
ccmcl.trnt handling wtthtn two w..r,. ---

I'[4ii*Jli#.,].:"fi.]ffi$'jH:,i[#]tiiw'#,l :r*,.u,,*i:""y#d{j."
Steve Elack

raat,'Slounr, pr"nt

t:: 3'.*:b:li:i*n; Krasnostein, oavid

3ig:Ti$..,".,%ir::;,,.,"5Ii{H3J1LR"*,pa'ker,Harvev
Srephen:

Eefcre you agle6 to m6et whmv carrio nrin-5;;,ffiilr*if',fr:ti:ifji",l".rarvey parker abour my discussion vrith him ro,owios
I have asked lor the data on I

;i,ffi'j+I'1itif$',:ri{n-:l:$$*$fr,"1i},:i:';j :,,,

織盤聰轡壁黎i寧準 ξ密 ::T島守L糧雷雷憮 鸞堕 J would“
“
絶網臨愧■税翼精粍嶽器:鞭懸1lL轟鮪む『認錦

=ξ
締冨紀l

have seen tteLWL轟 葛『IЪど忌l冒ギ:謂窯ξ輩品.

:靭 脚 鰤 罰 枷 墨蛾 織 駐 鰍 鶯 喪 ⅢⅢ 押 yノ壽鰤 !盤醐蠅瀾鰍 lttI里  1:糠鷲隠輔鋼麟 :覇騨翼鍵幅臨電轟ま∫漣曲壁重獣報昴筆膏:暫
l螂

昔占電
alitiξ
[}lllよ :I♀」普l::dit°

r rep。薇ngtOmorevll'FriFF:,i:::ij:itili:::;:ingproceduresanddata in and .ro,lno pl-nrlll]

rnani
Frank

--cm: 8lack, Sreohen
_..: Krasnosrein, Oar,O. 61ou1'.. F ank

:u0,e9!: i,v: CoT CasEs - can rrom ;iil]. Smith
uaie: Wednesday, March 02, rSga il.iippr
Frank

N00168

ヽ

搾輩j韓職暑愚黎螂群:lttil悸:籠:臓曇:僻i織1霊ぶ翼i枇
鍵ぶ選電鵠吼認織ド"。 'OSal can be putお rw″d dscussed anc r approp● a“′subsequenJy
:I:ir:龍R奪l鯉ξЪy鰤

"奥

ξl譜需謂」撫 s亀11漱 iξl∫露:1月τ::]鯖・nt ratherthan enter the
SteVe 81ack

→

Page 2
本一/7



lrarr Etnrba H.llnt. 21 taurary tt0a

ldrlr OcoctUca Uas.

€aador Ansr *(l tlta hlonll[ O,,rtfo,l c.r l{oDr:

2t. An mrmJ ?drorn l!ilJt h olloi ! ll tlrn 3i$r C Cltrl
lrfttgMr rur !l, locd bdnidrnr Dolar tr l|' ltr b cllcl
to il]at Slluhlila aort illortthe ffiA b ila llfiDa? rEtlutrg I
fl€(larlica flrcrrlo.fllll r.yhe fu firrDa?l t$s[yraal.. n.'
!.I.r thd I b. pouen thd a cErilnC h ilradlE qrrDa|t o
nora r,{ o0o qJ3b{o3,t tr9 oonnacndll lxF Ouramf t}

e OordC yru uptdn uty rncn p,Durnr rn ccemllf ra Foo rfia
nrolt curottrrt rt conecud t tI lfirlrtd AXI uclrmr It
h.l hl p,*lan dnc. D.rn rdilhd? lt nol rhy nd?

5) c0rld you st,ira IEU rl(lrtrr- $l Prldom h fli ilr.f
udurgr rhldr hr\ra Daan rrpgnrtrd b AE?

cl a ldran 'ratuo co upg'lrrie d scrll\eta E AxE E, rtl?
a.lf sDfrt $a arnn FoDltrlrE uJ' .l ouililf,d h lha ttril?

