource Unit could be .
formally appointed to review the issues, carry out any necessary site inspections and other
investigations and to prepare separate Technical and Financial Evaluation Reports, in that
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order, for the Asbitrator. The Arbitrator was required to provide these reports to the
parties for comment and submissions.

At the completion of these stages, the Arbitrator would make a determination and Award.

Those are the salient features of the process.

The procedures as developed, envisaged a number of benefits both for the Claimants and
for Telstra. From the point of view of the Claimants, the benefits were to be:

» a fast, non-legalistic, procedure, operating in accordance with natural justice to
produce a fair outcome;

¢ all administrative costs were to be borne by Telstra;

* strict rules of evidence and of law were relaxed, in favour of the Claimants.

From Telstra’s point of view the benefits were:

e finality and certainty in the determination of the Claims, as opposed to the
uncertainties of other methods of resolution such as mediation or negotiated
settlements which had already occurred with some of the COT cases

¢ confidentiality of the process.

Experience Las shown that not all of these benefits have materialised. In my view,
however, one of the potential deficiencies should have been obvious from the outset.

This deficiency revolves around the vexed question of the best method of enabling the
Claimants to obtain documents held by Telstra. In the process leading up to the
development of the Arbitration procedures, the Claimants were told that documents would
be made available under the Freedom of Information Act.

The Commonwealth Ombudsman has reported on the problems encountered by Claimants
in using the FOI process and I won’t reiterate her findings. For present purposes, it is
enough to say that the process was always going to be problematic, chiefly for three

\ reasons. '

Firstly, the Arbitrator had no control over the process, because it was conducted outside
the ambit of the Arbitration Procedures.

Secondly, in providing documents, Telstra was entitled to rely on exemptions under the l/
FOI Act. This often resulted in the Claimants receiving documents which were difficult
to understand, because information had been deleted.
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In contrast, the Claimants could have sought access to documents under the Arbitration
Procedures. Provided that documents were relevant the Arbitrator could have directed
Telstra to produce the documents without deletions. The Arbitrator could also have
directed Telstra to produce documents to him for inspection, in order to determine any
argument as to relevance. However, the Claimants would have been bound by the

confidentiality provisions of the Arbitration Procedures in relation to documents provided
to them in this way. -

Thirdly, the FOI process as administered by Telstra was extremely slow and this
contributed to much, but not all, of the delay in some Claimants prosecuting their claims.

legal process, Telstra’s approach to the COT Arbitrations was clearly one which was
excessively legalistic. In many instances it made voluminous requests for further and
better particulars of the legal basis of a Claimant’s case when it was in a much better

" position to judge this issue than almost all the Claimants.

\ As to the lessons learnt from experience, while Arbitration is inherently a legal or quasi/

Since my appointment as Telecommunications Industry Ombudsman, my public
comments on this aspect have been recorded in the Annual Reports of the TIO, and
through the medium of AUSTEL’s quarterly reports, on Telstra’s implementation of the
recommendations flowing from AUSTEL’s original COT Report.

One consequence of Telstra’s approach was that the Claimants tried not only to match
their opponent’s legal resources, but also felt it necessary to engage their own technical
and financial experts. This was a significant expense for the Claimants because these
costs were not ‘administrative costs’ of the Arbitration Procedures, and those Procedures
made no provision for the payment of a Claimant’s legal or other costs where the
Claimant received an Award in his or her favour.

Although this deficiency has been largely remedied by Telstra agreeing fo contribute to a
successful Claimant’s reasonable costs, by way of an ex gratia payment, the absence of
such a guarantee in the Arbitration Procedures was a deficiency.

Next, there have been significant delays, over and above those delays associated with the
FOI process in bringing the Arbitrations to completion. In some cases these delays have
been due to Claimants being unable to provide information to substantiate their business
losses. ‘

These delays have been exacerbated by the extensive arguments by both sides as to the
accuracy and merits of the Technical Evaluation and Financial Evaluation Reports
\ produced by the Resource Unit.

Finally, as | have remarked previously, the Arbitrations have been bedevilled by the
inability of the parties to treat the disputes as mafters of a commercial nature and to put
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behind them the atmosphere of mutual suspicion and mistrust that had built up over a long
period of time.

An objective and dispassionate analysis of the Arbitration Procedures must, however,
recognise that the Claimants have benefited from certain aspects of the process.

First, the Claimants under the FTAP had the significant benefit of Telstra effectively
waiving any statutory immunity it may have otherwise been able to plead in legal
proceedings,

In particular, Clause 10.1 of the FTAP provides:

In relation to Telecom’s liability, if any, to compensate for any demonstrated loss
on the part of the Claimant, the Arbitrator will:

10.1.1.3 recommend whether, notwithstanding that in respect of a
period or periods that Telecom Australia is not strictly liable
or has no obligation to pay, due to a statutory immunity
covering that period or periods, Telecom Australia should,
having regard to all the circumstances relevant to the
Claimant’s claim, pay an amount in respect of such a period

- or periods and, if so, what amount,

Clause 13 of the FTAP provides:

Telecom commits in advance to implementing any recommendations made by the
Arbitrator pursuant to sub Clause 10.1.1.3.

Secondly, the Claimants under both the FTAP and SAP had the general benefit of the
relaxation of rules of law.

In particular, Clause 7.1.1 of the SAP provides:
In relation to loss the Arbitrator will make a determination:

7.1.1.3 giving due regard to the normal rules of evidence and legal
principles relating to causation, subject to any relaxation
which is required to enable the Arbitrator to make a
de ination on reasonable ground as to the link between
the Claimant’s demonstrated loss and alleged faults or

problems in the Claimant’s telephone service, and to make
reasonable inferences based upon such evidence as is

presented by the Claimant and by Telstra.
(emphasis added)
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been written into the arbitration procedures to meet the perceived requirements of
nann'aljl.xsﬁoeorpmeodmalfaimess. However, those principles do not

Much time could be saved if the Resource Unit provided expert advice solely to
the Arbitrator, as ocours in other types of commercial arbitration where technical
expetﬁseismdeavailabletoassisthrbimr.

»

4. Thcpmblmofmmvelcgahsnmusytmdmhfyhﬂpmﬂmnaﬂmof
Arbitration, much less easy to remedy.

One solution would be to prohibit the parties from making roquests for further and
_better particulars of any aspect of their respective cases. In the event of any
obvious ‘gap’ the Arbitrator would have a discretionary power to direct a party to
provide more material.

L J 5.  Ingeneral, the Atbitrator should have greater discretionary powers to control
de]ayswhichhaveolhmwisaboeninhminﬁ:cprwswdm

6. AbovedLma;ordwp\mmchmghtbeeandldmforAershouldbe
identified at an carly stage and a Claimant offered this option if the carrier

Fonsiders it appropeiate.

Mofﬁvmmmm&MMummmﬁm
has been dealt with under the SAR since that procedure was established.

1t is interesting to note that of the 43 wmwwmﬂommw
only ISwerethembjectofaformalandbmdmgdmunimhonordmembythe
Ombudsman. .

The balance of 28 cases, which involved claims in excess of the TIO's powers to
¢ make a determination or recommendation, were resolved either by conciliation or
‘ by mediation.

JOHN PINNOCK
TELECOMMUNICATIONS INDUSTRY OMBUDSMAN
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resolution by mediation or negotiation. In several cases settlements had already occurred
in the past with some of the CoT claimants, but had not achieved finality, The second
benefit was the confidentiality of the process as opposed to, for instance, litigation in open
court. The experience has shown that not all of these benefits have emerged or
materialised.

In my view, there was one potential difficulty that should have been obvious from
the outset. I do not make any apology for coming along to this committee and saying that
outright, because it should have been obvious, in my view, to the parties and everyone
involved from the beginning. This deficiency revolves around the vexed question of how
the claimants were to obtain, and the best method of obtaining, documents from Telstra
which were to assist them in the process. In the process leading up to the development of
the arbitration procedures—and I was not a party to that, but I know enough about it to be
able to say this—the claimants were told clearly that documents were to be made available
to them under the FOI Act. The Commonwealth Ombudsman has already reported on the
problems encountered by the claimants in that process, and I do not propose to reiterate
her findings.

Senator SCHACHT—Do you disagree with her findings?

Mr Pinnock—No. For present purposes, though, it is enough to say that the
process was always going to be problematic, chiefly for three reasons. Firstly, and perhaps
most significantly, the arbitrator had no control over that process, because it was a process
conducted entirely outside the ambit of the arbitration procedures. Secondly, in providing
documents Telstra was entitled to rely on whatever exemptions it might be entitled to
under the FOI Act, and this often resulted in claimants receiving documents, the flow of
which made them very difficult to understand. In some cases, there were obviously
excisions of information. In contrast to this, the claimants could have sought access to
documents on a regular basis under the arbitration procedures. Provided that those
documents were relevant, the arbitrator could have directed Telstra to produce those
documents without any deletions. If there was any argument as to the relevance of
documents, the arbitrator would have had the power to require their production and
inspection by him to make that determination in the first place. Thirdly, we know that the
FOI process as administered was extremely slow, and this contributed to much, but
certainly not all, of the delay which the claimants encountered in prosecuting their claims
through the arbitration procedures.

With the benefit of hindsight, I will turn now to the lessons that are learnt from
experience of the process. Firstly, arbitration is inherently a legalistic or quasi-legalistic
procedure. It does not really matter how you might finetune any particular arbitration. It
has the normal attributes of a quasi-legal procedure, where you have parties opposing each
other with someone in the middle having to make a determination. Even having said that,
I am on record as saying that Telstra’s approach to the arbitrations was clearly one which
was excessively legalistic. For instance, in many instances it made voluminous requests for
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) PSTN and ISDN Testing

Dear Mr Schorar

S MWWMMambermbamomwww
_tagting ysing & hew plece of equipment whiich has anly just become avaliable.

Tre oquipment is the Telephone Quality Measurement System (TQMS) Version 3,
manulactured by Sotas inc. The TOMS wil enable the massurament of & number of
call set up and transmission parameters. Allached ie a copy of soma malerial which
describes the gystem. momm-mbmwamlyutwmmhothe
tones usad within the Auatralian telephone network.

lampmpoahgﬂutwemowumbmﬂ*toeanymtmuunboﬂ!mml
ISON services. The PSTN testa will requirc the uee of & ine from one of your
mgmmmmmummw&mﬂamﬂmm
- aiso baing required. mlsonmmmmmotmmammw
W the tost Unit. Given the number of PSTN and ISDN lines you have available, this
mmmmmmmdmmm
mummlmanMMMmowhbhmhmstHymkim
hmammmmmmmmmmummmm
in contacting your business. §

The precias duration awm.mmwmmmmmmw
mam,wnhmmmwmwmahunmmmmm The
Mamwugwmwﬂhummmmmﬁmmwm.
smoadomanmzanourpmod.mmmmmmmmmm
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The tests will be conducted by Mt Wayne Parker and Mr Jefl Thompaan of Bell
Canada intemational, who wifl aleo tabuiate the results. The BCI staff will be sssisted
by two of my staff members, Mr Bruno Tonizzo and Mr Colin Roberts.

A copy of the results will be forwarded o you after the testa have been completed.

lmmmmwmﬁumuwmlmwmm
to discues the details further.
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CRU Engineering Tasks and Staffing

1) Current staff are: /
Manager: Peter Gamble ¢
Engineering: Michael Pham (Smith Case), _
Vacant position (was Maurie Lean on loan for two months
from Network Ops, goes back Friday 23 Sept to canry out
work which will be of long term benefit. Network Ops
retuctant to release him for further time and are currently
looking for possible replacement.),
Geoff Keenan (currently providing backup material and writing
briefing papers).

Technical: Bruno Tonizzo (needed to manage Service Verification Test
process and provide backup to all cases on CAN and
transmission aspects),

Colin Roberts (started one week ago, needed to provide
~, backup to all cases on switching aspects).

2) Complete the preparation of the Engineering Reports for the first four DNF Cases in
a reasonabie time, ie 3-4 weeks, and in parallel. Following the preparation period,
the reports will need to be reviewed as the defence case is prepared. This task will
require 1 engineer plus 1 technical officer for each case, ie 4 engineers and 4
technical officers. Note that this has to be in addition to cusrent staff. Cument

staff level was predicated on serial preparation of engineering reports and at an
overview level only.

Case Engineer Technical Officer
Garms - Bruno Tonizzo (part time -
currently also managing
_ svT)
f_/ - Gillan - {Was Maurie Lean, who -~
: is retuning to Network Ops)

Schorer - - ;
Smith Michael Pham Mark Owen (on loan from

Network Ops, Ballarat for
two weeks, probably can be
extended)

Therefore, an additional three engineers and three technical officers (around
PTTO1 / Level 5) for 6-8 weeks are needed urgently to carry out the case
preparation work satisfactorily. If these staff are not available, then only minimal
technical effort can be put into the cases. This requirement could be reduced to
two engineers and two technical officers if one of the cases, say Schorer, was p'
on hold, but this is risky strategy. Back-up to these teams is to be provided by

Geoff Keanan, Bruno Tonizzo and Colin Roberts. 9 Z
¢ AS3729
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Completion of background and technical papers on the network and related
matters. Should be finalised in the next two - thres weeks. This task is to be
carried out by Peter Gamble, Geoff Keenan and Colin Roberts with assistance from
other authors and a consuitant as required.

4) A review of the General DNF Files is to be made to locate material relevant to
individual cases. Also, material is to be prepared relating to the Coopers and
Lybrand, Beil Canada and Austel CoT Reports. Although a large part of this activity
will be mainly administrative and legal, it will need a dedicated engineering
resource. Accordingly, a further P3 Engireer is required for this activity, which is
estimated to take 2 months. it can not be accomplished within exisling resources.

5) Prepare the engineering reports for next 12, If required in the medium term, the
best approach is to keep staff recruited for first four and allocate them a further two
or three cases each. This would keep some continuity and the case staff would

,/v. then be needed for four to five months.

6) Service Verification Tests need:

. management of individual tests ie scheduling the tests, co-ordination of
customer, Network Ops, and C&C, establishment of call profile, finalisation
of report and forwarding it to the customer and AUSTEL, etc etc

. further development work ie 1ISDN tests, CPE tests, originating call tests,

. negotiation and liaison with AUSTEL.

Management of the test process is being carried out by Bruno Tonizzo. Work on

developing the tests would be carried out by engineer recruited into the vacant

position. Negotiation and liaison with AUSTEL is carried out by Peter Gamble.

