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» Telecom had conducted extansive testing

122
« Cape Bridgewater Holiday Camp frequently reported

problems with the quality of telephane service

= both the camp and Telecom were receiving confirmation of
reported problems from other network yssrs

» major faults were identified more through persistent reperting
of problems by customer than through testing of the natwork

« customars in the Cape Bridgewater area were also
complaining of similar problems

26 The chronology of significant events demonstrates that Telacom
conducted extensive testing and Talecom rectifiod faults without delay
when faults were identified. It is clear, however, that -

« Cape Bridgewater Holiday Camp was exposed to significant
natwork problems over an extended periad of tima

= < Telecom testing did not detect all of the network problems
affecting Mr Smith.

27  Asis discussed under allegation in more detail throughout this
document, Telecom’s failure to adequately identity Mr Smith's
network problems challenges the basis of Senior Telecom
Management's appraach to the resolution of Me Smith's complaints
and his claims for compensation. Documents which highlight a
categorical reflance on testing over customer perception are-

« Telecom Group Managing Director, Commercial and
Consumer's letter to the COT spokesperson on 23
September 1932 which advised that At this point | have no
avidence that any of the exchanges 1o which your members
are attached are the cause of problems outside normal
performance standards®!8

+ A Telecom Minute of 28 Octeber 1992 from the General
Manager, Telecom Commercial Vic/Tas to the, Group
Managing Director, Commercial and Consumer which

17 Locate Quate from Smith re number of comtacts 77227772
18179 - Gams
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advised of serious concams that the technical experts had in
conducting further testing, their view that extensive testing
has alraady been periormed and "that all indications other
than the customers' awn comments are that the telaphone
services are performing satisfactorily.”1#

Altegation (I) Fallure to Honour Settlemen}

28

AUSTEL has not viewed the confidential settlement agreement
raached betwasn Mr Smith and Telecom.2° . Mr Smith first wrote to
Telacom on 20 June 1932 requesting compensation as a result of his
service dltﬁcultles_and a settloment was reached on 11 December
1992,

- 5 ' S

Telecom's Approach 1o reaching Seftlement

2%

30

A fundamenta! issue undadying Telecom’s settlement with Mr Smith
was the question of whether Telecom had taken reasenable steps to
comprehansively diagnose the standard of Mr Smith’s telephone
service. This is an important point as settlement took place on the
basis that both panties agreed that Mr Smith was receiving an
accaptable standard of service at the time of settlement. Mr Smith
maintains he was under conslderable financlal pressure to reach a
settlemant, leading him to accept Telecom's assurances of the
integrity of his service at the time of seitlement.

There were ongoing negotiations between the COT group and
Telecom in the months immediately prior to Mr Smith reaching
sottiement. Telecom's approach of finking an acceptance by the COT
members that their current standard of service was edeguate to
compensation for past experience of prablems is exempfified in the
following quote from Telecom's Group Managing Director
Commaercial and Consumar, in a letter dated 23 September 1892, to
the COT Spakasperson Mr Schorer:

19305 . Smith
20 Any reason why we should not view Ihis? As our draft is being submitted lo Telecom prior

{0 being printed inay can raise cbjections 1o the confidgniiallly aspects of agreement
at this dme.

123
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The key problem Is that dfscussion on pogsible settiemnernt 124
cannot proceed until the reported faufts are positively identified 5 .
and the performance of your members’ services s agreed o be

nomal,

Assurances provided by Telecom regarding the Integrity of the
Cape Bridgewater Hollday Camp Service

31  Mr Smith maintains that an integral featura of the seftlement
agreement was an urkigrtaking by Telecom that after settlement he
would be provided with a service which parformed to the normal
network standard. Irrespective of whether this undertaking was
specifically stated in the formal agreement document, however, and

as Is the case with dny subscriber, MrSmith'was entitied io believe
; that a service of normal network standard woukd subsequently be
provided to his business. in addition, Telecom’'s approach to
reaching a settiement with Mr Smith and achievement of this
settlament supports Mr Smith's contention of assurances regarding
his service standard.

32  Telecom's communications with Mr Smith in the months prior to
seftlement uniformly argued that the Cape Bridgewater Holiday Camp
sarvice was at an acceptable level and that Telecomn was capable of

rapidly rectifying faults as they arosa.

