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1Z NNtl H knedigBtlcln-w8! tety bng&y ar'd iivohrEd m,maol,3 bd calb efllhe collecticr d et9 daia As an Nrdtcaion, an hllrtm amtlr& d f,6 wt
undertBkon hduded a tEbb drtallhg the tec&rg compldrd and-n rfronred a taer
o, otrer 34,@0 tod calle had b€€n made from L ,artity of origtE. ln thc aourse
o,f making lhesc tetl calb, n€ dU hadveilen0y cadsc a p.Uf, wnnh tre
net$rork when conducfing a ted cdl run of over-g,0oo calls'trom the Fk*vnqro
afl"q t9.Cap€ &idgffrater, weogerienced an ailromaly hlgh corrgBstioi larel.
on tur$ar hvedsalion it wag lound that e rorde bauree; nimnqrino por{ano
had uocked llsoll frofii use due to an exesslw numbcr of ehort duraton calb
made owr tret ,oute. lt ls atrno.t oartah lhai our ted cdls rssunsd h that
problem.

13. Ev13lerthe MELUproblern was reroadled, rw conlhued with our hveodgation
and dtd not asrume lhai cwrythfrg uras aafishclory rrfffi Mr Sn{frrb tebfrrmc
$rvbe urilll our hvcrdgatlon was- corplsted, nrii uas don€ h ragoma to
continued r€ports of dtmqfiy by Mr. Smlfr and to enqrre lhat there wEte not
other ractors influenclng the performance ol Mr Smiths srn ico.

14. At the time of our firel inveG{igafion, Mr. srnith rBcelved llcomhg calb ard could
make calls out on his A7 2A7 [ne. Many ol the conplaints re€elv€d by those
attempling to call Mr Smi[r up to that poht were hat Mr Srnlttt's tebphone was
busy when Mr Smith eaid lt was nol. t befierre lhat Mr Smitrl often miecahulaled
when he was on lhe tobphong or for how long. On many occasbrc SMAFT i0
line-evont monilorhg racords €dablished naf wlren a pbrson att€rpled to calt
Mr Smith, Mr Smith was la$dng to €orneone else on his 267 267 fn6. 

'

Ths sccond lDvcatlgatlon ot fik Smtth.c.crvlcc.

handed him ancther file Yifilch had originally bean in the brhtcase. The
documents tn the bd€fuase w€re also in a-difieient od6r u,ten rccowred from
Mr Smith than th€y had been odgina[y. lt is lherelore clear that Mr Smlth looked
through the contents ol the brietas6.-The conlents of th€ brbtcasg hcluded lhe
cornplete file fiom NNI's fin[ invesligation of Mr Smith'e alleged fautls. Ouring the
evening ol lhe day lhe bdefcasc uras left at Mr Smith's premises, SMAHT 10 lind

't5. I was also lnvohred wlh NNlb second investigation ol Mr Smith's telephone
!9rvite, lrom May 1993 until Decarnber 1993, as a prindpat invcstigatlng officcr
(the investigation has, as !rel, not been offcially do€€d due lo-an oflgping
requlernent for NNI in\rolvorngnt). &r 3 June 1999, ao parl of the eecond I
investilation oJ Mr Smith's telephone seillce, bofi myrelf ird Hew Maclntosh i
m€t wlth Mr Smith ai his Caps Bridgarvater premises io disqrss hb ropoiled
problems and to ascarlain mors dotallsd tnfomaion about th€ oonfiguration and
usega of his service. At the ooncluslon of our disqrssbrc wr'th Mr Smlth, we
retumed by car lo Melboume oflly to r€alisa lat3r that rve had left lleu/s brbfcase
at Mr Smih's prgmises. Godon Stokes from Telecom in porthnd uonl lo pid< up
the brielcase fiorn Mr. Smitr's prsmisEe. Mr Smlth gave Gordon the bdetcase
and while Gordon was going through the documents contairpd in tral briefcase
to makg sure everytring was thore, Mr Smlth cama out to Godoa,s car and

event monitorhg records strow hat Mr Smith's 055 267 2S0 servioe vras used t
mak€ calls to a nrnber of people, some of wtrom he had nol previwsly cal
wno wel€ rslatcd to data held in files trom th€ briEtcas€. Thls arggrestr that
Smih had gone thrwgh ncl only the files relatlng to hls eeMcg, -blr abo oth
buskl€8s and personal matedal kept in the briefcaso.