7) A Call Delivery Test (100 calls from a number of origins to customers premises)

was developed by Maurie Lean and carried out on Tumer's service. These tests
\ are needed to demonstrate in a formal way the current performance of tha network
' to the DNF customers. Accordingly, they need to be carried out on a number of
services, eg MINENINNENNR, Smith etc. in order to carry these tests out,
people are required to make the calls, network Ops need to be on standby in case—
of problems, a person is needed at the customer's premises to receive the calls,
and, accordingly, the whole process needs managing. Management would be done
within the existing resources, providing previous recruitment has taken place.

(\

8) Resolve technical issues relating to the first 4 plus the next 12 that crop up from
time to time (eq GEEMENNRISDN service, WINEBwiring, CENMNIDENOVRINRS iincs

elc etc). This task can be done within the existing staff of engineers and technical

officers if Maurie Lean is replaced and the full complement of case staff are

recruited. q
9) Discussion with David Fickiing / Geoff Irvine / Fiona Hills on Fauit Escalation 4

process. There are a number of unresolved issues, particularly refating to the role

of the CRU Engineering Group.

AS3730
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10)

11)

Resolve technical issues relating to following 50 (?) and provide advice to Fiona
Hills group. Once the SVT and support process are running smoothly, and initial
work load is mostly complete, will be able to be handled within the existing group.

There are many other minor tasks which need action from time to time. These will
be fitted in as time is available,

Conclusion

The foliowing staff are needed urgentty:

One engineer at P3 level to filt the vacant position on a permanent basis. if
permanent occupant can not be found, then a further rotation of an engineer from
Network Operations is acceptable, with a three month minimum period,

Three engineers at the P3 level (preferred, P2 acceptable if P3 not available} and
three technical officers at the PTTO1 / Level § level for four to five months.

One engineer at the P3 level for three months.

If these staff are not available, then the preparation of the general arbitration material and
specific case material can not be completed in the required time frames.

The use of external staff on a consultant basis could be possible, providing there was a
good working knowledge of Telecommunications. A possible pool of such staff could
include engineers recently retrenched from Telecom, however, the selection process
would have to ensure that the levels of knowledge and expertise were suitable,

Peter Gamble
16th September 1994
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Chapter Eight

Alleged unreasonable conduct

\ 8.79 Teleoom'sconducthasbemlessthanﬂmwhichnﬁglnbeexpecwdc&_ lil
moddwciﬁm-

=&

in insisting on strict proof of a causal link between faults and their

eﬁwtmabuﬁncsswmmweminrmﬂing m
fauits . | .

in insisting on some complainants dealing with its lawyers rather f‘l
than direct with it

in concluding settlement negotiations expeditiousty

+ in insisting that payments in sertdement of claims are goodwill ‘”

payments/gestures rather than compensation.

RECOMMENDATIONS

8.80 AUSTEL recommends that -

*

Telecom's advice to its customers experiencing difficult network
faults on the outcome of its monitoring/testing should state the
limitations of its monitoring/testing regime

Telecom caution its staff engaged in resolution of difficult network
faults against -

- making statements to the effect that a customer’s problem is "
unique before the causes of the faults have been identified t

- recommending customer equipment upgrades before other m
possible causes of the faults have been eliminated

- making inaccurate representations of its liability for such IH
faults

- providing incomplete briefings o third parties who may
take an interest in the resolution of the faults

Telecom adopt a more flexible approach in its response 0 requess

under the Freedom of Information Act 1982 and ensure that it has
the resources necessary to provide timely response to such requests

4 93
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28 November 1994 Commercial & Consumer
Customer Affairs

Engineering and Technical
Consultancy
8/242 Exhibition St
Mebourne, Vic
Australia
| Telephone  (03) 634 B436
Norm ODo Facsimile (03) 634 9930
General Manager, Customer Affairs
AUSTEL
5 Queens Road
Melbourne, Vic

Service Verification Tests - Individual Call Data

Norm,

1994, attached please find the detailed Call Delivery Test information for the following
customers:

As agreed at one of our recent meetings and as confirmed in your letter of 16th November
\ l——

Love - Lovey's Restaurant, Dixons Creek, Vic

Main - Glen Waters Fish Farm, Glenbum, Vic

Smith - Cape Bridgewater Holiday Camp, Cape Bridgewater, Vic (PSTN and 1 800)
Turer - Gourmet Revolution, Moorabbin, Vic

Trzcionka - Trzcionka's Hairdressing, Glenelg, SA

Bova - Ralphies Pizza, Mordialloc, Vic ‘

) This information is supplied to Austel on a strictly Telecom-in-Confidence basis for use in
i W, Liheir Service Verification Test Review only and not for any other purpose, The information is
t 10 be disclosed to any third party without the prior written consent of Telecom.

The detailed results of the Call Delivery Tests should be read in conjunction with the
individual Service Verification Test Reports, which will provide further information on the
origins and destinations, together with details of the time period to be used for the call analysis.
It should be noted that in all cases more than 500 calls are included in the sample. As indicated
in Section 6.3.1 of "Service Verification Tests for Telecom's PSTN", the first 500 calls of the
sample which fall within the specified time period, but not including the errors and failures
mentioned in this section are used.

As you are already aware, the equipment which carries out the SVT Call Delivery Tests is able
to hold the call for the required 120 seconds (as is shown on the results sheets), but is unable to

confirm that the call has been held past 40 seconds, A more detailed response to your
questions on this issue is under preparation.
Teledra Gorpocation Bimited

ACN 051 775 556

—
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The detailed Call Delivery Test report for Dawson's Pest and Weed Control, Maidstone, is still
being extracted from the data base and will be forwarded as soon as it is available. The report
on Mr Bova's SVT is currently being finalised and will be forwarded as soon as it is available,

. As you are aware, Telecom is not completing the Service Verification Test for Mr Turner’s
service at his request. However, a report on that part of the test which has been completed is

being prepared.

Also attached is a copy of the latest issue of a Result Summary document that has been
prepared to show the key results from each SVT.

Two manual Call Delivery Tests have been carried out to Mr Main's service and to Mr Turner's
service, Reports on the results of these tests are currently under preparation and will be
forwarded to the customer, with a copy to AUSTEL, as soon as they are available.

Should you have any further queries, please do not hesitate to contact me.

Peter Gamble
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A Division of G.M. (MELBOURNE)} HOLDINGS PTY. LTD. A.CN. 005 905 045

IMPORTANT: WE ARE NOT COMMON CARRIERS. The Cartier directs your sitention to its trading TERMES AND CONDITIONS OF
CONTRACT. Itis in your interests to read them 1o svold any later confusion.

To: Mr Steve Black Date: 15 December 1994
Group General Manager, Customer Our Ref. 1431
Affairs

Company: Telecom Fax No: 632 3235

From; Mr Graham Schorer Total Pages (incl. Header)

MAILED: YES ( ) NO ( )

Dear Mr Black,
RE: PROPOSED TELECOM VERIFICATION TESTING

 refer you to our telephone conversation last week regarding this matter and as you recalfl,
my drawing your attention to the Peter Gamble carrespondence referring to the statement
™ | that there will be further testings conducted by Bell Canada using new American equipment

especially desighed for such types of festing.

| pointed out to you that | was aware that this equipment had run into problems when trying
to run tests on Raiph Bova service, which you responded that you were not aware of.

' 1 offered a suggestion that should have been mutualiy acceptabie to both parties, that this
N | type of testing be conducted by D.MR., the technical communication resource unit
attached to the Fast Track Arbitration Procedure, which you stated would not be
appropriate.

| then offered a suggestion that this type of testing should be conducted in the presence of
Cliff Matheson of Austel, and you undertook to investigate this possibility with Austel

'} further.

During a more recent telephone conversation regarding many other matters, you informed

i | me that Cliff Matheson would not be available while the Bell Canada people would be stitt
in Australia. | asked the question of you, why would Bell Canada's presence in Australia be
relevant if Cliff Matheson, on behalf of Austel, was to conduct the tests.

t have finally managed to make telephone contact with Cliff Matheson yesterday to discuss
q this matter with him in person and the outcome was as listed below:-

(a) He personally had no difficulty being involved in such testing program,

{b)  His current commitment would prevent him from being available until approximately
mid January,

{c) Austel management would have to approve of his invoivement in such testing;

4 95
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(d) He is of the opinion that his involvement wouild have to be at the expense of
Telecom;

(e) Telecom would have to formally request of Auste! for Cliff Matheson's involverment
in such testing.

During a telephone conversation between you and | earlier this week, | informed you:-
(a) I had not been able to make contact with CIiff Matheson;
(b) | was aware that Telecom/Bell Canada Intemnational had abandoned tests on Gary

hNY Dawson's telephone service last Friday, 9 December 1994, and the official reason
given was that this new equipment does not like Australian conditions;

(c) 1 required in writing from Telecom the results and reasons for such tests were
) abandmed.

Mr Black, ! am awaiting your written response.

raham Schorer
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AUSTRALIA

Commercial & Consdude 8

Customer Affairs

Locked Bag 4960
Melboume Vic 3100

11 January, 1994 Telephone {03) 632 7700

Facsande (03) 632 3241

Mr Warwick Smith

Telecommunications Industry Ombudsman
Ground Floor

321 Exhibition Street

MELBOURNE VIC 3000

Dear Warwick,

| have attached for your information a copy of a letter sent to AUSTEL providing the results of two
additional studies undertaken by Telecom to test the Rotary Hunting Groups and to provide supplementary
inter-exchange network tests and the details of the fesls. The additional testing was undertaken to provide
further information on the refiability of the tefecommunications services provided to those customers
comgplaining of difficult netwark faults.

As you will see from the attached letter, the documents are rated “Commercial in Confidence” and are
provided for the information of the TIO and not for release or disciosure to third parties without the
permission of Telecom Australia. 1 would ask that this rating of the documents be respected.

It is anticipated that the release of these documents 1o the four customers currently proposed for the fast
track arbitration process wili be agreed at an appropriate time in consultation with yourself. The timing of
the release can be finalised once the assessor has been appointed and the procedures for the arbitration
have been agreed. '

| also wish to confirm te you my previous advice regarding arrangements made with AUSTEL for the
release of documents obtained from Telecom to the four customers currently proposed for the Fast Track
arbitration process.

it was agreed at a meeting between Mr. Graeme Ward and Mr. Steve Black of Telecom and
Dr Bob Horton and Mr Neil Tuckwell of AUSTEL on 7 January 1994 that:

«  information obtained from Telecom, in the course of AUSTEL's regulatory functions, and relevant to
_any parties involved in a format arbitration process with Telecom under the control of the
. Telecommunications Indusiry Ombudstnan (TIO) will only be released after consultation with the TIO
and Telecom. ' N

e The AUSTEL draft feport will be expedited fo ensure that it is available at an early stage of the
arbitration process.

« The AUSTEL draft report will be released to the parties involved in the fast track arbitration process for
comment in accordance with a process agreed with the TIO, and only after each party has signed a
formal document committing to keeping the contents of the report confidential and giving an
undertaking not to comment either privately or publicly on the report untit after it has been released
publicly by AUSTEL

Yours sincerely,

Steve Black

GROUP GENERAL MANAGER - CUSTOMER AFFAIRS

Taistra Cofporalon Limited
ACN 051775 556
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VOICE MONITORING
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process has been entered inte, information which may be material to that process should
only be released through that process if at all. As AUSTEL participated with Telecom
in the establishment of thet process it is clear that AUSTEL was fully aware of the
existence of the process and the formal agreement between the partics.

It is Teleoom's view that amrangements should be put in place 1o ensure that infeanation
gained from Tolecom in-tho eeurse of AUSTEL's regulatery functions is only rieased

© iR an aPPropriste way. Te this end [ wish te cenfirm the agreement reashed bstween

Mr. Graesac Ward and Mz, Steve Black in 2 meesting with you and Mr Neil Tuckweil
teday that:

» Informatien oblained frem Telecom, in the eourse of AUSTBL's regulatery
functions, and relevant to sny parttics invelved in a formal arbitration process with
Telocom undor the centrel ef the Telocommunicatiens Iadustry Ombudsmaz (TIO)
will only be relcased after consultatior with the TIO and Telecom.

. TheAUSTELdtaﬁrepoﬂwﬂlbe sxpedited to ensure that it is available at an early
stage of the arbitratien process.

« The AUSTBL draft ropert will be raleased te the partios involved in the fast tack
arbiwetien process far vemument ia 2ccerdance with a process agreed with the TIO,
and only afier oach party has signed 2 formal decument committing ie keoping the
contonts of the report senfidential and giving an uadortaking not to commont cither
privately or publicly on the report until after it has been released publicly by
AUSTEL.

WRYED
GROUP MANAGING PIRECTGR .
FINANCE & ADPMINISTRATION A 1

-~ -t A, . -
. e e e

RN e e 4. RLE AT )
- wrdonmt TR

Ea kel

" . , .' *
F et ) oa N R T TS NT: ict Ty
e WO M PRSP 14 NN AR A




q,elecom

Custemar Reapomes Unkt
Commurcial & Conaumer

Lovel 37
242 Exhibition Sywel

23 Decomber 1994 Wekourne Vic. 3000
Tokephoee {03) 034 2077
Facsimile (03) 837 V28

Mt Graham Schorer

Golden Tranapori Agcncy and

Associated Entitics

493495 Queensbury Steet

NORTH MELBOURNLE VIC 3031

Dear Siv
Preposcd Telocom Verifieation Testing - Your referemce 1431

{ refer 10 your letter of 15 December (sof 1431) addressed to Mr Bluck, [ note yowr
cornments,
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docided not Y0 continne with the tests} There are ongoing discussions with Bell Canads in
relution to future possible testing.
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we look forward to bearing from you.
Yours faithfully
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yelstra

26 September 1995 27 7 . Office Of Customer Affairs

Level 13 222 Exhibition Streat
Melboume
Australia

- ' ) Telephone {03) 9204 5566
: Facsimie  {03) 9204 5571
Cliff Mathieson ;
General Manager s
Carrier Monitoring Unit
AUSTEL
3 Queens Road

Melboumne 3004

Dear Cliff,
SVT Test Results For Dawson and Wiegmann

Attached for your information are copies of the reports ofithe Service Verification
Tests (SVT) conducted on Mr Dawson's Rockbank service and Mr Wiegmann's
Jindabyne South service. Your attention is drawn to the fact that the SVT for Mr
Wiegmann was not completed for the reason outlined below.