“ “

鶴軍出蹴孵ぶ出1"um。“
鳳:爛雷Fttd

幾n3●00姉
“
―
“

m ttb“
""は
E●
―

h

帥 部鵠編
10い申●rmp鮨 関o暉

η

tTr. Dl| PfldJclon 0|0ugu|{?tldr$&
rer4rton prq rc rnf rr lhl tha (5r oaha !y
Ur DA O.[r in $. nCd bf,lonl ur.tu tl..
Th.flIrr&roleouf br$e fir itrCr6e.f hb
tr AxE 3lbt *r deilllc.,r!, rncJc.c h csntt
V60.h. t w.l rrn od t!.tt a0 E t lr! it I glunaa E
Da tuutar IAJ€aC

み―β





|

l

l

l

l

l

:

:

:

l

l

:、
_

|

日
「
　
．０

nr rfirrrft cdnd ru$ra d fri Indv.d Jot ldu
d,rh, !n , eorit el pocdurr b br lrytoooruoc rd nta'r b rflor{ c, uV r/n!w hu,ll ol 0Ia tyDa EJrflae h n Corfi,
Ylcb,lrn.tafrort

L *ryIt_sr. thra rA e rir{r ht hcad.na mii rftc.( ?frtll,
AXE Erchrrrgo he rhed podcdC!rr. Tht tl f'cl aCmfi
!l.!uro ln gra rltrodq lrJt fri*ill tr ncra u ngu,rd vrrtrdon
h Ua 6!0r Dr.9ryrtroi rnC lc.rrlrt pre€.fuil dIlrg b AXt
rrchragcr B.vi..d procGduor rin ffoapC prohCy.

lhr_nlrilncr h {h.droo O b oiaihrt( b dtra F lh. Dof{lht t?lodng orno I nilfdon poorrwrr b. rwtng ddr uti ,rC
dehlnaC

ITrit ioO la nor ldirwrt to Do .l.ott,ta

Thr nr pocra,'la rcr fu6a-t f,lnDlarnfriod yt afrar.,rt:tt
thb parllcrif prouom dor ne rrri.

みプ



f , Telecom Aust腱lia

. Fjrr .;t_tc 1j/.-/\E $,,bj.c! *fil;rri*:Si=:;f*;f
p!:cnr 35i-23 CZC! Frsrn lI I

c!.is?o!tER g=!.:CES :iil{AGBRi.ut:Ltcx - ..Ec,z3L Rgdjol

- 
II - s=={:->:< :?=i::::_--srr.- - Ft-{it? e*du-..i-!irrr-s

…
/…

― ―0,sto■●
= services lanager ‐ Ha二 iltc,

i:,esse !!::a enc:,caeC ecculc!:teiicn j,n r.Eard :. . arad. ,lf.-::-*::. ccEpiai'::: ria;--d-".il'-ii'lii-' /
C'.:i ieca:. iechnic:a:1s beli,cve .iia-.- ?€ St:,-.-I: is ccrr.e_,-l.-':_:ais:rE,cc=.cl,a!::_es cbc.€e 1.,"o=iie -;;I.;: ;?fi::'j=!cr re:rj.vL;s E R.ccrC.d rcJc"--ii-o""crE e::: sa:r!::g::at t::e -..:=ber is elsccnr,i"=.:-. -- *"'-'

:h.y be:.j,aer t:la: l? -!s a pacbleB i_i,a: !,, cccer!.:.rg i.;il:ieaii:1E i:.sE!e=s as ecir a::c i+; c:s?c!?8rs ar.. cci.::ec!rl tc .tX:.

aan. 'r-cr pieaca i!:vas-eiE3ta :.I.:is grobic= aad p:cvi.ic acrj,:h a L'r:.ttar. ;a=lir ec rs::i:: fo::*ard tl:s +_c y!s=i+i, a:-.i c.c= :.ciai..r.d.=af :,-&ll'L;cr€ i.hr: :.sr:ready s €lffiseii sft!.atlcn-, ;-".*;iqt" o.dr ci !:.a:.rd..

Minute―――

一．多
，

み―β



■

　

Ｉ

Ｆ

Ｅ

Ｉ

‥
こ

１

１
‥

，

F口耐
To:
Sub:崚
0●‐
pr10Ⅲ

嚇 .