16. onc lsttacori8lrid h th€ bdcrbas3 war a sumrrsry roport prspard bilwt.il
whklh aordird.d that rhe MELU hdr had sdd€d Or aiproiniUey 

"flwiidWhcn I had prryared tlrb sr,rrrnary ltpo( t tetqmd to'tire hnid fivaeeeti;
NNI condrcled lnto the MELU @l€m. Howwar, as rtentct€d -a[ou;,
llow Maclnlootr hrd made fuither tweseedonr at iio MELU exc*rangg wtldt
roreslrd trat tle problem hed only odsted lor a mE)dmum o, thr€e wE€|(.. ,
Aillot4h I nd€ conoanrlng Herra lrwecdgrdon wes on Mr Smlth's fu ef Src dm. ll
I wrote rny summary reporl, I had orrefuokod it wtren pregarhg ttro arnrsy S
report and lhgrrbr€ ueed the hconDcl ssffids of sb( vu€okE. Thf werslgtrt oir 7

my pad wE8 conect€d ln the frnal rlporl d earty 1993.

Durlng NNt's aecond invasgatur ol ilk Smlth's service, r€ hadrertedy caussd
a fau*t ourcehres as pad ol lnrpl€fitentod testhg proc€drrea THs faull aroes
from 0re tt30 ol th€'malhkus call trraca'facility rMCr), th8l na! phced on Mr.
Smllh's senice at the Pordand Excfiange h en alteflpl to gnsure mre dcta0ad
data relatng to Mr Smiths incoming calls. Th€ addltlonal htprmstion (ee€dfrca$y
Callirg Parly nurnber hlonrullon) nas r€q.ftod so that w. cdrld mor€ accuratdy
rnatcfi possbl€ problem cals agaH hls hult roports, Mr Smilh knaw fib lomr ol
t6$hg was bclng undertaken, as we had discu$€d it with him. Dudng tte pefud
fiat malhiorE call traoing was h phce, when Mr Smilh recelv€d calls trofli
exdtangee that can or{ry prwuE llmltad detail tegBt&€ the A pafiy number and
hung up hls telephone, there was a 90 s€cond pcriod after hs hng up that tht
Etctrange conlrtillhg tho'catl bellov€d thal hlB call rvas not ov€r. (Limited call
ddaile can occur lor excfiange lechnologries suctr as st€p !y stop. Thls ie known
as Pattbl Calling Line ld€nilfcation, Partial CLl.). As a result, it pa.tlec attetnpt€d
lo call Mr Smitr pithin this 90 seoond period, they would nd be abb to do so.
Likewbe, it Mr Srnlth atlempted to make calls during thb 90 s€cond podo4 hb
ptone wanld appoar to be 'dead with no dlal tone.

This lauli is liksiy lo have hBd onty a marghral efiect on Mr Smih's tebphorF
sEryi:e and rvas possibla only bdvleen lste May 19Sg aId eatty Awusi 1999.
Ths qrstqner wiroie conptalnt elerted ui to th€ prcUan was callng tom
llorcham.

The?atty caning from Honham rntro ab ed us to the MCT ptoblar t?pode<l thal
lhey had.a telephone dbcussion wih Mr Smllh whicir laslod ,or abottl flteen
mlnut$. l-lowover, the SfuIAFT 10 fine svsnt moniloring t€cods suggpst that llte
call ln questlon lasted for two houts. Mr Smith beffeves this is eviJenca that tho
ndttotk has rorious problefrl3. tily beliel is that Mr Smtlh did nat hang uP his
phone ater the oall uras comflaei and lherelorg the SMAFT 10 BquiPtnent dd
not recqil hls call as sndlng until the phone was lalsr hur€ up.J base tl"is be[ef
on the tssdng condud6d alr a reBult ol the discovery ot the sirte etlEc{ ol u*tg
MCT, as well as anaiysb ol CCST dala lor th€ period that lhe MCT hclily was h
t 3€,

At lhe beghning ol our sacond hrvesligatlon ol Mr Smith's telephone seruice, we
plac€d._88s2_!astlnq qquip@cnt st the warmarnbool 6xc+lang6 because the
t@AxE dpllal exdrangs,-does not utilise

testlng. Placing CCST lBting
equlemsrt at the @ a way ol anivnE d data rehting
to calls to end trom Mr Smilh's servtces for aans hat u,ant ihrough lhe
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21.

Warmambo,pl e,rcfiangp. Ih€ tnslottty d Mr 9nlth'e lncorlhg and orgoetg STD
ca[8 rvant thteugh tp Wamar$ool €rcrtanga'

CPST t€slfrtg *rowsd that durhg tte Pslod that the lrOT was m the Podand'
odtangs, n6 ons catls v1g{€ rt}.h,€d by Mt $nilh lom €xchang€E that $t,uld

cauer a proUsrn othsr tlan lh6 HotCtam call in queafon.