The initial requests to all custormners to allow Service Verification Tests to be carried
out are made verbally. Following the customer’s agreement, Telstra staff provide the
customer with a copy of G001 and bricf the customer on the SVT process and the
implications of the actual test with respect to entry to prethises, disruption to service
etc. During these discussions the need to determine an incoming call profile is

explained and as much information as the customer is able to provide is noted.

Following these discussions, but prior to the carrying out bf the Custorner Specific
Line tests, three customers:

. Mr G Schorer (Golden Messenger), North Melbourne, Vic,
e MrC Tumner (The Gourmet Revolution), Cheltenham, Vic, and

. Mr M Wiegmann (Michael Wiegmann Drafting Service), Jindabyne
South NSW

withdrew their permission for the Customer Specific Linej tests to be carried out.

However, Telstra has conducted the Cajl Delivery Tests for these three customers in
accordance with the established procedures and the call profiles provided by these
customers. Should any of these customers withdraw their refusal and allow the tests to

be completed, then Telstra will carry out the tests as soort as practicable. 4?7

Tetstra Corposation Limited
ACN 051 775 556
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Previous correspondence from Telstra has indicated which of the services of the
sixteen DNF Customers referred to Telstra by AUSTEL were to be tested and the
reasons for not testing the remainder. A summary of the SVTs carried out on the
services tested is attached for your information. As you will note, all services where
testing was completed have passed the SVT. Further, the three services where the Call
Delivery Test was carried out have exceeded the required; cutcomes.

Telstra considers that this completes the actions on Recornmendation 25 and 26 of the
AUSTEL COT Report.

Tu (el ~—

Peter Gamble

.Manager: Engineering and Technical Support Group

Office Of Customer Affairs.

ce: GGM Office Of Customer Affairs, Mr Steve Black. |
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FROM L HOLMES Lo CORPORATE SECRETARY

29 October 1993 ' Level 41
242 Exhibition Street,
MELBOURNE VIC 3000
Austraiia

Telephone  (03) 634 6431
Facsimile (03) 6323215
Mr G. Schorer
Managing Director
Golden Messenger
P.O. Box 313
NORTH MELBOURNE, Vic. 3051

Dear Mr Schorer,
[ write to ask for clarification of your claims you wish 10 settle with Telecom.

Settlements with the other three members of your group were for claims regarding the
network.

Your position appears to be somewhat different in that your company issued legal
proceedings against Telecom based upon an alleged contravention of Section 52 of the Trade
Practices Act (regarding customer premises equipment?). Telecom made a payment into
Court with a denial of Liability which was accepted by your company. The acceptance of a
payment into Court amounts at law to a final and binding settlement of the cause of the
action in respect of which the payment into Court was made. Consequently, the settlement
reached with you and your company is even more clearly a fully binding settlement which
Telecom has no obligation, legal or moral, to re-open.

However, any claims about matters other than those covered by the Court proceedings
Telecom would consider; in effect, they would be "new claims”, and couid be covered by any
new dispute resolution procedure.

Accordingly, would you please clarify the claims you wish to settle with Telecom and to
what extent, if at all, do they relate 10 the past Court action.

Yours sincerely,

J.R. Holmes
CORPORATE SECRETARY ADG41g




CAPE BRIDGEWATER
HOLIDAY CAMP

REVIEW OF DOCUMENTATION

27% July 2007 Brian Hodge, 8 Tech; MBA
(B.C. Telecommunication)
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1.

INTRODUCTION

| Brian Hodge having over forty years experience in telecommunications as a
technician, Tech Office, Engineer & Manager (refer appendix 1), has been
requested to examine a quantity of documentation relating to the services
delivering to the Cape Bridgewater Holiday Camp (CBHC) at Cape Bridgewater.

In addition, to examine documentation that relate to the testing of services to the

CBHC undertaken by Telstra/Telecom Australia and Bell Canada International
(BCh).

| have been requested, based on the personal experience in the field, to
comment on the reports, testing technique utilised, and other aspects relating to
services delivery to CBHC.

A variety of testing techniques and call reporting systems were employed as the
basis for the reports & documents prepared by Telstra/Telecom Australia.



2.

TESTING SYSTEMS & RECORDING

A quantity of testing system were employed & consisted of the following:

2.1. TCARS/TRT

The TEST CALL ANSWER RELAY SET is utilised for remotely testing the

transmission performance of a telephone circuit in both directions, where the
operator controls the tests from one end.

The TCAR set is fitted in the automatic exchange & permanently con nected to a
subscriber number (ie. Fixed test number). The TCAR can therefore be called

automatically from an outgoing testing facility (eg Traffic Route Tester — TRT) in
any exchange.

The TRT tests are made by dialling a distant exchange (TCAR) number &
performing a number of tests. The TRT operate in either of two modes.

a. Observed service performance runs,
b. Fault hold & trace runs

The TRT causes the TCAR to respond in a predetermined manner, and
appropriate measurements of network performance can be determined.

One purpose of the TCAR is to ensure that the planned transmission losses are
within specified lirmits.

To enable the fully testing cycle to be achieved, the period between seizure &
release of the TCAR is a fixed 24 seconds.



2.2. PTARS

The portable equivatent to TCARS is the Portable Tone Answer Relay Set
(PTARS).

The PTAR is a “Portable” testbox attached to a line location at a “terminating”

exchange to provide answer supervision for test calls (refer BCl Addendum
Report - Glossary).

As to the PTARs carries out the same functions as TCARS, the seizure —
release time is equivalent.

2.3. NEAT Testing

Network Evaluation and Test System (NEAT) is an Ericsson designed & built
testing system.

The system conducts transmissions & continuity tests between dedicated
network test units.

“Each test call is held for 100 seconds to conduct transmission test & to detect
drop outs” (ref. Telstra doc K35002).

The dedicated Network test unit is connected 1o the selected test number in the
selected exchange line appearance.

Each test call takes 100 seconds to complete (refer K35002).

2.4. Call Event Monitoring

Dedicated test equipment {eg. ELMI event recorder) is provided at the
customer’s premises.




Hence, this device records all activities relating to the customer telephone
handset such as;

a.Handset lift off
b.Outgoing call

¢.No. dialled

d.Incoming ring

e.Answer time

f. Call/handset off duration
g.Call time

As this device is located at the customers premises, no exchange call data can
be recorded.

2.5. Call Charge Analysis tem

The Call Charge Analysis System (CCAS) is not a testing system but a call
recording system. Itis primanily used to provide information to enable billing to
occur.

The system records & analyses the incoming & outgoing calls specifically:
a.lncoming call time
b.Incoming call status (eg. answer or non-answer)
c¢.Outgoing call time
d.Outgoing call dialling
e, Termination time

This system is associated with the main NODE or switching exchange (eg.
Warrnambool - WBOX for Portland & Cape Bridgewater Service area).

However, to prevent unnecessary data capture, short system seizure are not

recorded unless three or more digits are dialled.




This can result in discrepancies between exchanged based (CCAS) data &
customer end data (eg. ELMI).

Therefore, “Phantom calls” to the customer services may not be detected or
recorded by the CSAS. (Phantom calls are calls generated by the network
equipment usually resulting from a fault condition. The call causes an individual
customer/subscriber or maybe a group of customers telephone to ring. When

answered no calling party exists and maybe dial tone is received or no tone at
all}



3.

NETWORK TOPOLOGY

3.1. The network is made up of a hierarchy of exchanges. However, the type
and selection of the specific connecting equipment depends on the number of

customers in a cluster, and the distance of this cluster from the node or terminal
exchange.
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(Refer Telecom Aust, Engineer Development Program, Technical Publication
TPH 1176, FIG.13)

Customers near the node can be directly connected. Small group of greater
distances can be connected by “Remote Subscriber Multiplexer” (RSM) {the
term RSM was later changed by Telstra to RCM — Remote Customer
Multiplexing when the term Subscriber was replaced by Customer. The term
RSM has been used in this report as it was the term utilised at the time in

question) over a primary digital line system. Large clusters are best served by
“remote switching stage” (RSS).

The RSS equipment being used extensively to make digital SWITCHING
available in remote areas.

The RSM being used to make digital SERVICES available in remote areas.




The RSM, as the name implies, is a multiplexer connected to a distant
termination exchange via a primary* PCM transmission system. The RSM is

NOT an exchange but is a “concentrator” of services. The primary function of
the RSM is to:-

a.Provide current feed to subscriber line
b.Detection of telephone hook state
c.Sending tones & ringing signal

d.Ring tripping

e.2/4 wire conversion

f. Analogue to Digital conversion
g.Reception of dial pulses

The RSM DOES NOT

a.Undertake any analysis of the call
b.Carry out network switching
c.Carry out call charging

d.Carry out local call switching
e.Provide service numbers

Al of these activities are undertaken in the terminal or network node.

Local calls between subscribers on a RSM result in “trombone trunking” of the
call from and to the RSM AFTER switching has occurred.

(trombone trunking is a term used to describe the switching of local call traffic
generated by equipment that has no analysis capabilities locally. All calls are
immediately trunked to the main or higher exchange for analysis and all focal
calls are then sent back to the originating system for termination of the call. The
path of the call therefore resembles the musical instrument the trombone)

The RSM is a true multiplexer extending a small number of subscriber
appearance via a digital 30 channel PCM Link from the terminal switching

9




exchange to the remote subscriber cluster. (a muttiplexer is a means of
combining a number of services or circuits typically in multiples of 30, over one
operational trunk or circuit. The multiplexer concentrates or condenses the
circuits or services into a bearer trunk that enables simplified transmission of the
service)

3.2. Primary Digital m
Digital Transmission Systems are arranged into a hierarchy of digital application
based on equivalent channel capacity. The base application being the primary

systems with the equivalent channel capagity of 30 channels.

The input being “voice frequency” (voice frequency is and analogue waveform
typically 200hz - 3,000hz) & output 2.048 kbits/sec.

This application operating over typical standard pair cable or radio links.

10



4. NETWORK SIGNALLING

4.1. Common Channel Signalling (CCS 7)

Common Channel Signalling based on CCITT signalling system No. 7 (CCS 7)
is used for inter-exchange telephone call signalling within the network.

The CCS network is a packet switch data network designed to provide reliable &

speedy transfer of call contro! and other messages for the telecommunication
network.

CCS is also used for non-telephony applications & advanced telephony services,
such as network management & services that require translation of the
called/calling party identity at centralised databases (eg. billing database).

Users of the CCS network are connected at locations known as Signalling Points
(SP).

The CCS network is composed of links connecting the nodes known as Signal
Transfer Points (STP). Each SP is connected to at least two STP. The STP is
also a SP.

Therefore digital exchanges are connected to the CCS via a SP and STP
depending on it over hierarchy status.

However only digital systems (eg. switching exchanges & digital nodes) are
connected & controlled by the CCS network.

4.2. Analogue Signalling

Signalling within the analogue network is/was via Multi-Frequency Code & T&G
signalling system.
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The analogue system & the signaliing system utilised are/were not connected to
the CCS network.

Both the signalling systems had the primary function to transfer called number
data through the network to enable SWITCHING of the telephone cait.
(Switching is the functional carried out by the telephone network, based on the
calling data or numbers dialled, to direct the call over trunks and circuits to the
determined end destination. This switching action can take place through a

single or multiple exchanges depending on the number dialled and the network
infrastructure).

Where no call switching occurs CCS7 system is NOT provided.
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5. DOCUMENTATION REVIEW

A quantity of documentation relating the testing of the service to and from the Cape
Bridgewater area was examined. The documents refated to the specifics of the test
reported to have been undertaken as well as the Cali Charge reports associated with
services at Cape Bridgewater Holiday Camp.

A quantity of Teistra, Austel, Bell Canada International Reports were examined
during the process. However the examination was by no means limited to the
documents mentioned. Other Telecom Australia/Telstra documents were also
examined as necessary to assist in the process.

5.1, Cape Bridgewater

The system located at Cape Bridgewater is a Remote Subscriber Multiplexer
(RSM). This is NOT an exchange and as such DOES NOT:

a.Switch call traffic

b.Analyse call data (eg numbers)

¢.Carry out call metering

d.Provide any network intelligence

e.Provide any subscriber monitoring.

As such the “number range” allocated to Cape Bridgewater resides at the
Portland exchange. Numbers are therefore allocated at Portland & “extended”
to Cape Bridgewater. Multiplexing a number of services over single
transmission bearer using PCM technology, is the method of delivery of services
to Cape Bridgewater RSM.

Therefore TCARS/PTAR connected to the test number 055 267 211 are within
the Cape Bridgewater number range BUT this is physically located as part of the
Portland exchange. The RSM has NO number range, this being allocated at the

“parent” exchange (ie. Portland). (This is verified in document NO0005 (A63152)
paragraph 2+6.)

13




5.2. Common Channel Signalling (CCS7)

Common Channel Signalling No.7 DOES NOT appear or function at Cape

Bridgewater RSM. As no switching, analysis, or billing take place CCS7 is not
required.

However a similar signalling system operates on the PCM multiplexing
transmission system between Portland & Cape Bridgewater BUT is NOT
connected to or forms any part of the CCS network.

The purpose of this signalling link to maintain a functional transmission &
multiplexing system.

Document K04555 paragraph 4 indicate that CCS 7 was only used to monitor
calls to Portland via the Warrnambool node (agin 1993/94).

During the CCS7 network monitoring process, no calls within the Portland area
were observed (refer Telstra document K04555 — CCS7 at time 1994, was only
utilised on calls from Warrnambool AXE to Portiand Axe, NOT during locals
within the Portland area) . Indicating that the CCS7 network monitoring
undertaken DID NOT take ptace in Portland, nor Cape Bridgewater systems of
equipment.

As the CCS network transists the call through the network no CCS7 link existed
from Warrnambool to Portland at this time (eg. 1993/4).

During the early 1990's (eg. 1993), the rollout of AXE & the CCS network was
still expanding. NOT all links to within Portland utilised the CCS network for
signalling purposes. MFC signalling was utilised in Portland (as CCS7 was not
utilised in Portland at this time as mentioned previously, MFC was the signalling
system still operational having bee n utilised as part of the ARF system that was
the major component of the network at that time ).
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Therefore collection of CCS7 data & the associated reporting of the network
performance when related to services connected to Cape Bridgewater RSM.
was inconclusive & flawed, as it only enable parts of the network hierarchy to be
monitored at this time. Where network upgrading had not been completed or
implemented the old signalling system were still operational and required for
network operation. The monitoring technigues utilised for CCS7 were not
applicable or relevant to the existing and obsolete systems and technologies.
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5.3. Test Calls

The documentation indicated that in the region of 13,000" test calls were placed
to the test numbers nominated (eg. Portland number range).