33  On September 1, 1992, Mr Smith received a letter from the Telecom
; Genaral Manager, Telecom Commercial Vic/Tas, who was then
i dealing with his service complaints. This lefter stated that "our recent
tests indicate that your setvice is now performing to normal network
standards” and foreshadowed further testing on Mr Smilh's service. A
subsequent letter on Saptember 18 from the Sarvice Manager,
Telecom Commaercial Vic/Tas, sought to re-assure Mr Smith that L

Telecom was:

& technical organisation capable of responding quickly and 2 '
efficiently to a servica difficutty should there be a need. We
believe that the quality of your telephone service can be

guarantaed...
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Major Fault Analysls performed on Cape Bridgewater Hollday 125
Camp prior to Settloment 5

34  Itis necessary to examine action taken by Telecom to identify
problams on Mr Smith's sarvice to determine the basis on which
Telecom's assurances of service integrity were derived.

35  As a resul of ongoing complaints from Mr Smith the examination of
his problems were elevated to Telecom’s National Network
Investigations & Support Unit (NNI) on 24 July 1992. I appears that
the initial focus of NN| was on raporis from Mr Smith of RVA's affecting
his service, but i Is also clear that over subsequent months NNI
performed a range of tests relating to both the RVA and NRR fauits
reported from the Cape Bridgewatar Holiday Camp Service.
Foremost amongst these test was a program of test calis to Cape
Bridgewater Holiday Camp.

36 In late July and sarly August 1992 over 15,000 test calls were
generated to 055 267 211, a number close to the Cape Bridgewater
Camp numbers. Only 4 switching faults were (dentified by this testing.
These test calls did not utllise Mr Smith's local RCM equipment or
cable characteristics. In early August a Portable Tone Answering
Retay Set (PTARS) was set up at the Camp and test calls utilising this
RCM equipment were made from the Toorak, Port Melbourme and
Seymour exchanges 1o 055 267 230. Again, Telecom's assessment

of these calls was that there were no appreciable problems on Mr
Smith's service.2! Telecom placed great reliance on the rasults of

this 1esting in their assessment of Mr Smith’s problems.

Reports of faults from other Cape Bridgewater Subscribers

37  Mr Smith reported a probiem with "cross conversations™ on 2 October e
1992. Telecom’s investigation of this complaint uncovered two other
local numbers experiencing this probiem on a frequent and ongoing
basis. Peopla on these numbers also reported other problems, one
reporting being told of a caller to his number receiving an RVA

21 This will need to be update when a responise s received on the RCM channel location of
tha PTARS during testing.
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“number disconnected™ message, with another person stating that 12 6
"callers have told her thay frequently get busy when calling her.”

38 A Minute which details the "cross conversation® faults from the
Network Officer, Portland Talaphone Exchange, concluded "Af of the
abave customers are in the gne RCM"2 An importarit point {s that
only thrae numbers on this RCM were invalved in Telecom’s inquiries
at that time: there is no record of contact being made with other
paople receiving a servica via this ACM to establish what their fault
experience was. Based on an annual growth rate of §%, Telecom
has estimated that approximately 70 services operated from the RCM
in late 1992,23 sa7his would not have placed an onerous demand on
Telacom resources, . . E e we . m

39  As aresult of the fault information received on the two_services the
Customar Manager Warmambaool stated "he would initiate tests of
cabies and possible changes of RCM equipment.® it appears,
howevaer, that at least in the case of the RCM equipment
comprehensive testing by suitably qualified personnel was not
performed until March 1993. The RCM was tested, however, for weak
ring output in October 1992, with no faull found .24 Weak ring output
was one possible cause of the NRR problem. |

40 A Telecom Minute datad 9 September 1993 from the OMG Manager,
Network Operations, Vic/Tas, Warmambool states in the context of
faults affecting the Capa Bridgewater Holiday Camp service that in
October 1992 the foliowing work was performed:

Cable repairs to overcome crosstaik involving three cusiomers
at Cape Bridgewater as 8 result of a lettar to Telecomn.?