WsabousedEndols€le.liof'.c8H@plng.atltrgPorilandgxchangewhhh
il-il!"d ";-r,frtl-rt " 

turtrer krformdtilcn. fnig b a method qttsgry,.fte
5i.ji"^ga .p"n$"nc rtaf rvera requssted to qqy gtl nlatkrg to the.tandllrq

;M; Cfiiil,t-irdh! carS so ttai ca1 path daati lor eacfr call (bolh local€nd

ffiaooi wit" stord rr a pereonar co'mputer attEcry:d to the €xchang€' Thts

dffi-r6;,rpt"y"d at t1;d.i.;rion oitocat operations stafi orer a pefiod ol

ffi"-1n"trns.'ti;;rat, trs rorm testri11g ha8 noi ceaseo b€causa catl trapdng

;il;""d; otirt"i&i u* kt t i"-*"v and can lird ttr€ normal operalion

*i maittt"it"tr" of the exctrange

Dudng our second lnvestigatlon SMART 1ryCCAS line evdrt monitortng

equipment was also naarre?'ii'$te'i;'tl"'d Exchange to recod cdl data

ralalhg to Mr Smith.-

mlex;mrm".",fl lf ?;,r"?ffi*i:s:'tr1i"1rsL"J','.$i
whtch to compat€ and d;'#-#;;t"d-il abil'rty to €soond to rsponed

dffeutlies. At no polnt aio ie Ji6cover e seliot'ls ongoing lautt ihat would cnlah

or support Mr Smith's perceived prou€ms'

During NNI'8 hvedigstlons ol Mr Smhh's ielephone servkr wc !{ote not bck€tl

into ruid rules concemhg t;;t ili""tttrs wT to, be condulied' we were

in\i€ntlr,e h trying to ttrinx ifr #"i;"6 d-1"-"{1S for hults with Mr Smlth's

sorMcs. An oxanPle or niwai de''*i or ccs/end also End Gfi sel€Gtion

lradng, both technques ;"ffirffi;*t ott- lor general !ry€t$l;
N&Hil&, aespni ru.nniio-u'JGno" or tost cans Tt#$rflgfiffi;li;;t6i6'd;'rd", it wai nd Pesiblo lo bolate

Smith,s service ttr"t *ouri'ti,iri'iilt"bt* ; the magnitude that ho was

albging.

would be to his advanage and after

whao Mr Smthleithe phone Ofrthe h● ●k.
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MrSchou dhOod“ 輸 巳0山 he壷
“

籠 睡 ,hO mtrd倒
0055資 267t― ls an unallnd 0055 numboo and… he"“
_ma_dod■ )kttamom― L

oudof,g c&trfut tts-prinreo. hccodddroce lrqtt.hcrPAD( trca $,?$h
raqiln irtn U Oat O bcftre hb hrsdod rrrmb.il or_drrt edtrrle. !t- &t {t

Ooncedoo

A. I b€0tYo ttat Tdeoorn tus Plot lded Mr Sr{th YYEI a very hl$t h'E{ d p:f*l
atE$on ffr fnnc ol [' ;ilout ol ruco,tes ftal hata bcgl cornmffEd'to

) ) *t,il;diliilzrsr. eiimpra & m hcrrde trte assrute rur&lut io Mr

Srnlth h t€$on'F'irsrdfint not drrclt'/ Tebcorn'e Fseorybttty (ag' !!
hc.kr{e tlffidi redxitea emfrb tti'and irlenffiya poarble cagtcd Mr

$nffrl paodrrcd-"dfrtd; -;na -€nta.ati. tno gf*il -!t't/hc Mi Snffi'r
om0$n3.

AND I t{AlG thb solenur decbraton asrsclentouely b'faftg the same to be

truc and coneci.

DECIARED at Meboumc

lntto Slat ol\rlctdde

$h8h<!ey d oeccmb€r 1994.
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AUSTEL
AUSTRALIAN TELECOMMUNICA■ONS AUTHORITY

94/0269

4 0ctober 1994

Mr S Black
Group General Manager
Customer AFairs
TELttCOM

Facslmile No:(03)6323241

Dear Steve

CHARGING DISCREPANCiES REPORTED BY ALAN SMITH AND iSSUES
RELATED TO SHORT DURA■ ON CALLS ON 008 SERViCES

119

ヘ

^

Mr Alan Smith of Cape Bridgewater Holiday Camp has recently written to

AUSTEL complaining of a number of charging discrepancies occurring on his

008 service. A copy of Mr Smith's letter is attached, as is an accompanying

sheet which contains 008 bill data over the period aZ !Vleylq?9lueyl!94i!
comparison with other incoming call monitoring data over the same period.

Mr Smith has previously raised some of the issues identified in his letter with

AUSTEL but had requested that AUSTEL not take them up on his behalf as he

was concerned they may cenflist with his "Fast Track' Arbitration process.

AUSTEL seeks a response on the following issues.

O m stth da∝ md a ttlerto騰 ∞8m胤
蝋朧 威/occurences of a"not connected"recorded

states that "these faults' were reported to Telecom's 1 100

number. AUSTEL requests that Telecom provide details on the
investigations made into the lault repon(s) and any findings made

on this issue.