躊    M
「
r・9h

Folhrriflo grevious losl cal arlafttb o{ lhc Z louta betv'e$ Wao'l8ntoot Node e'1d Portla'd $(E'R

'Iffi iHffiffi 1*tlg.;'ffi tnSffi trnm,ffiff**ffi ur
*ifi ;:ili ;. rl'-.'*;*t *q fl|f.lf$;t ffif;;* ( Bod F,y ) awai&e.d"T T:-o..?c.
H:'#l:rff ;T-.16i,!tffi1ffi ff 

";ffiggi'S.r.:H-;:rtr;,
ff hcffiL":..Trgtiflfl ?!*Xe ;';'}f;"liili'* tr"e';rE; eed"'g u'n Prois€t don'

ASAP.

My origilal requesr to NDC is aractred

Fr●

“
:G“dLy.Ma慮

嶽 雲 鶴 脳勢 評
1°THER郷

雪

PI●

"ヽ

F:●9h

螂

鑢鵠:輩獣霊1協i貯議咄 盤晴繭策岬
∵磨T'

鷺官置渉轟霜警冦1%翼議樵思留躍罫
・・C融Ⅲ ple"e働藤岳齢“

t・rC●‐leton d
a餞 .

κ aダ Jダ 2

み
「
ε



||

|

F sat:
t0:
Cs:
Srrblcct:grl.:

Prtrr.

D的に■K● vin
C3mala Peter

凱 191st.7AM

lつ

{:'.ffol1t ;:::# fflJ$fl .qrg' rnccdqir-or.'rncr .ellr-ft t? exE&ur eRE r r. 
y'

fITf ;-;i:Tr#;ffiilJ.3fil1Lffi?ffirffifl -_
Thari is noo fiC tO ldC to ,ny oaviproDDna '!5 not" on ArE ll .durEas ccacr,ttlrB call,L of 'rncrrnps[uat.―

へ

‥

　

―

　

―

　

―

ｌ

ｏ
　

８
０

（
１

　

ｌ

ｏ
　

日
―

D

Utrffi :"Sffi li.Ttrffitr#ffi 'ffiir#:rj#+r*il

-

F-i?;rljfl#U{,lltffi fitrffijl$;?5:lT;,f ,l';:i".slT.:,u::ri:lxff r
il.:.i:ir.,l,T3qH:Htftihlsfrd,ffi f,;s#*fr ,,itfiT#f 

;ff r1,"tr '.tqcr3nt 
ro iniu.r. r rctrch 6f lh; usrs iiiiriJii-iJi#finr rrsits rccordec lhrn in EUic hav.r0 oaarinc on thc coT 3.Ni"rr in q,r1iiio,a, u6l.Eih-.;'i;:l;il o" rh.k io(,ividuar n':3.

.

Kevin.

tcemorr.pcr,
*i#$H?ifiDu'v'r' xevin

Subj.e Sothf,art oq.n
D.l.; Ttrutraty. t7 Fe6lrJary t9s1 7:capM
Fa!n. I arn nel asIr rlia'r Al.o ir . ph.tr prls to hlrn t nc lr on tha :alh nocf.
Kivln, Af3A

,..

職 詰躙 調響 …
m etev●●l"“

漱:ざ漱疵
=翻
漱出臨牌・:

A13380

みフ

ノ





つ

Ｅ
■
　
　
，
３

　

１
１
　
　
一―
―
　
　
１
１
　
　
●Ｉ
‥

　

ｉ
ｌ
　
　
●‥
Ｉ
　
　
　
Ｔ

Э

」
■

Ｌ
「
■
“
１１

●
”
＝
＝
ｕ＾

´
■

　

　

．

ヽ

　

　

　

　

８９●
●
１Ａ

んフ

Ci=rltFrrtytrnvtt it ! rdrlo, .