41  Unfortunately this Minute does not identify wha the three customers
ara, who wrote the lettar and the nature of the cable repairs
performed. i is therefore not cenain that this reference to crosstalk is

22 Gordon Stokes 1o Dave Stockdale 2/10/92
23 The actual number of services of tha ACM needs 10 be idenlified

-
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the same as the crosstalk problem verbally compieined of by Mr
Smith, although this appears probable. This referance o the “cable
repairs” performed at this time is the only reference AUSTEL was able
10 focate In the file documentation on thig Issue. This Is also
unfortunate, as it s therefore impossible to assess what impact, if any,
this problom may have had on other faults experienced by Mr Smith
prior ta the cable being repaired on his sarvice, it indeed the cable
was repaired on his service. AUSTEL has raised the matter with Mr
Smith, and he has stated that he is unaware of any cable work being
performed on his service or that of his neighbours at that time.28
{Problems experienced by AUSTEL In assessing Issues pertaining to
Mr Smith as a corsequence of file documentation not provided by
Telecom are discussed ynder Allegation 2). ..

42  Some important question are raised by the possible existence of a
cable problem affecting the Cape Bridgewater Holiday Camp service.
Foremost of these questions Is why was the test caR program
conducted during July and August 1992 did not lead 1o the discovery
of the cable prablem. Another imporant question is exactly how the
cable problam would have been manifested in terms of service
difficuities to the subscriber.

43 There was other fault information available to Telecom which
indicated possible problams at Cape Bridgewater In late 1992.
Technical Assistance Exchange Results for the period 1 September
1992 10 23 October 1992 recorded 9 subscribers in the number range
267 201 to 267 279 (other than the Cape Bridgewater Holiday Camp
numbers) rgporting problems - of these 7 subsctibers reported
probiems with NRR and 6 with not being able to receive Dial Tone.27
Two of these Technical Assistance entries on the 23 September 1992
also recommended an RCM test.2? As no other fault report records
remain in existence from Cape Bridgewater rasidents prior 10 this
period, or these recards have not been provided to AUSTEL, it is

‘,'.r"

25556 - ( Sapt 1993
28NOC - Alan Smith 2672/94 - Diary entry.
27 From NNI - Cape Briagewater file. - we really need to ask for other GAPS info,
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ditficult to gauge the level of problems in the area which should have
been to known to Telecom bassd on their own routine reporting data. -

Given the range of faults being experienced by Mr Smith and other
subscribers in the Cape Bridgewater &t is clearthat Telocom shouid
have Initiated more comprehensive action than the test call program.
It appears that thelr was excessive relilance on the resulls of the test
call program and insufficient analysis of other data identifying
problems. Agaln, this deficiency demonstrated Telecom's lack of a
comprehensive and co-ordinated approach to resolution of Mr
Smith's problems.

Conclusion - 3 GEEEAL b S

45

48

it would appear reasonable to assume that given the history and
circumstances of Mr Smith's complaints Telecom would take
comprehensive action to ensure that his service was performing at an
acceptable standard and continued to do so. Such action would have
been mutually beneficial, as Mr Smith-would have recelved an
accepliable service and the number of complaints to Telecom from Mr
Smith woukd have diminished. [t is clear that action performed by
Telecomn was not sufficiently comprehensive to identify the jautts on
his service, and that greater consideration of customers’ complalnts
woukd have assisted in the resolution of Mr Smith's problems. I also
seems that the considerable number of testaments from callers
experiencing problems contacting Cape Bridgewater Holiday Camp
were similarly discounted by Telecom.

File evidence dlearly Indicates that Telecom at the time of selllement

with Mr Smith had not taken appropriate action to identify possible

problems with the RCM. |t was not until a resurgence of complaints

from Mr Smith In early 1993 that appropriate investigative action was -
undertaken on this potential cause. In March 1993 a major fault was
discovered in the digital remote customer multiplexer (RCM) providing
telephane services to Cape Bridgawater holiday camp. This fault may
have bean in existence for approximately 18 months,2® The fautt

28 Run past Brian Morgan.
2 Exact period needs to be clarifled.

]
]
-
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would have affected approximately one third of subscribers receiving

a service of this RCM. Given the nature of Mr Smith's business in - o
comparison with the essentially domestic services surrounding

subscribers, Mr Smith would have baen more affected by this problem

due to the greater volume of incoming traffic than his nelghbours, (A

summary of the circumstances surrounding the RCM fault are

dotailed under Altegation (iii)).