These test calls were undertaken by Bell Canada International (BCl) and by
Telstra Network Operations (NEAT testing).

5.3.1. BCI Testing

The BCI tests were primarily from Traffic Route Test located across the
network to TCARS/PTARS connected to 055 267 211. As indicated
previously, the testing time for such calls is typically 24" seconds (minimum).
The actual time being 43.9 seconds (ref doc. NOO0O06).

The analysis of times indicated for ALL tests reported from all TRT's listed,
reveals major conflict in call traffic to the test numbers. Test times allocated
from specific originating exchanges were in conflict with other simultaneous
calls made from other locations. As the same test terminating number was

also allocated to muitiple originating testing (TRT) units, serious levels of call
conflict would naturally occur.

Such significant (this is significant as the level of simultaneous call generation
as documented could and would result in call confiict generating a HIGH level
of fault reports during the testing regime) overiap of testing time & testing
period WOULD result in high levels of call failures due to congestion, & busy
number. (simultaneous calls to the same number where only 1 call can be
successful MUST and WILL resutt in a large number of call failures being
recorded — the test call is not successful — CALL FAILURE)

No such failures were reported. Hence the only realistic technical conclusions
that can be derived are that the indicated tests were:
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a. Not undertaken

b. Incorrected recorded and documented —fraudently or accidental it is
not possible to tell as replication of the tests is not passible nor that
the original test notes are not available for analysis

c. Testing periods flawed and were not undertaken as specified

d. Testing processes flawed and calls to different terminating numbers
were undertaken

o. Testing processes incomplete — when call conftict was noted the
tests were abandoned and results incorrectly documented

5.3.2. NEAT Testing

As indicated, the NEAT test requires:

a. Installation of NEAT test units to a dedicated test number.

b. Test calls held for minimum of 100 seconds.

The test numbers being located in the Portland exchange (number range
allocated for Cape Bridgewater subscribers).

The allocated test number being 055 267 211, being the same number
allocated for test calls as part of the Bell Canada International testing regime.

Discrepancies associated with the NEAT testing include:

a. Timing of recorded test are in conflict with the TRT test from
numerous exchange — utilising same test numbers over same test
period. (as mentioned in section 5.3.1 high levels of call failure would
have been recorded with such call conflict — this was NOT recorded
therefore major discrepancies in the testing and reporting process has
been identified)

17



b. NEAT testing unit does not utilise the TCAR/PTAR terminating set (as
NEAT test is a Ericsson designed system it utilises a dedicated
terminating set. This set is not the same unit as the TCARS/PTAR.
The TCARS/PTAR is not compatible with the NEAT testing system

The results of the test do NOT record any level of “busy connection” (calls
failing due to simultaneous calls to the test answering unit) as would be

expected (eg encountering busy number) from the high level of duplicated
calls to the test number.

Similarly, the call terminating set utilised is not the same unit specified for the
two different test regimes occurring at identical time period. Hence for
simultaneous calls to be made to the same terminating number from two
different testing systems the terminating set would have to be change for calls
from both system to be successful. The time period for all calls from both
originating systems makes this impossible to achieve

The results from both testing regimes are therefore:

a. Flawed — as simultaneous calls by two disparate systems to the same
number is impossible to achieve

b. Lack creditability — results cannot be replicated nor can the raw data
be examined

c. Dishonestly reported - to achieve the results as document significant
fabrication of the document and report would be necessary.

and as such fail to meet the stated operational standard & quality contrary to
the claims stated in the reports to Austel dated 10 November 1993 (Telstra
doc K35002), BCI Report of 10 November 1993, and others.

5.3.3. 008/1800 Testing

Under the Service Verification Testing (SVT) testing of the 008 Service,
terminating on service number 055 267 267, a number of calls were made via
the new 1800 service terminating on service number 055 267 298.

18




During the early 1890’s when the 008 service was being replaced by 1800,
two separate and completely different networks were in operation. Both calls

through the 008 & 1800 networks would translate to the customers end
service.

The 1800 used the IN Network (Intelligent Network), and is via digital network.
Concurrently, the 008, which was superseded by the 1800 was via the
analogue (plus digital as necessary) network. Hence dual trunking of calls
was occurring (that is calls via the 008 and 1800 service both terminated at
the same destination BUT the route take by both calls were via two entirely

different paths and equipment-hence no comparisons of call processes were
accurate or possible.

Similarly separate billing systems were operating.

Therefore calls via the 008 & 1800 network were completely separate &
different. To claim that a 1800 call is equivalent to a 008 call & translating to a
different number is completely false & erroneous.

All tests carried out on the 1800 network are rejected as being irrelevant to
the issue. Telstra was aware of the changes as the old obsolete 008 network
was to be removed under Telstra network replacement plans & the fact that
the calls were via old (008) and new (1800) technologies. Hence dual
trunking of the calls was occurring, and did so for approximately 18 months to
ensure that the amount of 008 calls could be rduced by advertising and
documentation change by the customers.

5.4 Call Event Monitoring

Monitoring of services at the subscribers premises is obtained only when
specialised equipment is provided such as call detail recording systems or ELMI

event recorders.
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Calls being made to the service number are recorded. Any activity (eg ringing,
handset lift off, dialling etc) is recorded in real time as it occurs. All activity
associated with the handset (event) is recorded

All activity at the subscribers premises is recorded, including short derivation
incoming calls to the service number — eg. phantom calls (refer section 2.5).

Although acknowledge in the report no formal investigation appears to have
been undertaken as no testing of services or data error rate testing of the
multiplexing equipment was mentioned or recommended.

As the RSM equipment is a multiplexing of services via a PCM system from
Portland, the failure of Telstra to carry out suitable & professional testing (eg. bit
error rate tests of multiplexing system & link etc) is a serious concern as this isa
basic system check and only this level of testing on such digital equipment will
verify if the system is operating correctly. If such test are not undertaken the
correct operation of that system and all related equipment cannot be
guaranteed.

High or abnormal error rate can & will impact on the operation of the RSM
equipment for both incoming & outgoing calls but generating or losing vital
operational data. Such data loss can manifest in a numerous number of ways

from generating fictitious (phantom) calls or more serious loss of call and call
data

As the function of the RSM is to signal the service telephone & convert analogue
(voice) to digital code, inferior performance of the equipment (including
transmission system) would have detrimental impact on the overall operation &
service delivery on both incoming & outgoing calls.

It is my opinion the failure of Telstra to undertake such tests (no evidence exists

to confirm any such tests take place), is an indication of their failure to
delivery/confirm the “service quality” to Cape Bridgewater.
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5.5. Call Charge Analysis (CCAS)

Incoming & outgoing call traffic is recorded at the node (eg. Warmambool) to
allow billing of successful calls to take place.

Extensive examination of the available reports (Call Charge Analysis reports)
was undertaken. These reports are produced for all incoming and outgoing calls
and forms the basis of the Telstra billing system data for each customer

Areas of interest were the “Service Verification Tests” (SVT) reported to have
taken place from the following services:

055 267 267
055 267 60
055 267 230

Twenty calls from each service number listed above were reported to have taken
place.

Austel (Auste! doc 94/0268 of 11 October 1994, 16 November 1994 and 9
November 1994) had specified the test calls (all 20/service) had to be “held” for
a minimum of 120 seconds to ensure adequate testing time elapsed, and hence
transmission quality is confirmed or measured.

Examination of the CCAS printout for the day specified (29 Sept 1994):

20 calls from each service number DID NOT take place;

The calls attempted WERE NOT held for the prescribed 120 seconds;

NO incoming test calls were made to the services in question. The CCAS
printout for the period DO NOT indicate any calls to or from the service numbers
in question. As this data is used for billing purposes ALL such call activity must
be recorded

21



It is my opinion that the reports submitted to Austel on this testing program was
flawed, erroneous, fictitious, fraudulent & fabricated, as it is clear that not such
testing has taken place as Telstra’s own call charge system DOES NOT record
any such activities. Therefore the results are flawed or did not occur.

From these conclusions the statutory declarations by Gamble & others must be

considered to be questionable and may be considered to be incorrect to say the
least.
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6. CONCLUSION

The regime of test calls established to verify the quality of the services at Cape
Bridgewater must be considered to flawed and ervoneous.

The fact that overlap of test calls from numerous locations & types of tests to specific
test numbers indicates a serious flaw in the testing process, or simply that the tests
were not carried completed successfully as stated.

As the Cape Bridgewater RSM is not a telephone exchange, no replicable tests were
carried out to verify the conditions being experienced by the subscribers.

The so called tests reported to have taken place at Cape Bridgewater RSM cannot
be verified by examination of the normal exchange based call data, neither incoming
or outgoing. In addition, the failure to carmry out the number & duration of the
prescribed tests (eg. 20 calls per service, each held for 120 seconds), indicate the
erroneous & fraudulent nature of the report to Austel.

The failure of Telstra to carry out standard performance tests (eg. bit esror rate etc),
at the multiplexer (RSM) at Cape Bridgewater is alarming & of concern. CCAS data
over recent times (eg. 2004-2006), indicate a continuing & worsening level of
“Outgoing Released During Setup” calls (ORDS). These reports on the CCAS data
indicate that the calls are not successful in the call set up stage of the connection or
is lost in the network

Such reports would indicate that the service was operating in a very unsatisfactory

manner. The common factor being the multiplexer system & digital link, Portland
exchange or subscriber usage.

However, the continuing report of phantom calls, lost faxes & missed calls ALL point
to the network including the RSM at Cape Bridgewater being the source of the
problem. As a significantly bit error rate in the data network can present it self to the
end user in many different ways. Unfortunately all being a degradation of services
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Telstra’s failure to carry out detailed technical testing of the system, or to fabricated

TRT calls to services not located at the source of the problem (eg, RSM) is
negligent.

As the test cannot be reproduced or verified by an independent body, Telstra has
failed to meet basic Professional Standards. As such, the results are flawed,
erroneous & fraudulent.

Yours faithfully

P

BRIAN HODGE, B. Tech, MBA
(B.C. Telecommunication)
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7.0 Appendix 1

Mr. Brian Hodge Btech. (Electronics), MBA {Uof A).

« Mr. Hodge has been invoived in all facets of the telecommunications industry for over
40 years.

e Mr. Hodge commenced with the PMG in Adelaide in 1961 as a technician in
training. This was a 5-year specialist industry based training scheme at the time
recognized as the leading course of it type in Australia.

« After completion of the training Mr. Hodge, experienced all fields of technical work
including system installation and maintenance.

e In the late 1960s Mr. Hodge moved to what was then classified as the sub/para
professional ranks as a technical officer and draftsman. Then able to gain
experience In medium to large design and installation projects. This included total
project control and management.

e From 1970 Mr. Hodge commenced and completed tertiary studies at the University
of South Australia (formery the Institute of Technology) initially in the degree
(Bachelor of Technology) specialising in electronic engineering.

« The last three years of this course was completed under a trainee engineer position
awarded to Mr. Hodge.

o From the mid 1970 to the mid 1980s Mr. Hodge held various engineering positions
in Telecom Australia (now Telstra) covering all disciplines within the organisation.

o With changes in the market place especially in the terminal products field, Telecom
Australia introduced to the Australian market new generation products that are now
accepted as the minimum requirements for business.

e Mr. Hodge was selected to lead and operate a division to introduce the new range
of products to the market place and re-educate the technical, sales and support
staff in use and support of the products(s). This was a major change in director not
only for Telecom Australia (Tetstra) but also the market place and the customers.

¢ During this time Mr. Hodge commenced and completed, on a part time basis (after

hours only) a Master of Business Administration (MBA) at the University of
Adelaide. The Masters Degree being awarded in 1986.
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From 1986 Mr. Hodge was appointed in to senior management in Telecom Ausiralia
directly and indirectly responsible for more the 500 staff through out South Australia
and Northern Territory.

In December 1990 Mr. Hodge left Telecom Australia and started Beta-Com Pty Ltd
as a consultancy and facilites management company. Beta-Com has recently
diversed into Audio Visual and Video Conferencing systems.

Since deregulation of the telecommunications market in Australia Mr. Hodge has
been involved in a number of companies covering both carrier service and terminal
products. All companies have successfully traded for minimum of 8 years and have
been or are in the process of being purchased by larger and more diverse
organisations.

Mr. Hodge commenced Digital Communication Systems in 1999 and selected and
marketed a range of products and services to the Adelaide market.

Digital Communication Systems in 2007 merged with a national company based in
Sydney

Mr. Hodge is now the Adelaide based Business Development Executive for this group.
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Estimates Committee A

Senator ALSTON—So Bell Canada made
a contribution to that, presumably, but you are
able to go further, are you?

Mr Davey—Yes.

Senator ALSTON-—Is that proposition
something that you have taken directly into
account? [ presume you have seen the minute,
have you?

Mr Davey---Quite frankly, I cannot recall
secing that precise minute.

Senator ALSTON—Perhaps you might
come back to me on any action that has been
taken in response to this, if you have indeed
previously seen it. If not, you might indicate
what action you think should be taken as a
result of seeing it. Can you do that?

Mr Davey—Certainly.

Senator ALSTON-—You said that you
hoped to be able to complete and presumably
release your report in March,

Mr Davey—-Mid-March, we are aiming for
at this point.

Senator ALSTON—At that time, could
you also include the total cost to Austel of the
investigation; in other words, the amount of
resources, human and financial, that has been
absorbed by this exescise?

Mr Davey—1 see no reason not to. I do not
know whether we can give an accurate esti-
mate—we have not until more recently kept
it. It has been absorbed in our usual functions.
We have not set aside specific resources until
more recently.

Senator ALSTON-—Bul it has been a
major project.

Mr Davey—Yes. There is no doubt about
it‘ .

Senator ALSTON—It ought to be desir-
able to try to quantify the cost?

Mr Davey—Yes, _

Senator ALSTON—Are you developing
indicative performance standards to ensure
that carriers provide an adequate phone
service? _

Mr Davey-Yes, indeed. In the context of
the COT cases we are working specifically to

get an agreement on a standard upon which
we can sign off that the complainants, if they

=
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settle with Telecom, are receiving an sdequate
standard of telephone sesvice at the time.

SenatorAlSlON—Wiﬂﬁmbehackedup [

by direction?

Mrmvcy_—-lfnecmgry.yes.