(2) Was Mr Smith intormed ot the results of any investigations
∞

“

ud“ hЮ
"dわ

he RVA Ю
"rtlSlidentfied it t P lf nOt,娩why not?5 QUEENS ROAD,MEL30URNE,VICTORIA

POSTAL:P O BOX 7443,ST KILDA RD,MELBOURNIE,VlCrroRIA,3004
TELEPHONIE:(03)82873∞   FACSDIILE:(03)8203021



94ノ 0269‐ 04

AUSTEL noles that regardless oi Telecom's findings on the RVA

issue identiiied in (1), there appears to be a significant

discrepancy between the duration of one call identilied on the 008

bill and the duration of that call as identified on the 'monitoring

data". The relevant call appears on the 008 bill against the code

'23-9' and is logged as being of 3 minutes 15 seconds duration'

On the'monitoring data'what appears to be the same call, made

on27 May 1994 at 19:58:46, is logged as being of 2 minutes 46

seconds duration. AUSTEL requests that Telecom explain this

discrepancy if this issue has not been dealt with in the reply to (1)'

Mr Smith's bill for his 008 service details one call (code 23-12) as

being of 1 second duration. The call data has no information

detailing the origin of the call. AUSTEL requests that Telecom

explain the circumstances which may have led to this'short

duration' call and why no data is provided on the origin of the call'

AUSTEL is aware ol another Telecom customer in the Portland

region, Mr Jason Boufter ol the Malaleuca Motel (008 O34 449),

who maintains that many "short duration' calls are occurring on

his 008 bills. This customer suspects that these 'short duration'

calls represent call attempts by potential clients to contact his

business which are not received at his premises. AUSTEL

requests that Telecom provide a comprehensive explanation oi

the possible causes ol "short duration' calls on 008 services.

Telecom's response should specifically address the issue raised

by Mr Boulter. AUSTEL is aware that Telecom is currently

investigating the general issue ol "short duration calls', but is also

aware that 008 services are not included in this investigation.

Telecom is requested to respond io Mr Smith's claim that on his

267 230 service he is being charged'on average 11o/o oYat

charged seconds".

The central issue raised by Mr Smith in his letter is that he is

being charged for calls that do not connect to his 008 service.

The calls identified in (1) are cited by Mr Smith as instances of

120

⌒

(3)

(6)

(4)

(5)

つ

2

(7)
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a such calls. Telecom is requested to specifically address this issue 121
in its response.

For clarification of any of the matters raised in this letter please cutact Bruce

Matthews on (03) 828 7443.

Yours sincerely

Bruce Matthews'. Consumer Protection

つ

3

I
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AUSTRALIAN TELECOmMcAT10NS AlrrHORITY

920596(31

27 January 1 994

Mr s Bledc

f1111」311°

ral Manager_customer Affalrs

Foo● :『口11● N●:f03}0323241

Doar Mr Black

―ヽ      lSSuES RASED BV MR ALAN SMITH‐ CAPE BRIDOEWATER HOL10AV
__                           CAMP             ‐

Mr Alan Smlh has recen‖ y ra:sed a number Ofissues relating to hls service
geneFdけ and Ю hS 008 seⅣ油.倉

‖語:諾拙梢喘認
°
キ1器誌1鶏∬

d

l:[Iililiitilil[1‖ !II珊‖tttt窯∬ent bl‖ ,A copy ofthe

(1) Mr Smthis∞ 8 bl‖ records 4 ca‖ s made on 5January 1994 frOm

鮮酬Tよ驚認鰤硼WeЮ madeぬwoon 429&439,m
i he dld not recOive the80 Calis, Ho ha8

invost19ated the matter himser and estab‖ shed thatthe calis were
made frOm o55 212 671,being the facsimile number ofthe
POniand TOulst Bureau. Evidently the Manager ofthe Tourist
Bureau,Ms Burch,tred tO send a fα ぉimloto Mr Smmh Onthe
wrong number.Mr smlh states he did notreceive these ca‖ s on

~｀     様蹴:]窮蹴蜘器苛lf鳴猛認 よ蟹[鵠r盤ぼ‖昴
his phone did not‖ ng Orlthe date and tirrle in questiOn.

|ば鋼糊胤盤 1濯:1』じ臨:i轟臨鰐認F町
network than Cape 31"ewater H。

“

day Camp,and thatthe
Chalメ ng Systen 30rVI● ing Mr Smlthis op● ratlng lnacurately.