47 Telecom’s ignorance ofihe existence of the RCM fauk raises a
aumber of questions in regard to Telecom's settiement with Smith.
For example, on what basis was settiement mada by Telecom if this

. fault was not known to them at this time? Did Telecom settie with Mr
Smith on the basis that his complaints of faults were justified without a
full investigation of the validity of these compiaints, or did Telecom 'r
setlle on the basis of faults substantiated to the time of settiement? !
Either critena for sattiement would have been inadequate, with the
latter criteria disadvantaging Mr Smith, as knowledge of the existence
of mare faults on hig sarvice may have led 10 an increasa in the
amount offered for settlement of his claims.

Allegation (1} Fallure to keep clients advised

introductory Comment

48 ;AUSTEL has been hampered in assessing Telecom's dealings with ¥ |
Mr Smith by Telecom's failure to provide files relating 1o Mr Smith's |
complaints. A file from the local Telecom area who first dealt with Mr
Smith's complaint has not been provided to AUSTEL, atthough J
documents from this file have been copied to ather files. At the time of
wiiting, no explanation for the fallure to provide this file or other files
has been raceived trom Telecom.30 _

\ L.

49 Asa resul of Telecom's failure 1o provide file documentation relating J
to Mr Smith some of the following canclusions are consequently i
based on insufficient infarmation. Tha information which is avallable, - |
however, demonstratas that on 2 number of issues Telecom failed to

30 May need to be re-written if other formation comes to light.
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0
keop Mr Smith informed on matters fundamental to tha assassment of 130
his complaints. o3

Congestion problem on Cape Bridgewater Hollday Camp service
prior to commission of RCM on 21 August 1981

80  Itis not known exactly what Information was impaned io Mr Smith
conceming the problem of congestion In the Cape Bridgewater area
prior to the commission_of the RCM at Cape Bridgewater on 21
August 1891, [tis also not clear from the avallable documentation
exaclly how conscious Telecom was that congestion was a problem
in this area prior to-the arrival of the RCM. Apart from a record of the
continuing reports of congesticn fram Mr Smith there Is no available
file evidance that congsstion was a problem in the area, although Mr
Smith's reports alone are sufficient indication that this problem
existed, There are 4 LEOPARD fault reports which remain in
existence prior to the installation of the RCM, records being
unavallable prior to 27 June 1991, but these records relate 1o either
NRR, No Dial Tone or No Progress, which are unlikely to have been

caused by the congestion problem.

§1  The available documentation indicates that apart from the period
immediately priar 1o the commission of the RCM Mr Smith's
camplaints ware treated as sither customer gquipment or exchange
faults ~ and not a problem of insutficient line capagcity. On 20 June
1892 Mr Smith wrote to the Manager - Customer Services Hamilton
and outlined the history of his problems

Dua to constant complaints that ..... “Your phone is always

busyl® Telecom techniclans (during the first three years) came

out to the Centre so many times that | lost count. A new ‘Alarm

System” was fifted outside the Office to ensure that | heard alf -
in-coming calls. Then again, through fustration, new winng
was installed inside and outsidle both the Office and main
kitchen, so that nothing was left to chance . . . but the
complaints still continued.”

it was explained to me that there were only a imited number of
fines available , as we were on a sub-station, and , when those

-
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lines were busy, anyons ringing the Holiday Camp would get
an “Engaged Signal® C .

52  # should be noted that the "new wiring™ was installed at the Cape
Bridgewater Holiday Camp in approximately May 1991,

53  Afila note entitled "257 267 - A. Smith Incoming congestion”, which
was apparently written shortly before 18 March 1991 notes some
detalls of Mr Smith's complaint. This document appears to otiginate
from the local Telecom reglan. The nota af the complaint from Mr
Smith reads:

NO incoming calls for 3-4 days engaged signal to incoming {
calis. Straightliné phone. - Tech's unable to fix so far,
Complaining re luss of revenue. Advised ré new Exchange.
Advised Techs would follow up with him and we would contact
customers to see if they are experiencing same problem.

54 (it should be noted that although there is a difference betwaen an
engagad tone and & congestion tone many callers confuse the two .=
signals. It Is clear from the heading of the document that the author
was freating Mr Smith's complaint of "busy when not* as probable
congestion.)