留ョ躙 摯

“

轟 直面 E.i. r:..r. ;:_--: : .f |\ : 
-

Any thoudrlt ut tih n $, trn. ? tf roaOr r U nr frl nllrrlh., AaE b fir I





|

|

|

|

|

Dwyer, (evln

F●m:
To:

8躍F: 離軸脚 11秘M

l'[1F;ffiT*i*x*T,:xi*H#Blr;rirI5tir"y:ffii?ffi,.t?ffi.s*usdusor

I Xlf;1,,ifiXfrr"ffiorunsu'.tv An'lvri. and n.pon' r€c€ndv hdsod by Ann Grmr providrs the
-Raf: i993/16

l>l uav tssE f
Rob grooker ot ericst ;;;,-Jo?,X,*,Et?!ffiHn11ffilli"i.,:#Hilitr"Jl"[:1&3?ilT,:Bffif1ifffi#: 

if,c cau ros"

r *i"{j.i.t4i"J,5"{ffi il#H*$il,*F ;*i,,i:,r::i;r.:#ff E,iil,j*r!1.fjl;#"*
, 

Kevin, docs rhis shed any more ltgtrt on it ?

' lf nor, c.n I suggart I

* riii:,'#,ttHii*T.['"ff xrff Ig??*T BH,"i:H:*iii,f *"s# ffi,i.ti#i,Hli o ",plter.

I

Z
L ^い

― / ・〃ι “″ ´ヽ こ―――
をイ句短年 窒筐

4室
篇

搬 欄 潮 酬 鰐 軸 .魏蹴 出 織辮 響

A■ 3725

Pa90 1

ルー/



Stockdalc, David

蹴 稽品ソξ,:hJ meSSa90,

"EEcI_‐
~ 513 6544601

P.1

From:
To:
SubieEt:
Datr:

Davld′

or BT ia

Lockups 
"6: oeimio'to u-e .ti;;d*db ry1car are not given priority ovo. tt6se *|:t dc.

Ittlff:p, ot dris-nrrure !r! subsequendy ctrarea. OrviciE-ribt u.cings m€y bcclcared a6 t matnr ot coursa,

踏写£留路l』躍齋識配職常じ轟ξ響霧ut量盤

襲鷲鐵:臨調器‖諸霊1胤:詣ΥttmaY"had h… busぃ rm 3“eOま“
30ズ重and

eula`vln AXF R::ran th,1.eidan“ :量

"を

■に ,A
increasc. Such h€va bean addrlssed
due to the dr輌。.■v
訥e case with/66
and we ara not likaly to.

0125

/g*:&t:,::f:l^::I::,:r.!.Jtjl-1*lilbusy arc (*uhe common in both msinfiram rnd rural and rcquir.
fest Svstem procedur! tolitiiec tirii.-{Jnen raults arE rlDoned ro NSS Firld suppofl invotving locled up dcvigss s,g. SULT-D/SLGT o.
:^1*I._iIg!3Tgq! g,f .?n Lt d.cvice nia'v. not bj ei:Ecitl*rlir-ii -oo 

ri6i'arw-j,jio-01-ei tre
wHch me hvdttan15湯

lix響:癬徹鵞;C●Ⅲplete,icture.RE indi

辞騨 :弼躙 i鑢藤撃購 :欝 赫 淵淋 醐 環:騨撒撃蠍≠欝藷嵩鯉椒路硼覇口s

“

ｐ

ａ

ｕ

「

輪 NSS∝ ntt West

轟 :難電R:辮:繊亀譜雛
=鯛
どm欄S酬轟●3釧“"師

d We ttve re翻
“d

‖ease and w‖ not therefore pr。 ,de a clear f● ″vard
3s up the ca‖ ,the charOing point exchange do● 3■●t
,■9e immediately due to能 90 second tine
o,劇にer this poi用しthe OI●ar foいwerd does rlo、 ocC●′りま::て:島朧:翻認鷺総窯 摯鍛

g

lh3いoe and訥●ca‖ wlli be CIearod down.

著驚]櫛諾霧灘 1:TFttl無脚留T智鋼硼譜鵬宙げ
:糧鶏罵規智議「:轟vI:品Ptte島諸 織犠競T“

劇J"喘・oclrr●ct“"…

:熾鴨:γ′16島響毬『露:鶴

牟
―戸

フ

=U` ==  ,こ



ノ

′
　
　
ヽ

β mcrィ
AXR 30fL"ar●  。erFOrna● ce .lnce Decl:lDer 1991

:1晋::!rii:1:i:i::::i:ip:::i:::1:i::1::な
:・含:さi:::|!ill' 18

l・
C● F /:7   system iriュ t,ated rest● rts

( 
ぎ:1甘:lr』::::[ξ S(8fl,Is:;ft"° re raults

SPNF /17   
月ソ
stel l:::::::iif::I::i:tWare raults

Other restartl

1■ ltiated restarts

r::::][IS(811,Isi;ftWare Faults

出 電ave
rory tL・ Isy

:型CHC /36   syst。■
、3anuol
Other i

。ld

a 日Olu

lrhtle ue have had a

,
7.