(2) Mr Smtrs oo8 b‖ records 3 cals made on 13 January 1994

認寵温誂鰍F"峙職、L耽調濡!漱雷記憲。R
Mr Smith has stated that Tina velthせ yzen ltelephOne number o3
5304710)rang Mr smith Onm On his 008 numberon 13 January
around l.50 pmi conversing fOr approximately 10 minutes.(Two
ca‖s were dso made by Ms Vethじ yzen at ll.38 am and ll.46 on

13」 anuary‐ tho「●Is no dispute wlth these ca‖ 3.)Mr Smilh has

5 QUEENS ROAD.MEL30ANE.V¨ RIA    ‐

POTAL:P O BOX7443,ST ttLDA RD NIELBOtRNE,VICro融 .3r9o4

TELEPHONE:゛3,828 7300  FACS闘 :LE:φ 3)8203021 1

OJ｀30ざ        ・ …‐・ ∵
赫 、ゴ贅打||■出 ' ｀

「
′r,■ Jコリ響警費停響P=じ く́て,「 
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(3)

staied that Ms V-ehhuyzen will corroborufe hla stat€msnt of th6
.f]'31t,?11.50 pm, Mr Smith ts conemsd wirh th6 integrtty or
rne oou.D,ilrng sys1em., €s th€ bill dda-doe8 not corrospond'wrtn
Ms vefihufzrn's and his rgcoll€cllon of.cells made at inis time,

Mr Srnith's COB bill records e cell mada on .16 January et 7 .zg pm
o, duralion 16 minutes 24 seconds. Smittr saiO he has no
recollection of this cail and questions wnetf,ii it rrai'maOe,

ln.respondlng to thls-lssus, can you please provide the lull
lolophone number of the party maklng the callto Caoegnogewat€r at this time and date.

Mr Smlth.hes also cought advice as to whEther his service has
been,Subidct to either recordlng or voics monitoring at any time
8nd, lf ro, when and for what purpos€.

lltSll!:: e.leparing his. tasr rrack sefitement claim. An aspect ot
mls apparenfly.involves the identificalion oltwo test calls iniluded
l! a previous bill. At Mr Smith's requestlhe identification of the
Ielqf1 personnet who.made thes'e cafls was sought by AUSiEL
in a leter dated 1 5 Oclober 109S bui was declined-by Mr pinel on
$9 grounds 'rhd further detail as to the purpog€ and'intent ot tnii
intormation'was requiied before identifii tion *outd Oe
coneldered. (Lsttor dated 8 November 1993.) Reoardtess ol the
dghts_or v/ron0s ol that declelon, Mr Smith ndw seEks a statement
lrom Telecom that its personnel did maks th€Ee ca[E et lhe tim6
and for lhe duration shown - tor this purpose the ldentificetion of
the personnel is not required

fjlllttf,.leg"rOing th€.ELM|taps teft inadvert€ntty ar his premleer,
Mr Smith has esked the signiricance of the arrows drawi on the
tap€ and for a statement of the quality of service tor the aeven
days in qu€slion.

(4)

Younr sinmrety

鼈1:鳳y驚∬
∝  Mr A,Smlth

(5)

⌒

(6)

↓瞥‖盤ti跳:等誠鸞immattettras“
h詢遺鵬:滉黒醤趣T濯4

.:ゝ
賛品ioも1ョ dニゴ酎ヤ′

「
ムま‐_,超

…

/」cr



-TI, -i-1,''r tr

or rrl.-r3
{\.

Statc of Victorla this

day of=′ a Au`′
1)

ヽこ ,ゴbЧヽ
12ご ゞ

‐ヽヾ ιR卜 R``ミ つ
くヽ ヽ 、

"、
い ししo、

ι363

in the State ofvict。 ●a

do sOlemnly and

sincerely declare

THAT cヽ、デrt_聰ュ ■ミ `_.ヽ、
、3

1■It、 17｀で `・dゃいミャ|】
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AND I make this solemn

be true and by virtue of

Victoria rendering persons

and comrpt perjury.

declaration conscientiously

the provisions of an Act

making a false declaration

believing the same to

of thc Parliament of

punishable for wilful

20に
DECLARED at 14 or 8;ctllo <

One thousand
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Tdephonc(055)222200
Fo No.〈 055)222290
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FACSIMILE cOVER SHEET

70:

FRO卜|:

PACFS:

DATr:

MESSACF:

AT Aヽ  SMlTH
FAヽ  (008)81 6522

ｅ

ｄ

　
ｒ

一７

一
′

”

１

８

８

，

●

２

５

１

　
●
　
一′

５

Ｌ

ぐ

Ｉ

Ｈ

●

‥

ヽ

で
３

　

　

‥

“
ヽ

０

，

２

０

■

Ｐ

０

Ｅ‐

‥

ｔ

５

８

，

ａ

５

０

一卜

●

ｍ

０

０

１

‘

，

て

ィ

，
　
ａ
　
０

Ｒ

ｎ

ｒ

ｘ

・

Ａ

ａ

ｒｌ

Ａ

ｈ

Ｃ

Ｍ

Ｔ

Ｆ

Ｐ

Torrlist.