- 55 AUSTEL has not viewsd any document which refers to contact made
with other Cape Bridgewater customars on the congestion problem, i
such a document exists. 1t is clear that the author of this document
was not aware of a congastion problem in the area, which Iis why the
author states he will be contacting other subseribers in the area 10 see !
if they are expariencing this problem. There seems to be an implicit !
assumption, however, that if there are congastion problems they will
be resolved by the *new Exchange.”

56 It saems that Telecom's local regional analysis of the congestion : |
issue may not have prograssed much by mid August 1981. Again Mr o
Smith has Jodged a complaint which could relate to congestion:

3 0Do0o6
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- Ye (incoming) callers are receiving engaged signal when Its La=
niot eg. two calls from Collingwood PM 14/8/91 S

- this has been a continuving problem and he is losing & lot of
business

- | said it appears from the fauit history that the problem may be
in the exch and the next ACM 21/8 would solve these problems
but that | would check this out with the techs

The samae file note records a verbal report from a tachnician which
discusses previous action taken on Mr Smith's complaints. Apart {rom
faults ocated on LEOPARD, tasting on incoming STD calls and
monitoring of calls have uncovered no faults. The file note states:

- there are onbfﬁvoﬂnespo:ﬂgnd-mpamryifadam busy
caller gets cong (congestion) tone

14/8 7.30- 8pm Sbusy 8-8.30 pm 4 busy
- RCM will fix this problem

This nate s the only record viewed by AUSTEL which indicates
spacific analysis of the congestion problem before the RCM was
commissioned. It substantiates that congestion was accurring during
the period tested. Tha analysls was perfonmed 7 days prior to the
installation of the RCM.

The author of the 15 August 1991 file note informed Mr Smith that

they believed his range of problems were caused by his old

axchange and would be solved "by the cutover lo Portland AXE.". Mr

Smith is also informed the congestion problem would be solved by

this cutover. The brist comment on the March file note quoted abave

of Mr Smith belng "Advised re new Exchange” also intimates that a L
suggestion was mada at this time his problems wouild be alleviated by

the new axchange.

-

it appears that the Telecom staff with whom Mr Smith was
communicating his problems were not as aware of the possibility of
congesticn problem at Cape Bridgewater as should have baen the
case after his complaints. It is apparent that the congestion problem
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should have been kientiflad earller than i was based on the period
over which Mr Smith had been complaining. The failure of action
taken by Telecom to resolve his problems both frustrated Mr Smith
and diminished his confidence in Telacom's ability to deal with his
complaints. (it shoukd be noted, however, that some of the actions
taken by Telecom prior 10 the instaliation of the RCM were also
directed at resolving his concurrant problem of NRR).

61  in summary, the faliure to advise Mr Smith of the congestian problem
appears to have been more a tailure to effectively diagnose the
problam rather than a withholding of this information from Mr Smith.

62 A briefing note was prepared for senlar Telecom management around
the middie of September 1992. The author of the briefing note is
unclear. The biiefing noto states:

Before August 1991, Mr Smith was connected to an old
exchange which may have had some congestion problems as
well as more frequent fauilts than a more modern exchange

63  The briefing not goes on to say :

the installation of the RCM (AXE Exchange) was brought
forward In an attempt to resolve Mr Smith's problems.

84  No avidence has baan found to support the contention that the
installation of the RCM was brought forward. From the March file note
quoted above It is clear that the installation of the RCM was already in
tha pipeline when the author of the file note spoke to Mr Smith. The
briefing note clearly misled Telecom management, conveying an
impression that Mr Smith's fault complainis had been accommodated
in a protessional and sympathetic manner not supported by the
documentation. The briefing note also makes clear there was little
actual data on congestion which may have existad at Cape
Bridgewater prior to the installation of the RCM. : '

-

Fallure 1o advise of other subscribers experiencing NAR in Cape
Bridgewater area

Alan Smith_draft - Bruce Matthews Printed: 3 March 1994
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As with the lssue of congestion on the Cape Bridgewater Holiday 134
Camp setvice the documents deafing with early reports of this -
problem from Mr Smith are scarce. Mr Smith maintains that he

expariencad this problam from the time he commenced of operations

at the camp.3 Extart LEOPARD reports which relate 10 the Cape

Bridgewater Holiday Camp alone indicate a number of reports of NRR

from Mr Smith prior to the installatien of the RCM at Cape

Bridgewater. Complaints of the NRR problem &iso contigue bayond

the date the RCM was instalied, with a number of these reports being

pravided by other subscribers in the Cape Bridgewater area.