6.

9・

18.・

4

3.
1.

3.

r:lo'Dlcrn'but

patch

revert
etandby

:」dar:篇II三七IIIIEl12拝
uli:露
eF:VtttFE冒風b:塁:ieを話er::li:壼Li:II:螢Ё,蔦:革11:み輩J:露 f11:電般i:[[「:

:iF:tttII=:樹:[II所蔦ri:姜[可ぽ露:。i:t胸 18:ざtt'.・獄.
fiEittitt::ptr:::。 [:1led・ if[:fefiO。 ::::lute d1803ter. Theョtarts and a reload営::蹴・.:鳳j[さЛj;藤X=::::■ i::35°

=a慧
:辞:7・」

'1『

i:
ifF;:daltliTgtflli賛 1lIIili:よ :JIttli・」:g::rtnft6ifgヮ :ridP,
::IE・wi:h lll~fiII,:i:Чrilh a F:lle llti,ξ 8 :o
:::: ょ[ini::i.・ :I:1:::: きiin":8八 l:l:.:til::3ti:Oid● ●.nd a 8ide JiIモ II.

ヽv d-tv,c r\ _ f1, (i

L23848

み‐ι



_千ユ・J■J」じoM二 usTRAL工 A

tllo I

Eboqrr B3?SO5?

tgtjtot I Rccordad

?roer Hick Rnrca

Votc€ futnouacctnanE

$a

MTNUITI

;;3',1'*1 
jil"$"fl 

tp::"gifi ::"i{:$;fffq+*::i,Hi:iiffi iTff
t}rl a problen I

t't{ *i***:i*.rit+t*{.s**q,tfl':d$ittii:,*}

iil:=irriSx.":i{ft*tir:",,$$,.ffi :,il,if""r}r::*}$irii;

n*f $l:;"ktiHli*$ffi t*iill:t;;*;
ii,,#,*;{fi,t#":liii$l+j$$-},,::,',":iilir:ri.,::mi:
il:ii$i.i:::1il:1.::",,9i"{i1"i:i:"*i":"f?.f* j,i;.i,"r"t.itH}i.;

;- ,:

R09600

C2.:'t.'r]

¨
　

　

　

●





!nいmd Memo

T● Dlllicult Netwoil Faull
Customer Co-ordinators
(see lisl)

Flon Pcter Gamble
Manager Plannlng

qfielec".g,m.

C rld
or..dql. htFrr

,,2.2 Eguen S]trIl
tLDorrna
YE@
flrr.l

IClraElc (ts) Gx !6
mcAa&ri
Fldnfi lw! 6tt t1?{

Commerclal and RL

Consumer

sgq*r DNF Customers. SeMc€ 
Dn'

Data

29 November, 1993

ot.trb. Ken Beattie, Regional General Manager, Queensland (Fax 07 210 0Sa7)
Rosanna Pitlard, Reglonal General Manager, Vlc/Tas (Far: 03 562 1928)
Janet Sayer, Reglonal General Manager, NSW (Fax 02 397 4155)
John Henison, Area Manager, Cartena SeMce Centre (Far:08 2gl 3737)
Graham Powlee, Customer Service Manager, Queensland
Chery,l Prins, Customar Sarvice Manager. Vic/Iaa (Fax 03 s82 07sS)
lan Redfem, Manager, Salss Branch, Mc/Tas (Fax 03 57rl 9461)
Ed Blake, Manager, Operalions Support, Commercial
Don Pinel, Manager, Austel lmuiry, Commercial (Far: 07 221 72741

As part ol the resolution of a sedes of Dlftkuh Network Faulta, your asslstanca i6 cought
in urgendy checking the seMce dala for the customers lor whom you are responsible.
The inlormation is being used tro arrange and co-ordinate a detailed set ol Customer
Accese Networt moasurem€nto and the atlached llst represents the best information
avallable ln thls oflice atthis time and has been compiled from a number of eources. The
information required ls dlSCndeC-Ogmlm that enter a flstom€rG premisee, together
wlth any lntormation regarding the CPE that is connec{od lo that s€rvlce (69 Commander
Syst€m, T200, fax line, Gold Phone etc).