Senator ALSTON—What about in relation
to others, apart from the top eight?

‘Mr Davey—-It would apply in relation to
all of them. What we are aiming to do is to
get an across-the-board standard that people
can sign off and know these sorts of things.

Senator ALSTON-~-Meaning both carriers
or the three carriers?

Mr Davey—It will apply principally to
Telecom as the provider of the local loop.

Semator ALSTON—Very well. Have you'

issued any directives to Telecom in relation
to COT matters?

Mr Davey~Yes. They are published in the
1992-93 annual repont, 1 think.

Senator ALSTON-In relation to COT?

Mr Davey—I think it is. Do not hold me
to it but we do publish our directions in the
annual report.

Senator ALSTON-—Have any directions
been issued since that time?

Mr Davey—It has not been necessary to
issue further directions.

Senator ALSTON—Of the 257 consumer

that Austel received in' 1992-93,
spproximately 91, according to the report,
were referred to other agencics, Does that
sound right? .

Mr Davey—It sounds right,

Senator ALSTON—Why did not Austel
immediately refer COT's allegations of voice
recording to the federal police instead of
waiting for the minister to refer the matter to
the Attorney-General and then on to the
federal police?

Mr Davey—That is a question that I think
I need some further detail on,

CHAIRMAN-—Minister, we might confirm
that you have accepted the questions from
Senator Alston and Senator Tierney. |

Senator McMullan—Yes, I accept.
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l * AUSTEL
| AUSTRALIAN TELECOMMUNICATIONS AUTHORITY w
i 94/0269 _‘aA -g,’?:'b‘:t
40 1:\’\4\6\“‘
4 July 1994 " @6\ N ‘
! Mr G Schorer o~ ¢
| Colden Mesaenger

Facsimile No: (03) 287 7001

Dear Mr Schorer

19,

IMPLEMENTATION ACTION ARISING FROM AUSTEL COT CASES
REPORT

1 am writing 10 inform you of signilicant implementation actions which have

occurred subsequent to AUSTEL's findings and recommendations on the COT
Cases.

As you know Telecom has agrueed to implernent the AUSTEL Cot Cases
Report's recommendations. AUSTEL for its part has an abfigation to monitor
Telecom's periormance in implementing those recommendations. Consistent
with this we have allocated a steffing resource to be responsible for this
monitoning. This task will include:

53
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. enguting timely receipt of Telecom’s quarterly reporis on the
progress of implomentation; and,
. following up any inadeguacy of implementation action.

We will provide quarterly briefings to the Minister consequient upan Telecom's
quarterly reports and publish bulleting on the implementation progress.

You will be aware that the “fast track” arbitration arrangements are currently in
place for the four original COT Cases. in this context, the appaintment of the
arbitrator, rules for conduct of proceedings, time limits and documentation
obligations have been settied. In conjunction with AUSTEL and the

3 QUEENS ROAD, MELBOURNE, VICTORIA

POSTAL: P.O. BOX 7443, ST XILDA RD, MELBOURNE, VICTORIA, 3004 'ro
TELEPHONE: (03) 828 7300  FACSIMILE: (03) 320 3021
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Telscommunications incustry Ombudsman (TIO), Telecom has also recently
settled the rules of arbitration for the 12 COT type cases referred o it by
AUSTEL, as required under recommendation & of the COT Cases report. The
TIO has distributed these niles 1o the respective partlies. AUSTEL participated
in the settiing of these rules of arbitration to meet our responsibility that they be

in genaral conformity with the settlement procedures for the four origingi COT
cases as outlined in AUSTEL's report.

The TIO is facilttating arbitration amangements for both groups of claimants. Al
contact on matters relating to arbitration and provision of documentation etc.
should be with that office on phone (03) 277 8777 and facsimile (03) 277 8797.

inerstate cailers may utiise the TIO's free calt numbers, phone 1800 062 058
and facsimile 1800 630 614.

Telecom has now deveicped its setvice verification tests for network service
performance. Again AUSTEL participated in the development of this document ;/
to ensure conformity with the recommendations of the COT Cases report. The
following points are of note in regard to the operation of these tasts:

[+ the test results during the initial 6 month period are to be

repoited 10 AUSTEL on a monthly basis /
+  tho verification tests will be reviewed after this 6 month
period to determine whether any of the tests require
madification; this review will also take inte account changes
to telecommunications technology and that the current
service verification tests address only incoming calls.

The Telecom point of contact 10 discuss matters relating to these tests is:

Mr Steve Black
Group General Manager
Customer Aftairs

Phone: (03) 8327700 Facsimile: (03) 632 3241

For your information, in any future casos of Ditficult Network Faults which may

arise the service verification tests will provide a reference level of technical
assessment and service periormance within the context of Telecom's Difficult
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Network Fault resolution process. This resolution procose wilt be in line with

recommendation 24 of the COT Case report and recommendation 3 of the
Coopers & Lybrand repost,

| hope the information provided in this letter is helptul. As you can see
significant actions are now proceeding consistent with AUSTEL's report.

Contact on many of these actions is now external to AUSTEL and | have
Identified those contact poims in this letter.

Any residual communication with AUSTEL for matters arising from the COT
report recommendations can be made to the dssignated fiaison officer:

Mr Bruce Matthews
phone (03) 828 7443 facsimile (03) 828 3021.

Qur strong preterence is tor writen communication. This tends to provide a
quicker focus upon iseues for which clarification is sought, and in the long run,
i$ the most economic use of limited resources. AUSTEL is not in a position 10
advise on either technical issues or interpretation of data in regard to issues
raised in connection with arbitration. | seek your co-operation in using the
appropriate contacts.

('\

Yours sincerely

Q

Norm O'Doherty
General Manager
Consumer Affairs

cc  MrWarwick Smith, Telecommunications industry Ombudsman
Mr Steve Black, Group General Manager, Customer Afiairs, Telecom
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N THE MATTER OF an arbilration pursuant
to the Fast Track Arbitration Procedure dated
21 Aprit 1994 :
ALAN SMITH 7
Claimant
and
TELSTRA CORPORATION LTD
MmasAW
Telecom

WITNESS STATEMENT OF PETER HENRY GAMBLE :

;.mmmwammmmmmm
of Victorta, solemnly and sincersly declare and affirm e folows:
EMPLOYMENT DETAILS

introduction
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_Mr Smith on 8th November 1894, {Ref 4,35 4.40)

« the sbiilty of the exchange to deliver calls to the Service

Prior to initiating the test, | discussed the typical incoming call profile of
Mr Smith's service with him, noling in particular severs! areas where
callers had had difficully in contacting him. | also confirmed with him
that his three thlaphone flines woukd be measured as part of the
Customer Spaecific Line Tasts (Section 6.1) and that the Public Network
Call Delivery Tests (Section 6.3) would inciude a 1 800 number (1 800
numbers), the routing of which would mimic his

|
!

Roberts aiso a Prindipal Telecommunications Technical Officer Grade 2,
who in the discussiona that | had with Mr Smith on that
Bridgewater RCM site. The Public Network Calt Defivery Tests were.
conducted from 17th Saplember 1964 1o 24th Seplember 1994,

repost from National Network investigations, dated 21st October 1994
and containing the detailed results of all of the tests, was forwarded 10
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41.

1653 showed that the CAN was wihin the design

sxamined and was generally saticfactory with the sxoeption of insulation
resistance, whote the rosults were inconclusive. 1t is noted that there
were no consistent complaints by Mr Smith during the November 1993
to May 1994 pariod relating to noise or croastak which would have
been svident with low insuistion resistance. Further measurements in
Msy 1994 confimed that the insulation resistance was safisfactory. In
my opinion the insulation resistance did not have an impact on the
gervios Mr Smith was receiing. :

The analyais of the call dats, sampled from actual traffic, and the fauk

experienced. it should be noted that the types of customer dialling
errors dooumented are exhibed by all ocustomers and
oustomers

The SVT, canied out in September 1994, showed that the service
passed the Customer Specific Line Tests and the Public Network Calt
Dalivety Tests. Accordingly, the service was deemed o be operating
satisfactorily at that ime.
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C.QT,
FAX NO: 058 26T 2%0 l
PHONE NO:000 8168 622 . NUMBER OF PAGES (inchafing Sis page) 1 )
FAX TO: Mr Ted Banjairine ;
Customar Resporme Unit
Telacom
Dﬂ_km
Thursdsy 29t September, 1994, Telecom were present of the Holidsy M, Peser
mwuwmwawmmmmna- ot oo
my fines. mwmmkphmluatdmwmmdmﬁhwﬁuh t

muummmmnuwu&mmummuummn
coneciod and arrived back fn the affioe shout 10 minncs ater. Ttwas them that 1 was asked, in font ol o
Muﬂ#lhmﬁuwh-&!mmmm The swwer way
e, and ssow, NO. Afler s diicussion the two techniciens left the office. -

m«:;‘wmmmwuunmumummm
atroes :

My ows texts show that the kiosk phonc, being o wall-phoue, and 360mm from the bench below, has nowbere
© hang or sit when disconpecsed. When this phooe Is disconneciod the ln-coming cond from the phone Is
160mm., There is no way syone can mistakealy Scave this exsension phone across the fine. There coukd have
been NO mistake. The phoae could sot have been left across the line and this is FACT.

lmm&thbmhuuMwawhthemmm
in e beginning. They secmed somewhat lost, and facy had & red mobile phone with them, I theve i 0 simple
cxplanstion, then please provide me with fat explanation,

Because of the way Telocom have performed their mislcading aad decepdve conduct in the past, cofs mind
s thoughts arc led %o continue 1o distrust them. _ '

Sincerely,

-

Alan Smich

A

¢ Warmick L Smith, Telecommunication Industry Ombudsmsn
CHIT Matherson, Awstel Melbourne
Dr. Gordon Hughes, Hunt & Font, Lawyers, Fast Track (Asbitraior)

]

506




TSt s mew ow S S————— A ———

FAXFROM—  ALANSMITH DATE:  10.109¢  —

PHONE NO:008 §46 522 ', NUMBER OF PAGES (including this page) 1

Dear Mr Benjamine,
nkmmlm&kwmmmmmmeWuﬁmut
Cape Bridgewater.

._ \Ampyofasmmmmmkﬁx When I get 10 2 stationery shop | will sign one
myself regarding the facts as stated by Ms Ezzard,

; I bave almost acquired proof of another i, made by ooe of the men present. When I am able to
a substantiate this proof  will table this information.

W.Beujaminqmeofdwfmmwhomuﬁkwnpmﬂwdayinmionhdbmhm
before, some three mouths ago. On 26/5/94 this same Telecom employee had beea in the same
ﬁmkmehewwnys&cphommmwwm For your ears - Mr Peter
Gambhukedmeinmyoffioeiﬂhadmydﬁnguhudnnﬂwﬁxunchim(whhphone

: M)mmwmmmuomu(&mmmmmy

i coming into this office). He asked me in easy bhearing distance of Ms Ezzard, who was in the
mw%umwmmmmmmmmmr fsaid "NO", |-

xhadabokuthedmieequi:mmhemmmdsmdhmsﬁllwﬁmn
ide to side.

Iaskedmphaﬁcauy%uymdkcomeaedbo&phmmhthehudn&ﬂ?hommd
| . the Kiosk Phone?" The chap who had been here before said "Yes.” We stood in limbo for
seconds, minutes. Then the chap who had been here before walked out of the office with the

'Afewmixumlmmtedpetacmblewha:mm It was then that be said that the
Kiosk Phone had been lef connected by mistake, This is emphatically incorrect.

lnowaskyoutoaskMGmblewhatd:eymsayhgon&eredmobilephomjustafew
minutes before. Whmywuy.lbeﬁmﬂuttheymhlkﬁgtomothuhkemclupin
the RCM at Cape Bridgewater.

Mr Poter Gamble has told me on two occasions that be has experienced phone problems while .
contacting 267 267, One was an RVA, the other was when he had been tatking to me on the 267
267 number and my fax was playing up egain. After the fifth or sixth short ring he asked me 1o

So7




pick up the phose the next tire the fax rang. 1did end an engaged signal was heard; oot caly be
mo but also by & house guest. M. Mﬁmﬂmwmma&@.uhmﬂwmu
www&&uﬁahnmﬁs&yhmm

Wemw»mmrmmmmmm The kag-time
Tdmhmtmmbﬂtmlmm&mmewmmaﬁm
it This is what is sad. BHP, Esso, Western Mining, I have worked for them all. No management
bas ever belaved in the same manner as the Telecom Corporate Team now in office.

that you have already responded to my questions on whry and what happened during
this Verification Testing, I wonder how you will reply now?

Simcerely,

o Dr. Gordon Hughes, Hunt & Hunt, Lawyers, Fast Track (Arbitrator)
Warrick Smith, Telecommunication Industry Office.
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 oa2e9 = 7 AUSTEL 29 ,4.3-.
TR 2| l\\ Il ORIV ARCATRONS AL mmm\
11 October 1954 )
Me Potor Gambie .
Manager, Buheerh%aruTemniuIConmﬂm\cy
reuzcou

Facsimile: (03) 634 9930
Dear Peter

ISSUES CONCERNING SERVICE VERIFICATION TESTS

.Foﬂowhgon&omyomtabpMnecomemﬂonmdaymMrCﬂﬂMamhson.lmrﬁmm
AUSTEL requires a written statement from Telecom detailing the deficiency of the current testing
process for the “Call Continulty / Dropouts 1o Neighbouring LIC* test contained in the Service
Verification Tests (SVT). This statement should also detall the action Telecom intends to take to

AUSTEL notes that the SVT results so far provided by Telecom are inconclusive because they do
not comply with the required outcome of Section 6.3.2 of the SVT. Conﬁm\anon that calls were
held for 40 seconds does not confirm these calls would have been held for the requlrod 120
secotds.

On another matter, | understand Mr Bruce Matthews wrote 1o you on 29 September 1994 following
up AUSTEL's earlior request for a copy of test data produced by Telecom in conducting the SVT. 1
also understand that the nature of the data required by AUSTEL was further confirmed in
@) subsequent conversations with Mr Matthews and Mr Mathieson. As noted in these conversations,
the required data is that produced in performing section 6.3 of the SVT, and shouid identity the date
- and time of day test calls were made from each origin, and the technology type of the originating
exchange. As AUSTEL's review of the SVT will take place in November 1994 this data is required

as soon as'possible. - -
Y03(5 sincerely
Nl

Norm O'Doherty
General Manager
Consumer Affalrs

cC  Mr Steve Black
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AUSTEL

AUSTRALIAN TELECOMMUNICATIONS AUTHORITY

Mr S Black
GmGemﬁNhnaaer
TELECOM
Facsimile No: (03) 632 3241
Dear Stove

The recent SVT fesults for Mr Alan Smith raise some issues on which AUSTEL |
requests ciarification, as follows.