A document dated’S March 1991 entitled "RE NRR - CAPE
BRIDGEWATER" is tbe only documant provided to AUSTEL which
examines the NRR problem at Cape Bridgewater priar to the
instaliation of the ACM on the 21 August 1991. This documentis a
summary of an ad hoc survey ot subscribers in the area. It ssems that
only one allempt was made to contact each number in the Cape
Bridgewater area. The survey indicated that the NRR problem was
afiecting other people. The document obviously originates from a
kacal Telecom file relating to Mr Smith which at the time of writing has
not been made avallable to AUSTEL

The NRR survey apparently involved calling 21 numbers and asking
the subscriber whather they had any exparience of the NRR problem.
12 numbers falled to answer, 4 indicated they had experienced the
NRR problem, 4 sald they hadn't experienced this problem and one
subscriber wasn't sure. Of the 4 people wha sald they had
experlenced the NRR prablem, one subscriber identified twa
additional numbers in the Cape Bridgewater area who may have had
the NRR problem. This subscriber had not made any fault reports 1o
Telecom on the NRR problem.

The Telacom survey provided a body of circumstantial evidence that
other people in the Cape Bridgewater area were experiencing NRR,
certainly enough information to initlaie a more comprehensive foliow
up conceming the NRR problem. An important peint in relation to
NRR is that a subscriber may be expariencing this prablem without
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knowing it, as identification of the problem is dependent on reports 135
from other people 1o that subscriber of he or she not answering their
phone at a glven ime. Otten such a report may be made some time
atter this call was attempted, and the subscriber may not be able 10
remember the specific details of what they were doing when the call
attompt was made, and so assume they wera absent when the call
attempt was made. In this context, information from the Cape
Bridgewater area of 6 out of 11 subscribers indicating they had
experienced the NRA problem is very significant, particularly from an
area with the subscriber profile of Cape Bridgewater (refer heading
above “Comparative Uniqueness of Cape Bridgewater Holiday Camp
Service" for comments an subscriber profile in area).

itis not known what action, if any, was taken by Telecom at this time to
identify the cause of the NRR problem which was suggested by the
survey, or whether an actual fault was subsequently identified. it is
theretore not known whether Telecom was in a position to inform Mr

. Smith of a NRR problem in the araa. Mr Smith maintains that he has

naver baeen informed by Telecom of other peaple in his area who
have experiencad the NRR problem.33

In June 1991, after a fault complaint from Mr Smith, a faulty final
selactor was detected In the old RAX exchange.3* The fault could
have caused NRR. Tha Information an the fault rectification comes
from a briefing summary prepared in September 1892, which states:

Other custorers reported problems over several days
preceding the detection of this fault which would indicate that
the switch could have been faully for @ maximum of two to three

days.

(AUSTEL has not been provided with the documents on which the
conclusions in this briefing summary were reached, such as fault
reports from other Cape Bridgewater subscribers over this period or
the detalls of the faulty final selector fauk. h would have been

FNoed 1o identity or obtain quote from Smith 1o support this argument - not sure if has

provided formal stalement re this.

3£rom Simith briefcase flle - front page - briefing 1o persons unknown.

-

Alan Smith draft - Bruce Matthews Printad: 3 March 1994
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expacted that these documents would have been retained on flle as 136
\{ | background to the summary. I can only be assumed that they are -
contalned within the documentation not provided to AUSTEL.)

72  The argument used In concluding the length of period that the final
selecior was faulty is quastionable, given the information on possible
NRAR problems in the area obtalned in March 1991 and previous NRR
raports from Mr Smith. An aiternative argumant could be advanced
that the finai selector had baen Intermittently faulty before finally
reaching the stage of baing unworkable. In the absence of the data
relating to the actual fault on the final selector, however, no firm
conclusion on this matier can be made. In examination of the NRA
problem in relation to Cape Bridgewater Holiday Camp over this
period, a possible cause of this problem may have been minimal
maintenance of the old exchanga due ta the knowledge that it was
due far replacement in August 1991,

73  Mr Smith has continued to report NRR problems affecting the Cape g
Bridgewater Holiday Camp since the RCM was installed. These
complaints have occuired on a constant basis, running at
approximately 2 per month from the data contained in the LEOPARD
system. Since the problem with the RCM was diagnosed and rectified
in March 1993, no cause for this ongaing problem has been identified

Ny By Telecom.3® Nevertheless Mr Smith continues to report the
problem, and there are a number of declarations from people
|attempting to contact the camp which attest to his claims.