Where the seMce includes a Rolary (or PBX Working) facility, the directory number and
all of.lh9 auxiliary numbeo ehould b9 specified. lt is noted thet th6rs ls a myth.
drculatlng in some areas hat'AXE Rotary s€rvices do not have auxiliary service
numbera'. This is not the case as is evidencad by some ol lhe listings in the attechmsnt.
It would also be useful to kno,v (for A)G seMces) whether the hunting arrangement was
sequential or 'random'. This latter case couU give he impraasion (depending on the
CPE equipment) thal calls were somehow being 'missed'.

The complete liet ol all rervice numbcrr b required to ensure that all services entering
a customer's premlses are measuted and analysed. Where more lhan one line entars
lhc premieee, it is usetul b comparc tho m€asurements on.all llnes, and important
lntormation has been glaancd lrom this process, even though the curlomer may haya
only i€en nportlng dlfllcultle. on ono ol thc linet Difiicultieg have recontly irisen
where only one ol the lwo lines cntering a rsmotely located customels premis* were
mcaaurcd b6cau6a not all ol thc seMc. dala was readily available.

Would you please confirm lhe details of the relevant service to me in writino by COB
Tuesday 3oth November 1993. Should you have any queries, plaase do not hesitale to
contacl ma.

l-K 6oJ$t-
‐ /Peter Gamble

R09919
Fek:a Co rcar in I rrinl
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$' Thc attached report nrai'ry relatss tolto the Fault Manag'ment process; irs deliciencics,and concerns about the d^,1.-:l:^ h j, i, f,r.Ai,U ivfy fnraest is not recenr noropponunism; it woutd be eesier to back oEbui trrai woul,l k ii ;;;l #r.rii t ,ry ..r""r.r,and reading has been largely in my il tilil';] of r.asonable breadth. Thgundertaking ol the Assoiiui" Oipior" in e""orniin,

I|I:LTT,-fi J.'*lH[ilii:H:Tit,Ti:rii**1li::'i1'H3"'rceP'li'n'lhis
;;:';'nl;: j;:*y,l.;:",".H:f 

lfl .Tt#ffillfr ;Yil:.'-[:Trii,ii;[tijiltopplication. 
rv u\' I w'r'r)Eu' rnen I musl act now; hencg the above quasijob

i!i:x f:'tTil:?1'jl,:il'l'.;:ffi'I::"r,"'"T'JI.:t::'",.u to cus,ornr,r sa,isfac,ion
wldch s*'itch shouid be ,

an inadequa,o s;ilj"T*i"fffi;f;;jil1r[j[: 1.,fi,7

~l~

みヂ



「
Ｊ

・

！

　

・ゴ

ヽ
´

１

´

　

ヨ

Ｊ

　

Ｊ

imprOvements incOrporated have becn acP」 10111::::litillllll島

I:l::]llil.IC°
nSider山en哺

躍mi無貯競温::l猶墨1:昌肥耐.g貯通。ゎcu“ome“ cOnnededゎ
篤
鴨mmeぼ酬 '“ね

“

nttgmd∞
"“
面 0、 輝酬 氏轟m∝ 酬 鴨

‐
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:tch hook nash。「can ttn●。ut w:th● e
・ The capablity to dump t。 壼le,On 8 needs basis,infOm麒

|。■re18ting to c811
estabushmentin the swltch.

prcν iously sent''TclcPI:。 nご SCrvicc:_1

Adding emphasis to this need for the employment of these tools is tlre
of outstanding network faults lhantom Rines. No! Receiving R;";-';;

Ja ? r earc:- rrrtlr ,4 rz_:cCH e4)

V施 catii

]⌒

At present actual network failures as opposed to misoperadon cannot be quantiiicd butinstanccs hare been con'rmed .g.rhe ciitea p"ny iur"ir"a onty . .*pt. Jirnrr, ;"
calling party was traced and queiied, they receired ,o RVn in{ir"tirg ,J,. nu*,[., iu, n,Ionger connected.