. The letter provided to Mr Smith informing him of his SVT results notes
that the Public Network Call Delivery Tests televant to his 008 service
used & 1-800 number that simulated the routing of his 008 services.
AUSTEL is seeking confirmation from Telecom that the network
equipment utiised on calls to the 1-800 number is the same as that
which would have been used by calls to Mr Smith's 008 service {with
the exception of the termination number).

. The Call Distribution Tables on pages 12 and 14 record that the total
calls made to each number are in excess of 600. AUSTEL requests
that Telecom detail the process which determines the “1st 500° calls
under test 6.3, given that a combined total of over 600 calis-have been

made from multiple origins.

"1 would also ke to take this opportunity to formally confirm three issues raised atour . *.
recont meeting of 9 November 1994, )

(1) Telecom will provide AUSTEL with the detailed individual call data (ie.
ﬁnwafday&oﬂginofcamwhichhasbeenthewbjectofmvious
Ccofrespondence from AUSTEL. This data was originally requested by
AUSTEL on 25 August 1994. As discussed at our meeting, the data is

5 QUEENS ROAD. MELBOURNE. VICTORIA - .{o 9

POSTAL: P.O. BOX 7443. ST KILDA RD. MELBOURNE. VICTORIA. 300
TELEPHONE: ¢10) £38 TUR)  FACSIMILE: (03) £20 2021 .




m&adbyAUSTELaspanofumdﬁnsw and will be

required by the consultant assisting AUSTEL in this review. (Please
note that call data for all the test calis is required, not just the data for
the first 500 calis). AUSTEL requires this data by 23 November 1994,
mmsionofﬂusda:abytﬁsdm:sessenﬁalmtheoﬁecﬁmoss

of AUSTEL's review of the SVT.

(2) Inthe near future Telecom will conduct the "Demonstration Tests” on
the services of customers for whom the SVT have been compieted.
AUSTEL notes that the SVT were conducted a considerable time ago
on some of these customer’s services. Although these tests are not
part of the SVT, this data will be used by AUSTEL in our review of
. _ issues related to the SVT. The results from the "Demonstration Tests"
will also be provided to our consultant, and AUSTEL requires some of
~ these test results by 23 November 1994.

(3) .ﬂntTelecmnvﬁllshomyprowde asroq:estedinAUSTEL‘sletterof
110c|aobar1994 a statement on:
the deficiency of the current testing process for the "Call :
\ Continuity / Dropouts to Neighbouring LIC" test contained in the
Service Verification Tests (SVT).. This statement should also
detail the action Telecom intends 1o take to address this -
deficiency.
This statement will be provided to AUSTEL's consultant as part of the
review of the SVT, and is required by 23 November 1994.

The three matters detailed above have been all been outstanding for some time. |
wouid be grateful if you could address your personal attention to ensuring the
required information is provided to AUSTEL by the date requested.

-Yours sincerely

Consumer Affairs
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BY FACSIMILE: (03) 203021
Desx Raobin,

Auached for your infarmution. 88 updated duh of the standard Vorification Tests for asc ta
Telccom's Public Swischcd Telophone Neawork. .

The tests have beon proparcd in cossutiation with Mr CiifT Mathicson of AUSTEL and will form the
busis for dercrmining whether an individual 1kophonc sorvico Is operating satisfaciorlly. 1 would
mmmmmemﬂmwdAummm
Vesification Tests. . ' .

Once agrecmcnt ks beca teached oa theae Vorficaion Tests, Telocom witl be m a psition o
mmwuwmmmmtmmewmw
requircmonts for & epticfaciory service, As,ouuwldwechmlcumphﬁmdthkmh
WMWW&MMAWMMWW

Swcerely,

Swewe Black




world standards and are in fact superior to those used in
other similar networks of equivalent digital penetration.

. Telecom Australia has all the tools, skills and procedures
_needed 10 detect and locate wroubles reported by the CoT
customers.

. The troubles found revealed some switching faults and
potential for nexwork congestion. The contribution made by
these in degrading network performance was rased as
insignificant. ) _

{d)  Telecom generally accepts the findings and recommendation of the
report.”

AUSTEL'S COMMENTS ON TELECOM'S RESPONSE

1.8  Prior to receiving Telecom's response 0 the Bell Canada International

repoet as outlined in paragraph 11.6 above, AUSTEL had written to Telecom

informing it that the claim in the Bell Canada International report 1o the effect that
Telecom's customers received a grade of service that meets global standards goes

too faxr because the study was an inter-exchange smdy only and did not extend to /

the customer access network - AUSTEL had agreed w the stody being so bmised

on the basis that other monitoring it had requested Telecom to undertake on . %

N AUSTEL's behaif should provide AUSTEL with the data on the efficacy of the

Customer access network. . .

119 AUSTEL also noted that from the COT Cases’ perspective there were

ﬁnﬁnﬁmmmmmmrsﬁ:amnmdy-
" test call pasterns used by Bell Canada Imernational may not be
typical of the COT Cases - but that of itself does not necessarily
invalidase the outcome

. it did not extend 1o testing of PBX (rotary) search facilities that are
of significance to some COT Cases but, again, this does not
invalidase the results of the tests as far as they went

. it did not include tess calling via 008 numbers which is of relevance.
to some COT Cases but, yet again, this does not invalidate the
results of the tests as far as they went.”

(Letter dared 16 December 1993, AUSTEL to Telecom's Managing Director,
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3
Edward $
Hunt & Hunt B
LAWYERS iy
Mu;‘.T.quman
'r"."a.,f’::'..‘aml
FACSIMILE TRANSMISSION Neie &7 Babey
Grant D, Sefion
OurBef GLH Charias Vegwarn,
Matter No: Kennath M. Martin
Richard J. Kellsway
Date: 19 April 1994 B & Comt
John 5. Molnar
To: MR GOLDBERG ﬁm
Fax No: 670 8389 Ramdal . Willams
) From: CAROLINE FRIEND
Subjects TIO ARBITRATION :
N
Further 10 my telephone discussion with Mr. Graham Schorer of todays
date, please find attached “Past Track” Arbitration Procedure as of 31st
March 1994 for your attention.

melbosrane

Y
R

H &

Att.

tydunoey

tydmey warl

We 20 this If you have

Thiz document and any following pages are confidential, may contain legally peivileged
information and are intended solely for the named addressee, I you receive this document in
error please destroy it and please ot us know.

brisbhanmys

canberras

nHewcaistloe

ragroasnieg in

sdesleitdae

darwin
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"FAST-TRACK" ARBITRATION PROCEDURE

Scope of the Procedure

1. This Procedure ("the Procedure") provides arbitration
, pursuant to the Commercial Arbitration Act 1984 (Victoria),
:7 ' as amended, ("the Act") as a final and binding method of |
resolving the disputes listed in Schedule A ("the
Disputes") between the customer named in Schedule B (*the
Claiment") and Telstra Corporation Limited (“Telacom
o~ Australia").

2. The Claimant .and Telecom Australia will be bound by the
Arbitrator's decisiocn, and the Claimant, by accepting the
application of the Procedure to the Disputes, subject to
the Appeal provisions of tha Act, will be deemed to have
waived all rights to commence proceedings in any court or
other forum in respect of the facta giving rise to the
'Disputes or the Disputes themselves.

3.  Arbitration under the Procedure will be adminietered
independently by the Tolecommunications Industry Ombudsman
of 321 Exhibition Street, Melbourne ("the Administrator®)

R and conducted by Dr Gordon Hughes C/- Hunt & Hunt,

Solicitors, 21st floor, 459 Collins Street, Melbourne, 3000
("the Arbitrator").

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

,E
Commancement of Arbitration ﬂ 4. )

5. Bach party shall complete and sign a Request for
Arbitration form as sat out in Schedule C in respect of the

bl

d/ 115405601
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Disputes. The form must be completed and returned to the
Administrator by a party within 7 days of receipt of the
form from the Administrator. The Administrator shall notify
the parties and the Arbitrator in writing when he has

received completed and signed Request for Arbitration forms
from both parties.

Arbitration Proceedings

6. Unless the Arbitrator otherwise specifiea, the arbitration
will be on documents and written submiseions only. The
Arbitrator may form the opinion that he requires one or

. more oral hearings in which event the Arbitrator will,

after consulting with the parties, advise the parties of a
date, time and venue for those hearings. Any oral hearing
will not be open to the public nor any other non-pa:ti.s to
the arbitration apart from any of:-

e The Administrator:

A representative or representatives of the
Administrator;

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

A repreeentative or representatives of the Special
Counsel .

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

With the leave of the Arbitrator, one or more
professional consultants to a party. If such leave is \L,
granted, the other party may also have its

professional consultants present.

4
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In an oral hearing no cross examination of any witnesses is
to be allowed. Legal representation of the parties shall be
at the Arbitrator's discretion. If the Arbitrator allows
one party to have legal representation then the other party
may also have legal representation.

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

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

7. The Procedure will ba as followst:-

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

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

Claim shall, with sufficient particularity, state the
following:

. 7.2.1 the identity of the Claimant:

d/1js40560]
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7.2.2 the service difficulties problems and faults
in the provision to the claimant of
telecommunications service which are alleged to
have occurred including the periods over which
such service difficulties problems and faults
allegedly occurred;

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

Telecom Australia shall within 4 weeks of receipt by
it of the Claim Documente send to the Claimant and the
Arbitrator in duplicate its Statement of Defence, and
any written evidence and submissions ("the Defence
Documentg*) in support of that defence. The Statement
of Defence shall, with sufficient particularity, state
the following:

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

will seek to rely upon.

ﬁ{’?ﬁ% 7.3.2 any affirmative defence which Telecom Australia

7.4

7.5

d/113405601

The Claimant may send to Telecom Australia and to tha
Arbitrater, within 4 weeks of receipt of the Defence
Documents, a Reply to the Statement of Defence
together with any supporting documents. Such Reply
will be restricted to points arising §{n the Statement
of Defence and the Defence Documents, and may not
introduce any new matters, points, or claims.

Without limiting dny rights the parties may have to
obtain documents or evidence under the Act, either
party may, upon reasonable notice in writing to the
other party, apply to the Arbitrator for directions
upon any matter in relation to the proceedings
including an amendment to the Statement of Claim,
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Defence or Reply, the production of further documents,
further particulars of Statement of Claim, Statement
of Defence or Reply. Bach party is entitled to be
heard on any such application. In giving directions,
the Arbitrator, where eppropriate, shall impose time
limits for compliance with such directions. On any
such application, the Arbitrator may not require the
production of documents protected by legal
professional privilege.

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

1f the Claimant does not furnish the Claim Documents
within the time allowed pursuant to sub-clause 7.2 or
any further time allowed by the Arbitrator and does
not remedy this default within 2 weeks after dispatch
to the Claimant by the Arbitrator of written notice of
that default, the Claimant may, at the Arbitrator’'s
discretion, be treated as having abandoned the
Claimant's claim under the Procedure, and the
arbitration will not proceed. ’

If Telecom Australja doee not furnish the Defence
Documents within the time allowed pursuant to sub-
clause 7.3 or any further time allowed by the
Arbitrator and does not remedy this default within 2
weeks after dispatch to Telecom Australia by the
Arbitrator of written notice of that default, then
subject to any directions the Arbitrator may give and
subject to Section 17 of the Act, the dispute may be
decided by the Arbitrator by reference tc the Claim

Documents only. y} N
A;L' .,

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

The Arbitrator may require the Resource Unit to
examine documents, inspect premises or systems or
carry out such other enquiriee or research as he
directs. Such requirement shall be in writing and a
copy of it shall be sent to the parties at the same -
time as it is sent to the Resource 'Unit. A report of
any such activities shall be made available to the
parties who shall be entitled to make a written

submiseion upon such report on such terms as the
Arbitrator thinks fit.

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

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

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

9. The Arxbitrator may, as he thinks fit, combine parte of this
Procedure with parts of the identical procedure being used
in respect of claims by those whose names appear in )
Schedule D including the hearing of oral evidence i
concurrently.

L]
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Tha Award

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

(;? 10.1 In relation to Telecom's 4iability; Af any,; to
compensate for any demonstrated loss e part of

the Claimant the Arbitrator will:

10.1.1 give effect to any contractual or statutory
limitations on Telecom Australia’s legal

\J © lieability, and any limitations on Telecom
Australia's liability to the Customer as
determined by Austel pursuant to section
121 of the Telecommunicatione Act 1991
which limitations may apply in respect of
some period or periode of time covered by
the Clajmant's claims and for that reason
in making the findings the Arbitrator will:

10.1.1.1 determine for the time covered by

o~ the claim, the periecd or periods
for which Telecom Australia is not
strictly liable or has no
obligation to pay and the period
or periods for which Telecom
Australia is liable and has an
obligation to pay;

10.1.1.2 determine in respect of sach such
- pericd the amount of loss, if any,
incurred by the Claimant; N
10,1.1.3 recommend whether, notwithstanding

that in respect of a period or
perioda that Telecom Australia is

4
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not strictly lieble or has no
obligation to pay, due to a
statutory immunity covering that
Period or periods, Telecom _
Australia ahould,'havinq regard to
all the circumstances relevant to
the Claimant's claim, pay an

amount in respect of such a period
or periode and, if so, what

amount . '

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

10.2 In relation to the Claimant's Joss, the Arbitrator:

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

i evidence presented to the Arbitrator by

the parties to the arbitration togaether

with any information obtained by the

Resource Unit or any advice given to him

by the Resource Unit.

10.2.2 will make a finding on reasonable grounds
a8 to the causal link between the alleged
service difticulties, problems and faults
in the provision to the Claimant of
telecommunication services and the losses
claimed and, ag appropriate, may make
reasonable inferences based upon such
evidence as is presented by the parties
together with any information obtained by

d/f}s405601
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11.

A&

13.

14.