74  Inthe absence of any documents which identify an ongoing fauit of
NRR affacting Mr Smith's service over the last year Yelecom cannot
be criticised for a faliure to inform Mr Smith of the existence of this
fault on his service over this period. During earfier petiods, however,
when Telecom stalf were aware of other subscribers in the area
experiancing NAR Mr Smith should have been appraised of this
informetion, aven if the cause of the fault had not been identified.
There is a major ditference in telfing a customer that afault cannct be
identified and that he or she Is the only one reporting faults, in
comparison o staling that a fault cannot be identified and that a

-

36 There may be a few "one of” incidents - such s data changes &t Exchange eto.

Alan Smith draft - Bruce Matthews Printed: 3 March 1994

-——ﬂ
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number of other people are reporting faults or have experienced the 137
problem. A complaint obviously has greater credibiiity If suppartad by CoL
other subscribers. :

75  When the problem with the Cape Bridgewater RCM system was
discovered in March 1993 Mr Smith should mast cerlainly have been
informed that a probable cause for some of the faults he had reported
in the past had bean identified. He should also have been informed
of the impact of this problem. Failure to provide this information to Mr
Smith had these consequences:

» Mr Smith's confidence in the network and the ability ot
Telgcom's technicians to deal with the problems was
{rravocably undermined, as-he was not aware that Telecom
had diagnosed and repeired a significant probiem on his
service

+ Mr Smith had no reason ta belleve a source of ongoing faults
had been rectified - he was therefore denled information
which was relevant to future business dacisions relating to
the Cape Bridgewaler Holiday Camp

+ Mr Smith was denied information which could have baen
used In any subsequent clalm for compensation for the
period post his original setttament.

76  One disturbing matter in relation to Mr Smith's complaints of NRA Is
that information on other people in the Cape Bridgewater area
experiencing the problam has been misrepresented from the local
Telecom regional manager 1o a more senior manager. Telecom's
Manager, Customer Service Hamilton wrote to the Manager -
Customer Service Units Victorian Country Region on 12 May 1982,
referring to the March 1931 period: -

An interview of customers on the Cape Bridgewater exchange
found only one other customer experienced this problem.3®

3% g75 - Mark Ross to John McCreery

Alan Smith_draft - Bruce Matthews_ _Printed: 3 March 1994
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it is assumed that the "interview” referred to la the March 1981 survey 138

of 8 customars on this exchange identified abave. If ao, this statement
was false. As noted praviously, there wera 3 other people who siated
they had experienced the problem, with one subacriber identifying
two other people experiencing the same problem. The context of the
statement suggests that the survey was comprehensive, when In tact
only 9 out of approximataly 60 subscribers were surveyed. Imparting
misleading and false information of this nature to Telecom's senior
managemant diminished Mr Smith's credibility &s a compialnant.
AUSTEL regards this misintormation as a very setious breach of
ethics by Telecom's Customer Services Manager in this mgion, and
behaviour that cannot be corkioned.
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Fallure to adviss of PCM problem at Cape Bridgewater
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A number of points mada in the praceding saction are relevant to this
issue, which is onae of the most important issues relating to problems
on the Cape Bridgewater Hofiday Camp. The issue Is discussed in

detail in Allegation 3.7 , as Is tha advise provided to Mr Smith on this

problem. /
Fallure to advise on Issues relating to AVA's on Cape

Bridgewater Holiday Camp service

Intreductory Comment
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Mr Smith has reported Hecorded Voice Announcements (RVA) on his
telephone service over an extanded pariod of time. Telecom has
admitted that RVA's occurred on his service over a given period, tar
shorter than that claimed by Mr Smith. The unravelling of the
occurrences and causes of RVA's on the Cape Bridgewater Holiday
Camp is one of the most complex Issuas In relation to Mr Smith's
sorvice difficulties. It is clear, however, that Telecom's
communication with Mr Smith on the issue of RVA's occuning on his
service was inadequate and served to aggravate an alrdady
contgntious Issue. It is necessary to examine the RVA issue in some

97Make sure cross reference ia corect.
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