1 0F

5 、lANtiヽ RV ４ヽヽ
６

●

て

　

ヽ

Af t-er l:ear irrrl ol .vt:rtr' f.rrol>)etns r it.): TeIecp:r al:d the CO€'

ntrmller, T l'i(.t:atne .i'vsat e (rf sinrilar probl:ems hei.e at l lta'

Tour j,si Cerrt re i.rr Porl l.arrrl . T h"rr e rer'e i i'ccl ':alls fronr
f'eopte on olrr regttlar lluntr(-r', statitrg a.llat i irr 5' lra',e l''cr'
l..v'i rrS l.o c:alI .t, l.ltr' 008 irrr:rrl,et - f e(reiiir,g ;r t'r'r:<:r'r!c:r
nessaElc Lo l.he rf fnet. of "Thi!t rrllihet' itas L'eeri
<tisr or,necllrj, r'itll l.trr' opeltlol l.o cheil ti:i rrtt*irer
heforc t.rl'i frf aq'rin. " A iso, t:rr1' 111'311''rr lt{t'.r been ql"err
oul bv di t'or'to:'! ;Is t h.' 0nR :rrrni,'r' f or qete: r'l o1-her
l.orrr.isl .cnt.res. Thcse r'.rnE.r {'l'on Pot't !l1c'lrrrrr'!e,

so Sotr'tli .\:1c:1aa] iirh i.o:rt lsl. ':, lli':es,1'ACnr.lrr J,1 , ;rrr,'l al
anong ol )rc,:'s.
Yo!rt elfort.q to

T )rop'r" Ilris lrrfot'ntrt1 ir:'t
f ix thf' q tr:1 r'r.

is rrsrifitl. r,;i th
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AUSTEL
AUSTRALIAヽ TELECOMMuNICAT10NS AUTHOR理

103
92/0596(3)

6 January 1994

Mr S Bla改

t懲:I習鳴耀:だ

anager_

■三LECOM.

Facsimile N。:(o3)634 3444

Dear Mr Bladく

⌒

COT CasEs - Mr A Smith

Lor_?l probably.aware ot Mr Smith's ongoing complaints as to the elfcacv of
nrs wu servce - he maintiains that many callers receive a BVA advising thitthe numb€r is no ronger conneeted. This has been an issue in tne seri 

- -'
Canada study.

Further to that point is the experience of the portland rourist lnformation
u€nlre.wnich is now complaining of precisely the same problem. lt is
unoerstood that these issues gained promin-ence afier a cohsiderable
incidence.of problems {rom various poinE throughour nusrariiioiio*ing a
11ti9t'-lvjdg.ergmotion of sourh wesr6m Vidoria-A copy of a fax from rh-e
uentre 

's 
attached. You may wish to consider this issir-e further.

I

Yours sincerely

千ふF

がぃ 、ま嚢

John MacMahon
General Manager
Consumer Affairs

Encl:

5 QUEENS ROAD MEL30じ RNE,ViCTORIA
POSTAL:P080X7443 ST KILDA RD、 MELBOURNE,VIC「ORIA 3α又

TELEPHONE:(03)82873(χ ) FACSIMILE:(03)8203021

000762

95/0603‐ ol



I have many otherinstances of sub_standard TELSTRA service,but restrict
them tO an occurrence on 17 August 1993.The mser:sfrom RO.I.dOcuments
K03096 and Rl1519 sh^w↑ hら ,_:ぃ丼..`_^_、  ● _K03096 and Rl1519 shO:thalilil:1:li:」

ゼ :|:
OccasionsbutgOtadead                     ttllI曽 1lttl13:uments
who cOuld alsO not make cOntact.             ITina at TELSTRA Bendig。

%
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In the mail on 5 May a thank-you note from the Prahran Secondary College
included; !'The one drawbach which you musl W and do somethi4g about is the
telephorle. Many parents were arutious uhen the children failed to contoct them
on arriua!. They had expressed concern about the long drioe ond we assured
them that we would let them kndw uhen ue reached camp. Unfoitunately the
Gold phone uas not operational and ue did not want students using your priuate
phone as we uere aware of the important calls you uere expectittg.

It is essential that a telephone is auailable to a camp@ gtoup at all times in
case an emergency deoelops when you are not on the site. Please emphasise the
importance of this to Telstro, as an unreliable seruice will prooe extremely
detrimefital to your operotian at Cap: Bridgeuater."

While spealdng with a psychologist in Coburg by telephone on 5 May 1993

my connection cut out three times.

On 6 May 1993 a Portland travel agent tried to contact me at the camp -
"the phone rang three times, and then nothing."

A Portland printer faxed me on l1 May L993, "1 haue been trying to get
through on 267267 - but no luch."

On l6/5/93 a Swedish backpacker wrote, "l thought you t4ould appre.ciate

hnowing that on numetous occasions I attempted to ring you hom Darwin and

continually receiued an engoged tone."