-

9

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

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

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

Telecom commits in advance to implementing any
recommendation made by the arbitrator pursuant to sube
clause 10.1.1.3,

Subject to clause 17 and unless dirscted otherwise in the
Arbitrator's award or the parties otherwise agree or a

Court otherwise orders, within three weeks of dispatch to

the parties of the Arbitrator's award, payment shall be

made by Telecom of any monies directed by the award to be
paid. Such payment shall be made directly to the Claimant

or in such manner as the Claimant directs, and not through

the Administrator. If the Arbitrator determines in respect

of a Claimant's elaim an amount lese than that paid under Y
an earlier settlement, Telecom agrees that the difference

will not be recoverable.

d/733405601
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15,

10

The Arbitrator and Administrator shall conduct and progress
the arbitration as quickly as justice to all the parties
reasconably permits.

Confidentiality

16.

Rl 17 »

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

16.1 information which at the time of disclesure to a party
to arbitration 1s in the public domain.

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

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

This clause is to be read eubject to any requirements of

law oz of any Court application relating to the Procedure.
Upon making his awvard, the Arbitrator shall immediately
forward two copies of it to the Administrator and the
Administrator shall thereupon send a copy to each party.

The Arbitrator's award, the subject matter of the

arbitration pProceedings, the conduct of the procedure and

the Confidential Information shall at all times be kept
strictly confidential by the Administrator, the Arbitrator
and all of the parties to the arbitration. Telecom .
Australia has submitted to the arbitration in consideration ‘.
of the subject matter and the conduct of the arbitration
Procedure, the Confidentia] Information and the

Arbitrator's award being kept etrictly confidential by the
Claimant. If there is any disclosure of any part of the

4/713405801
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18.

19.

Costs

20.

. 22.

11

subject matter or the conduct of the Procedure, the
Confidential Information or the Arbitrator's award by
either party, then the Arbitrator may take euch steps as he
thinks appropriate including the dismissal of the claim in
the event of a disclosure by the claimant.

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

Clause 17 does pot limit the right of any party to seek
injunctive relief or make a claim for any damages suffered
as a result of any disclosure.

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

The administrative costs of the Procedure are subject to a

saparate agreemeont between the Administrator and Telscom
Australia.

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

Naotices

23.

Y

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

d/#3s405601
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Mr Paul Rumblae

Natlonal Manager-Customer Response Unit
Telecom Australia

Leval 8

242 Exhibition Strest

Melbourna Victoria 3000

by being delivered by hand or sent by prepaid mail.

Liability of Administrator and Arbitrator

24,
VR

25.

26.

-

Neither the Administrator nor the Arbitrator shail be

liable to any party for any act or emission in connection
with any arbitration conducted under thase Rulea save that
the Arbitrator (but not the Administrator) shall be liabla

for any conscious or deliberate erngdoinq on the
Arbitrator's own part.

The liability of Ferrier Hodgson and the partners and
employees of Ferrier Hodgson for any act or omission in
connection with any arbitration conducted under these rules
(other than in relation to a breach of their

confidentiality obligations) shall be limited to $250,000
jQintlY N

The liability of DMR Group Australia Pty Ltd and the
directors and employees ¢f DMR Group Australia Pty Ltd for
any act or omiesion in connaction with any arbitration
conducted under these rules (other than in relation to a
breach of their ¢onfidentiality obligationu) shall be
limited to $250,000 jointly.

Return ¢f Documents after Arbitration

27.

o

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

lodged such documents. ﬁ :

d/f 3405601
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Conflict of Rules

28. In the event of any inconsistency between these rules and

the provisions of the Act, these rules shall prevail to the
extent of that inconsistency.

d/f]sd05801
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* For Claimanta {plus other related claimants, companies,
etc) other than Graham Schorer:

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

d4/$35405601
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Schedule A

("the Disputes*)

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

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

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

If Telecom RAustralia ie found liable in accordance
with 1 or 3 above, the quantum of compensation
payable by Telecom Australia to the Claimant for the
Claimant's proven lose.

OR

ST
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The liability of Telecom to the Claimant in respect
of alleged service difficulties, probleme and faults
in the provision to the Claimant of
telecommunication services (other than the matters
covered by the earlier settlement between Graham
Schorer’'s company and Telecon) ;

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

DELETE AS NECESSARY

d/f]5405601




-oBEN DI-OUWNTL & AU i TID™ &~ 9% ¥ 1TLITM 9 Pl W W b wi oW WY WWwwIT | ¢t

-

Schedule B
("tha Claimant*)
Newme Address

(Plus other related claimants,
companies, etc)

d/fj=a08601
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Schedule ¢

Request for Arbitration

XY (name of Claimant) of ............... +. and (hexre insert name
of related claimants, companies etc and their addresses) hereby
agree to the Procedure annexed for the resclution of the Disputes
between them and Telstra Corporation Limited in the manner
described in the Procedure.

Pated this day of 1994,

LI S I LB LEE SR B L D I DN B I N BN R R

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

Dated this day of 1994,

LI B B N L B I B B B R B B DT DY T RN R TR R TR R Y
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Schedule D

{Here insert names of other three claimants)
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Schedule E
Confidentiality Undertaking
Tos The Administrator - Fast Track Arbitration Procedure
Talecommunications Industry Ombudseman
Ground Floor, 321 Exhibition Street
Melbourne VIC 3000

1, (print full name)

of (print address)

acknowledge that I may receive or become aware of confidential
information relating to the "Past Track” arbitration procedure
(defined in clause 16 of the Fast Track Arbitration Procedure as
the "Confidential Information*) and therefore I hereby undertake
and acknowledge to sach of the Administrator, the Arbitrator, the
Claimant and Telecom Australia (as defined in clauses 1 and 3 of
the Fast Track Arbitration Procedure) at all times that:

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

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

3. I shall take all reascnable steps as I may be advised to
take by the Administrator and/or the Arbitrator, to cause
and ensure that any Confidential Information is kept in the
strictest confidence.

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

S. These undertakings shall have full force and effect and
sehall operate at all times hereafter notwithstanding that I
may subsequently cease to provids services to the
Arbitrator, the Claimant, ¢r Telecom Australia as the case

may be.
Dated the day of 1984.
Signed by the person whoge )
name and address are inserted )
above, in the presence of: ) Signature

Signature of Witness

Full name of Witnesas

d/ 115405601 ﬁ 4




chronological manner; ie, we have a call on the 5th May, 1993 at 9:18, with a conversation time

of 1:28 secs, yet within this time frame there is a further call at 1:28 for 9 secs. Of course this
cannot happen. Or can 1t?

Document B3 (008 account) shows a call on the 13th January, 1995 at 11:50 as a 9:49 sec call and
just 7 minutes later a further call for 42 secs. Something is amiss here [ believe.

Document B4 shows a similar episode (or does it?). When looking closely at B4, we see that a
conclusion can be drawn in fact, that this array of numbers called by me has been produced from
a "Bank" of numbers called over a period.

My concern now is, if this is the case, then data produced in this manner has had human
intervention - there is no other solution that can be determined. My continued concern right
through my Arbitration Procedure is that Telecom have not provided "all" the Raw CCAS data,
ELMI tapes, where "no" human intervention had taken place.

Mr Benjamin, the fact that data is reproduced in this manner leaves doubt in relation to many
areas of monitoring of my calls, both incoming and outgoing, which has not corresponded with
notes made by me of the said calls.

C.O.T. members did not receive the Raw Data produced from the findings of the Austel
Monitoring, they only received the reproduced CCAS data in print form, even after I had written
letters to Paul Rumble and yourself. If Telecom states that the CCAS Raw Data is correct as

presented hete in this letter, then I point out that, when counting the incoming calls on the 008
accounts:

account B1 shows 39 calls,
there are 9 incorrect calls on this account,
this is close to 25% of calls being incorrectly charged.
account B2 shows 17 incoming calls,
there are 4 calls incorrectly charged,

which again is close to 25% being incorrectly charged.

These three 008 accounts, B1, B2 and B3, are examples only of where incorrect charging has not
corresponded with Raw CCAS data.

This query is not part of the Arbitration Procedure, however it is a concern that the anomalies
listed here have been questioned right through my complaint.

Would Telecom please inform me, priority 1, which is wrong: the 008 account presented here, or
the CCAS Data?

I await your response.

Sincerely,

Alan Smith

315




The General Manager

Corporate Resources

FOI Co-Ordinator

AUSTEL

Australian Telecommunications Authority
§ Queens Road

MELBOURNE VIC 3004

By Facsimile - (03) 820 3021
By Courier - 9 February 1995

Attention: Ms Lesley Gordon

Date of Application: 9 February 1995

Freedom of Information Application

Graham Schorer, Associated Entities and Companies etc.

Dear SirfMadam,

We would be pleased if you would accept this correspondence as a formal
application for Freedom of Information under the Freedom of Information Act 1982.
Our firm has been appointed by Graham Schorer and Associated Entities, 493-495
Queensberry Street, North Melbourne, Victoria, 3051, to assist in the accumuiation
of information surrounding circumstances of the telecommunications services
provided by Telecom to our clients premises situated at 493-495 Queensberry
Street, North Melbourne in the State of Victoria.

Our application in this instance is made under the provisions of Section 15,
Subsection 2 of the Freedom of Information Act, 1982. We would respectively

submit that our right of access for that information would be found under provisions
of Section 11 (1) of that Act.

We would be pleased if you would give consideration to our application and make
available certain documents for inspection or purchase pursuant to Section 11 (1) of
the Freedom of Information Act 1982. .

You would note that our application in this case has been dated 9 day of February
1995. We anticipate that the application will be received by yourselves no later than
10 February 1995 (an allowance of 1 day delivery). You wili be familiar with the
provision of Section 15 (5) (a) (b) of the Freedom of Information Act 1982 and we
will look forward to being notified that such request has been received by 10
February 1995 and of your decisions with respect to our request by no later than the
10 March 1995. We would ask that such information be forwarded to us by facsimile
correspondence to the number (03) 287 7001.

ref foiaust.dac - data/mgdirtelecom - 9/2/95 1




If you deem it is appropriate to extend this period as referred to in the Freedom of
Information Act of 1982 (as referred to in paragraph (6) (a) (b) of the Act), then we
would look forward to your determination in writing as soon as practicable.

This particular application acknowledges the provisions of Section 20 (1) regarding
forms of access and asks you to give favourable access to documents in
accordance with the provisions ‘of all four subsections of Section 20 (1).

This applications relates both specifically and generally to documents including
written correspondence, report form, computer data, raw data, diary notes,
notations, scribble pads, telephone conversations either written or electronically
recorded and any other form whatsoever with respect to the following:-

1. The telephone service provided to the situation of:-

Golden

Golden Messenger

Golden Messengers PL
Golden Messengers Pty Ltd

2. The situation of:-
493-495 Queensberry Street, North Melbourne, Vic, 3051
With the postal address of:-

PO Box 313
North Melboumne, Vic, 3051

3. The telephone numbers for the above situation described in 1 and 2 of this
application including:-

() Rotary groups off of the following PSTN subscription:

(03) 329 0055 (03) 329 0088
(03) 329 7788 (03) 329 7355
(03) 329 7133 (03) 329 7255
(03) 329 7466 (03) 328 4462

(i)  Rotary groups off of the following ISDN subscription:

(03) 286 00xx (03) 286 02xx
(03) 287 70xx (03) 287 07xx




The scope of this application is for the period 1 January 1992 through until
9 February 1995 and specifically applies for:-

(i) Access to documents supplied to Austel during the course of the
Austel investigation into the C.o.T. Cases,

(i) Acopyofalldraft C.oT. reports prior to the release of the actual
Austel C.0.T. report in April 1994,

(i) All documents between Austel and Telecom in respect to telephoné‘
service difficulties, problems and faults associated with the CoT. -
Cases inciuding allegations made to Austel against Telecom. -

(iv)  All documents to Telecom from Austel concerning the attempts by
Austel to obtain documentation from Telecom relating to the Austel
investigation of the C.0.T. matters.

(v)  Ail documents to Austel from Telecom concerning the attempts by
Austel to obtain documentation from Telecom relating to the Austel
investigation of the C.0.T. matters.

(vi)  All documents between Telecom and Austel in respect to addressing
Telecom's failure to comply with Freedom of Information rights of the
C.0.T. Cases within the understanding of the Fast Track Settlement
Propaosal.

(vit)  All documents, diary notes and other notations including the official
records of the minutes of meetings between Telecom and Austel
regarding C.o.T. matters and Austel's directives given to Telecom
concerning such C.o.T. matters.

(vii) Documents by members of Austel's staff in respect to conversations
including telephonic, official meetings and unofficial conversations with
Telecom personnel regarding Austel's investigation of the C.o0.T.
matters.

(ix)  Documents of minutes of any meetings, notations and recordings of
any conversations with Telecom personnel by Austel staff at the time
and after the presentation of the Austel draft C.0.T. report in April
1994,

(x)  Documents produced prior to, during and as a result of the meetings
between Telecom and Austel once it had become known that Telecom
had been engaged in voice monitoring and/or voice recording of
telephone conversations in respect to the C.o.T, issue/cases.

(xi)  Documents made during Austel Board meetings and recommendations
regarding:-

(a) C.0.T. matters;
(b)  Telecom and C.o.T. matters.
(xit)  All documents concerning legal advice, sought, supplied or given to

Austel as regulator to clarify what role, action or stance Austel could
take to deal with the following outstanding matters:- ‘(
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(a) Listening to and taping of telephone conversations:
(b) The misleading and deceptive conduct by Telecom:;

(¢} The unconscionable conduct of Telecom
in relation to the C.0.T. Cases,

(xitiy Al documents between Austel and senior management of Telecom in
regard to any issue pertaining to the C.o.T. investigation prior to,
during and after the C.o.T. report release in Aprii 1994.

(xiv)  All documents between Austel and the Telecom Board (ncludes the
Board of Telstra) in regard to any issue pertaining to the C.o.T.
;ngg:tigation prior to, during and after the C.0.T. report release in April

(xv)  All documents between Austel and the Arbitrator appointed in regard to
any Issue pertaining to the C.o.T. investigation at the time of
appointment and any time since.

-4 (xvi}  All documents between Austel. C.o.T. members and Telecom in
relation to the formulation, drafting, meeting regarding acceptance and
implementation of the Fast Track Settlement Proposai and the Fast
Track Arbitration Procedure as it pertains to the C.0.T. Cases.

(xvii) All documents between Austel and the Minister for Communications in
relation to the C.0.T. Cases.

(xviit) All documents of media releases by Auste! including drafts and final
releases in respect to C.0.T. Cases and Telecom.

(xix) ~ All documents in regard to media releases between Austel and
Telecom including details of any agreements between Austel and
Telecom in respect to the early provision for Telecom's inspection
and/or approval of media releases by Austel.