EMO must proceed, but service provision mus! not bo compromised by an unac.:eptabrefoult incidence or shortcomings in diagnostic roor, iitt,. crlstomor is to be sutisfier, andcostS contained.

the called customer is no longer connec! not

IⅢ:百曇111til蒲轟点瀧漱∬盛:』Wil肌灘鵠寵轟踏電
J"S

hidvettett cuttOmar d`。 pCratiO、 wЮlg I」涌J石蔦 :1::瑞∫ざ 品 rtttul.
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Dtt wentby and B10unthadnt hcd a血嗜 Fhtt ayOung

WOman arnved h“ dEce w血 Blount le― ed Ⅵも ,bnnt
MBA pduatc宙 dl rcsPOnSibillty for the l_800 PЮ duct.Agaln,
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Blount vas shockcd,but hL ttety level cOnttucd to rse

●7hen he dtscOve“ d thts―llt all isoLted PЮ blem.Pmduct
mmgement as BIount h“ ′ic h a competitive cnmmnment
瑯  non■ D口stcnt Thereヽ 嗜s no Oveml coo“ 出山口ung FOIC tO

monltor dle peronnance and P面 口団サ 。f prOduc“ and
mOdS them as“ qulred.He mOvedim¨ &teけ tO demonsmtc
thc mpOnncc Telsm wOuld have to place on PrOducts t。

compete crec● vely:
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Blount asked hヽ  1_800`pЮ duct―narr'tO put tOgether a
tcam to adyse an aspec、 。fdlc Pmduct and Pmvlde a snaPshOt

ofwhat an itt PЮductshOuld look■ ke B10unt■ en arnnged
a¨ ―day rctreat fOr h se」 or_agers tO」k them ttЮugh
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the pЮ duct

錮Ound ttc

member of the

宙 th a■ 働c aspcctS

・ p“)、凛ヽ 。nlng;

・
“

mmg/sCDl
. hovv it was

. the fault rete;

・ the bi■ng`

The picmre

perform.ance was

market was too long

hunch.There wバ

product, so the

in the marketPlace.

product inno\ations

The ocrcise

realised the Power
year leap it would

told him that to
mtlagemcnt uP m

would need to

M― gement.The
Hittcult tO

have a product
to each of the

undertaken and the

sab6cd壷th how

take on the product
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!9. Finally, a )roung
:arned was a bright
lO0 product. Again,

rufuc.'

ben ot the pmdua

'tfu prcfua, $xing

biq about, sia

thool, but, stt'tdiy

I haue rc uty o;f

uchcd.'
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)Put tOgether a

OVlde a snapshot

at then ar_ged

e themぬЮugh

ttoDucr IAra OIIttat - ll rHrY uolln luY lt, ooNT fullD tl

the product manegement case s dy. Fifteen sations were set uP

atound the conference site saffed by junior managers' Each

member of the senior team rotated through the stetions deding

with all the asPects of basic product management:

. how the product wes designed;

. dme-to-market;

. provisioning;

. training/selling;

. how it was wotking in the field;

. thc fault rete; and

. the billing 'rystem'.

PC● Inlance tt Sub… .COSヽ Werc too hin.Thc to―

ffi ""t t"" l"rg - at least 18 montlr from conception to

leunch. Therc was no accountability for the Profit and loss ofa

product, so the company didnt track its performance once it was

in the rnrketplace. And on a broader lcvel, the number ofnew

product innovetions was tiny - only around two dozen a year'

The e:rercise worked brilliandy' The Telstra senior team

rca,lised the power of proper product management and the light-

year leep it would ake to get Tetstrr uP to scratch' Blount's gut

told him that to firlly rcdres this problem and lift Product

man gEment up in the eyes of the organisation as a whole, he

would need to appoint a GtouP Managing Director for Product

Mrnrgement. The logistics of doing so immediately proved too

difficult to orchestrzte at that early stage' so Blount agreed to

havc a product manager in each business unit who would report

to each of thc GMDs- With the massive change being

underuken and t}le resulting competing intercss, Blount was not

satisfied with how things were progressing. The will was there to

teke on the product difficulties, but succcssfirl execution failed to

各―ム |

that made it clear that
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