My itemised telephone aecount shows that on.22May 1993 there were nine
calls irom the same number to my 1800 business telephcine. The customer
wrote .,1 dialled the telephone number 

- 
and finalty after not being able to get

through immediately, ! quoted to you 'do I haue the correct number for Cape

Bridg-ewater Campi'As at a preuious time before finally gefting through.-.a.t least

r″たe後 écοrded′ηess暉 '″as t々e namber力αa been dお cO″recにご'″hicぬ ′

@'.Thecallsvarig{lrgqr_f o.ur_-"1.3:9:igtwelve
minutes and four seconds,and TELSTRA CHARGED FOR ALL OF THEM.

５

６

５

↑

003‐ National D:rect Dlalied cals c。 .だ。
“̀`

Dere   罵me   
―

Des百

"aゴ

o●

Termlnadonpolnt 0@6il2g7 continsed
5‐4   21 May o243 pm 05 055267267

065267267

055267267

0552267
055267267
055267267

055267267

055267267

0552o′
`67

055267267

055267267

22 May  o9:46 am 03725
22 May  lo:o18m 03725

6L7   22 May 1200 pm 03725

“

  22 May 02∞ pm"725
5‐9   22 May ●3:23 pm 03725

●70  22 May o421 9m 03725
5‐フ,   22 May o824 pm 03725
5‐ ,2   22 May o8:37 pm 03725
●‐,   22 May o8:46 pm 03725
●2      23 May   o8:00 an 03725

R3"

Day

Day

Day
Day

Day
Day
Day

rtght

Mght

Mght
Ecorlomy

Min:Sec

3:€
0:20
0:05'
0:06'
0:0S I

OiOT

0:04
12:04
2,32
5:15

O /〃
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This facsimile from 60 minutes dated 18 June 1993 is self explanatory.

To:

From:

Dcf● :

60 MINUTES FACSIMILE

…11.A臥ヽ̀
,領

:訊・………_…Ⅲ…………Ⅲ…""…・・…",

m`,9,1):ス 0みlm,…・・t l…… ………………

…■‖|い、,']1,,1……… ……………"……
'

,.Ⅲ…」じ員
=t.■

87‖,,199二 ,t,,"..… |'   No●f po9oo   ,ユ 1… ,..

Denc AunN,,

Jusr I Hota ro LET you KNort rHAT I rAl sons rFouBLE

GETTING IHROUGH TO YOU ON THE PHONE LIST THURSDAY.

Paeirv tnorulc coNslDERtNc IHAT I i{As TRYING ro coNrAcr
YOU 70 DISCUSS YOUR PHONE PROBLEHS

Tsg pnoluEl,t occuRRED AT ABour lhu, Otl rHE '008" NUMBER

I xglno A eEcoRDED HEssAoE ADvlslNG rttE THAT "008" ltls
NCT AVAILASLE FROH I.iY PHONE AND ON YOUR DIRECT LINE IT
i{AS CONSIANTLY ENGAGED,

AFTER ABOUT HALF AN HOUR !

:N SYDNEY: THEY CALLこ D THE

WHO REPORTED BACK THAT YOU

T・IE し:NES IN YOUR AREA WERE

CONTACTE! SERVICE DIFFICULTIES

LOCAL OIESATOR IN YOUR AREA

wERgrl 'T 6 THE PHoNE BUT TIIAT

CONGESIED AT THE TIHE,

BEEN HAV:NC P10BLEMS L:KE THIS FOR
YOU THE BEST IN SORTINe THEM OuT,

Ｅ
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A TEISTRA minute written on 2 Jury rg92 to NETWoRK opERATIoNS andthe FAWI BUREAU VIC/III"S, and obtained unae, tne f.O.i.- 
-' *-"'-'- *'

(F ,",r"om Austraria Minute
Fi:● HA―A, 4/ユ /■ 8

Ph。

“

055-73 0200
“

6J"t CRADE OF SERnC=∞ HP黙ェxT
HR A―  sI=TH 055-26 7267

From HARK ROSS
cusTollER SERViCES 

―
c=R

HAX工LTO■ ― VIC′TAS REC工ON

ll―は 0'ERAT工ORS
‐ PAULT BUREA, V工 C/TAS

Please f-ilrd €nclosed docuEentrtion in regald to rof. -servlce cooplalnt fro! xr eii"- 6"ittr-="tErrqgeuacer.
crade
Cape

:爛 li:lI[::liili〔 li::11[ヨ
:::::ξ婁し1[:lil:

They believe that lt is a proble[increaslng nunbers as EoEe andconnected to AXE.

that ls occurring in:!ore custon€rs are

ciJt. you pl€ase investlgate this problen and, orovlde ae
:l:l- " t t'rtten leply so as I cin forflard ttrts to Xr)lurEIr an(l our local Federal Helber, befoEe shat isalready a dif f lcul.t situation, e"i= 

-iiglra;,u-;of 
hand.