{xx) Al documents received by Austel from Telecom regarding the supply
of telephone service to the business situations and telephone numbers

N of Golden Messenger including: -
(a) Faults;
(b) Exchanges including all exchanges directly connected to the

North Melbourne exchange:
(c) Lines;
(d) Customer Access Network (CAN);
(e) Testing;

() Special testing;

(g) National Network Investigations;

(h) Network Investigation Services; ﬁ 6




(i) Monitoring;

)] Special monitoring; -
(k) Customer premises equipment.
(N Austel's directives to Telecom in respect to the C.o.T. matters.

(xxi)  All documents between Austel and Telecom in any format whatsoever
regarding Telecom behaviour and conduct in respect to the C.o.T.
issues.

(xxii) Documents of internal correspondence including diary notes, Email
and other types of notations within Austel, the Board of Auste| and staff
members in relation to the C.0.T. issues.

5. The application fee of $30.00 is attached hereto, if any further costs are
involved, piease advise this office immediately through the current facsimile
number of (03) 287 7001.

6. Due to our client's financial hardship and that the information being sought in
this application is of public interest, our client requests that this application be
processed and the documents be produced free of charge,

Yours faithfully,

G Ellacott
Plummer & Pullinger

encs Letter Notifying Appointment.
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AUSTEL

AUSTRALIAN TELECOMMUNICATIONS AUTHOKITY
85/0569

10 April 1995

G Ehacott

Freemans Plummer and Pullinger

C/O Golden Messenger Pty Ltd
NORTH MELBOUIRNE VIC 3051

Daar Mr Ellaoott
FO! REQUEST DATED @ FEBRUARY: MR G SCHORER

O

! reter to my letter of 8 March 1995, our subsequent telephone discussions,
and my facsimile messages over reCent weexks,

As foreshadowed in my fax of 31 March 1995, AUSTEL has been mindful of its

obligations under the FOI Act and has progressed its inttial considerations 10
reach a docigion regarding this FO! regquest.

i am now writing to advise that AUSTEL intends to refuse to grant access to
the gocuments requested, being satislied that the work invoived in processing
the request woukl substantially and unreasonably divert the resources of
AUSTEL {rom its other oparations (see Section 24 FOI Act).

Bofors implementing that refusal, and in accordance with Section 24 (8) (c) of
the FOI Agt, | am advising you of AUSTEL's intention to refuse access so that

you or Mr Schorer are givan an opportunily to make the request in a form that
AUSTEL would be able to process,

- | am the cfficer to be contacted in the event that you or Mr Schorer wish to
U consult with a view to making the request in the form that wouid remove the
ground for refusal. (You may recall that my direct phone no, is (03) 828 7381).

In order to provide tima for your congiderations and reasonable opportunity for -
any consultation on this mafter, | request that you advise me by 24 Aprl 1995
whathey Intend to amend your request, and | can then assist you in that
regard. In the interim and as far a5 is reasonably practical, | am available to
provide any information that would assist in revising the request 1o remove the
ground for rafusal.

Yours sincerely
24 .
Lesley Gordon : ) ..(/ 7

General Manager Comarata Resources
FOI Coordinator
5 QI IRRNS ROAD, MELBOURNE, VICTORIA

POSTAL: P.0. BOX 7443 ST KI.DA RD, MELBOURNE, VICTORIA, 3004
TELEPHONE: (03) 828 7300 FACSIMILE: (03) 820 3021

£/ 4 I00R W 1200028 £ 10 IQINARTIW TTiC0Y TRl ARRT 14w AT
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AUSTEL

AUSTRALIAN TELECOMMUNICATIONS AUTHORITY

95/0569
18 April 1995

Mr Graham Schorer

Golden Messenger Pty Ltd
493-495 Queensbury Street
NORTH MELBOURNE VIC 3091

Dear Mr Schorer
FO! APPLICATION: 9 FEBRUARY 1995

| refer to my letter of 10 April 1995, and our telephone conversation of the
morning of 13 Aprit 1995 during which | explained the background to
AUSTEL's current position on your application under the FOI Act.

As discussed, factors in our considerations have included the size
(approximately 45000 documents for examination) and complexity of the
application as it currently stands. | noted that you were surprised at the extent
of material potentially covered by your request, and | concluded that you found
it useful to have an opportunity to informally address the general background
and that aspect in particular.

In exploring options which you may care to consider with a view to reducing
the scope of your request, | was able to advise that amongst the vast amount
of material AUSTEL has gathered over recent years regarding the COT
Cases, there are five files which clearly relate specifically to you and your
company/companies. | suggested that these files could be readily accessed
and reviewed relatively quickly, and that while there would be a considerable
workload for AUSTEL, the task would be straightforward, facilitating the
provision (where appropriate) of documents to you over a 4-5 week period. It
appeared that you were favourably disposed to this proposal, and wished to
give it serious consideration.

As indicated, if you subsequently chose to reduce your application of

9 February 1995 to the documents contained in these five files, | belisve this
would remove the ground for refusal under Section 24 of the FO! Act as
referred to in my letter of 10 April.

5 QUEENS ROAD, MELBOURNE, VICTORIA \ﬁ 8

POSTAL: P.O. BOX 7443, ST KILDA RD, MELBOURNE, VICTORIA, 3004
TELEPHONE: (03) 828 7300 FACSIMILE: (03) 820 3021



In addition to discussions as referred to above, you made particular reference
to reports undertaken for Telecom by Bell Canada, and your strong wish to
gain access to these reports or material directly related thereto. If you are able
to provide specific formal advice in this regard, it may be that inclusion of those
requirements in a reduced request could also be accommodated by AUSTEL.
| am happy to discuss this aspect further once you have examined your needs.

In order to resolve the general matter of the ambit of your request of

9 February, | would appreciate it if you could respond to this letter by c.0.b.
24 April 1995,

Finally, consistent with your advice last week and as confirmed by me, | will
continue to provide copies on any correspondence on this FOI request to both
you and Mr Gary Ellacott at Freemans Plummer and Pullinger.

Yours sincerely

o
~r
Lesley Gordon
General Manager Corporate Resources
FOI Coordinator
e
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AUSTEL

AUSTRALIAN TELECOMMUNICATIONS AUTHORITY

95/0569
11 May 1995

Graham Schorer
Golden Messenger Pty Ltd
FAX : 287 7001

Dear Graham,

FOI APPLICATION: 9 FEBRUARY 1995

Thank you for your letter of 28 April 1995,

Although we have had some ‘phone discussions since that time, and because
your letter raised some important issues, | am replying in writing before
reaching any final decisions regarding your application.

You know that | appreciate your general comments in refation to the COT
Cases, and that AUSTEL is well aware of the concerns you have regarding
everything that has happened. However in spite of this, and regrettably,
AUSTEL has concluded that the résponse to your current FOI request must be
based on the size and com plexity of the task and its impact on AUSTEL's
operations.

In regard to some of the specifics of your letter, it might be useful to consider
the question of whether undertakings were given regarding the processing of
any, FOI applications.

AUSTEL supports the principles behind the FOI Act, and understands the need
to provide information to members of the public as far as possible. AUSTEL
was aware in 1993 (as you have stated in your {etter) that the COT members
may well wish to lodge FOI requests with AUSTEL. Against that background |
have considered seriously your claims of undertakings by AUSTEL, but based
on my investigations | believe that no such undertakings were given.

| am of the view that any comments made to you recognised the probability of
FOI applications to AUSTEL, and noted that any FOI request would be treated
on its merits and in accordance with the spirit of the Act. AUSTEL was, of
course, aware of criticisms of Telecom’s dealings with COT FOI applications
and indeed reflected concern to that effect in the COT Case Report. These
comments, however, did not indicate a promise that any future FOI application
to AUSTEL by a COT member would be accepted and processed, regardless of
its size and compiexity.

5 QUEENS ROAD, MELBOURNE, VICTORIA f

POSTAL: P.O, BOX 7443, ST KILDA RD, MELBOURNE, VICTORIA, 3004
TELEPHONE: (03)-828-7300 FACSIMILE: (03) 820-3¢21
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As no undertakings have been given to the contrary, AUSTEL still intends to
refuse your request unless the scope of your application can be appropriately
reduced. The problem is not so much that AUSTEL does not have an FOI
department. It is rather that the size of your application (even if reduced to the
categories listed and the additional material described in page 3 in your letter)
would require the full time attention of several officers at various levels over
many weeks, and could necessitate AUSTEL recruiting appropriately skiiled
staff and/or taking others away from their normal duties. Already the resources
of AUSTEL have been supplemented and stretched, with outside assistance
sought from a range of agencies and up to four staff, even in these initial
stages.

[ am still willing to discuss the matter, however, and in any event am prepared
to give you some material which has been identified in the preliminary stages of
my considerations. In the course of working out the scope of your application,
we have sorted but not fully assessed documents in category L - the files
specific to you. This sorting procedure has identified documents the provision
of which would be uniikely to pose any difficulties under the FOI Act. | offer this
material to you outside of the FOI process (having undertaken the work it
seems more practical for you to have these documents than for me to retain
them), although i realise it may be of limited assistance.

With regard to your current formal application, | believe it would be reasonable
to seek to finalise AUSTEL's position in the next fow days. On that basis, |
request that any advice with regard to reducing the scope of your request be
provided to me by 9 a.m. on Monday 15 May 1995. In the meantime, if you
require clarification of any of the matters contained in this letter, or if further
discussion will assist, please contact me on ph. no. 9828 7381,

Yours sincerely

- 2.

Lesiey Gordon
General Manager
Corporate Resources
FOI Coordinator




'Bad a:_.om—_oqmnm

. lnto private s, ge- were gacked in 2007-08 for outalde working hours. - Bervice must sdapt and re- ~ heard or decided.

" Werald Sun, Monday, Dacember 22, 2008 - 3

Hundreds __.___._m__z_ for ,_sa., snooping, rudeness .
ﬂ |

%Eg.ﬁa
HUNDREDS of federal Flona Rudson " counsatied, 3 took a ey %%% 5&5&;&83_85&5 _eﬂozau&augusnﬁs

public servants were and 26 were siifted sideways. S8 B Panlie “trom
. Centrelink and the Depart- bullying reports, from 13 to
sacked, demoted or ereda wide array o 35.83. About 80 were found to bave. g vic,  ment of Defence were among 19 per cent.of all Australisn

fined in the past year for including two officials %Qﬁ “The public has much high-. those to take the hardest Iiné  Publié Service stall.

. on-
. serlous misconduct. Crersens %____u.w Banctioned Fot  authortty for the 10 er expectations than bver De-  on breaches. A much. higher percentage

" thenyseives, family or fiends. fore about what the. Govern- buﬁnsaﬁoﬂba?ﬁn of women thap men delieved
ment and the publc Bervice. staff sought reviews by e  theyhad suffered aiihe lisnds

- than 1000 bureaucrats uncoy- d repu-
' ared bed bebaviour such as ‘ation of Australia mﬁsanﬁoﬂsaasa_oﬁ%n&..?auﬁsﬁ Merit Protection Commis- " 4phers, with superiors

", cretsand beingrudetoclients, breaching thekr code of con-  Theft allegations were lev- i enort | als0 ol ba
_ being allega form to keep o step with  The also moted B L cles appear o have

: y d 182 while . elled 18 oificials, while _ i _ ; A
The most common breach  duct, resignsd against these developments.” significant _increase ‘in the a culture i which Menagers

. under n 36 wero acoused of leaking : : ;
_ aﬁ_nuwavm.ﬁo& er vestigatio _ The ,2.5_5._ number of public servants Who bully may be lolerated,”

d internet and © . Pines were handed to 218  information. fure, Bn ) _ y.
But investigators. uncov- . public servants, 111 were' .U&mﬁaﬁn%ﬂu Bnﬁogﬁzﬂﬁp or at work. zﬁaaoa.npﬁ.




Whiist | do not have the totel deployment of Exicom phones avallable & hes been aasessed hat there is
approcdmetely 450,000 phonse with potential faults. Ofmmmmm.mwm“m /
deploysd in srena of high molsture, Ammdeﬂmmﬂthoamhlmiﬂmmm

1008 is:
Quesanaiand 228000
Dawin 9000
Westam Avsiralis 20000

2 We stk have a heavy backiog of work due to the Impact of Cyclone Rews.Siaff have been
mmmﬁmmm“mma‘mmmcamm
phones, CED to work with the SBDU o replace tolephones.Whilst this may overcome
anmmmammmm :




&3-a1-1935 aﬁ:dé FROM CAPE BRIDGE HDRY éﬂﬁ;
3. We have 3t up diccussions with the CWU with the view of implementing any of the following:
" Use of Fbaod Term employees for #uve months

XJse Of Couriers to doliver PhONes whare the fault is diagnosed as being i the phone,
Use of contract labour,

All these actions are in terms of SDU exponses . The recently completed Mercer estimates
Mm_cnltdlmm?. mmmmmmmmnmmm:

VWh e Bailat 6us In March we must acaness the prodiem a5 Sggressively as possible. Gonsideration
shoukd also be given 10 seeking compensation from TT or Exdoom, _

Waestem Austraiia.

The heavy population aress i WA ar¢ in he South and traciionsly the westher Is not expected 1o effect
1HOss Sess untll Fobrusiy ur March. Wa s amanging for Alcate! phones to be suppiled 1 nonthem
Sreas. :

. 001027
$’76'75” ood

S0

TOTL P.G3




SMITHLDOC - _
]
] - DOES NOT EXIST
. 1CUS - CUSTOMER
SOLUTION = 10/05/9¢ CSR: ZVIIIFIELD EMPLOYEE: K767 TONY WATSON

IN HND TONY WATSON
10/05/9¢ I reported this incident in LEOPARD on 055217777
and notified Chris boody. We wera able to duplicate the
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' return one burst of ring t.hnh::i.
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mw.“m.h.l.'....C..0........-v.i..I.'.........I..'D....
S0LUTION a 11705794 10:33 ZV31)
Chris Doody is sending a report on the incident.
m mm......O..-o.Q.O‘o.-.aoc.Co.'to.o..-..'......QO..l
DATE START END SYMPT CAUSE ACT'N EMP
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ORDER = §6701981 STAIUS - »CL.

CUSTOMER = 259289 . ITLEPHONE = 0S5 267267 .
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CAPE BOWTR vie 3306 ,
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CLOSED = 04/05/94 16,04 _ . i
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] - DOES NOT EXIST
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