%
M.rX Ross
Custoner Servlces Hanager _ HaEilton

z/t/rt
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Attention

TELECOM:N CONF:DENCE

Rod Hurman
Manager, Charging and Billing Projects

Shon Duration Catls, Mr A. Smith.

25 November 1993
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Corpor.!. Cent !
Charging and Billing Direcrorare .

Brisbene

6/131 Bany Paraoe

Fortitude Valley, 4006

Australia

fel€phone
Facsimile

Trevor.

I have reviewed the letter and doctments from Mr. A. Smith concerning evidence
claiming to suppon charging of unsuccessful calls. As you indicated it is difrcult to respond to
thc specific casas mcntioncd as the facts presentd are third hand and limited to the bare
customer perceptions. We have no opportunity to perform tests to confirm or contest the
dlegations. In some instances the tex ofthe letter is conflicting or ambiguous.

In response to Mr Smith's questions ( I &2) , he should be assured that,

" Teleam bes lutz cboly defined policies od principles Jor call clwging od billing,
. Customers vill be choged only lor calb which ue ans.nered
. Urwtsveredcalb ARENOT clwged"

Unansvered calb include calls encountering engaged runbers (busy), variots Telecom
tones and Recorded Voice Announcements oswell as calls that 'ring out, or are
termiruted belore or during ringing.

If a customer is chargcd for a call that was unanswered (that is truly unanswered by the
customers Premises Equipment (cPE) wherc the call terminatcs, notjust as perceived by the
customer at either end), then there musr be a technical fault that, when identified, should be
investigated and corrested. Databases and analysis qystems exist for this purpose.

lvt Smith is obviously wetl aware that CPE is a significant sourcdcause of charging and billing
dispures, panicularly those hvolving shon calls which the customer believes weie unsuccessful
and should not be charged; telephone answcring machines, facsimile terminals an call diveners
typically are at the centre of these disputes. cPE apan, as with any technical system. faults may
occur in the nerwork, however exhaustive testing over a prolonged period has failed to locate
any systemic fault thar would cause erroneous charging of unsucces$tl catls. While faults are
detected from time to time. thesc have bcen rare, isolatcd and uruelatcd to each other.
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TELECOM IN CONFIDENCE

h 00752

The facs as presented in this case are not sufrcient to make a deinitive technicaljudgement of
whether a fauh did occur in the Telecom network to cause over charging. From a technical
point of view it is unreasonable to makc all assumptions in the customers favour without funher
investigation being carried out.

The following is an assessment of the individual disputes highlighted by Mr Smith.. From the
information given little more can be offered for explanation thaui. " This is nor the woy it
should work, we need to investigate to lnd the cause" . For any investigation to be effective it
would need further information and the pafticipation of both parties involved in the calls. I leave
any decision for firrthcr investigation in your hands, as local action may already have been
instigated, but would be happy to arrange an investigation if required.

l. Calls to Trrralgon, being charged on busy.

This situation should not have occurred. Ifthere is no customer error (including CPE),
some basic investigations could be carried out, both on the customers circuit (charge

check) and at the locd exchange. Extensive tests could be done between the two
customers. but only after verifying the customer component of the call.

2. Calls to Overseas destinations, bcing charged whcn "no !nswer".

This is funher complicated by the overseas end of the call. An answer sigral may have

been generated when it should not have been by the overseas destination, or an answer
sigrral wrongly detected in the international network. When received by Telecom
equipment, this is an instruction to begin charging. Some overseas telephone
administrations do retum an answer signal when the call is nor answered by the called
party, even though this is against international agreements. To the bes of my
knowledgc neither New Zealand or USA is noted for this; lntemational Business unit
will be advised of this possibility for future reference. Unless the customer also
experienced an "error" similar to the Traralgon incident, there is no direst evidence ro
assume a local fault.

3. Cells to RVA.

Though it is not statd what RVA was heard, being charged for RVA is not a correct
operation and should be investigated and corrected. The investigation would depend on
the R\'.{ hcard afld the calllng parq,. .{gain more information is requircd.

Mr Smith also noted call drop-outs as causing over chargtng (I assume 'drop-out' here means
that ring tone is heard only then for the call to drop-out; or the call may in fact be answered and
rhen drop-out). There are many reasons for a call to'drop-out': some may bi technical faulrs in
the telephone network, others can be customer or CPE related. Where the caller has been
charged for the call, it is often the case that the called parry (or CPE) did answer, but for some
reason the call dropped out eg an answering machine with no voice recording on it may answer
rhe call. Altematively a network fault could'trip'the ring eg a line fault in the CAN. Once the
network detects an answer signal it quitc correctly initiates charging. The calling cusromcr no
doubt would assume the call was not effective (ie no convcrsation), and would have an
understandable concem that they may have becn over charged. Where the drop-out is caused
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AUSTRALIAN SINGLES癌
駿 理 囲

2111

■■43T●●raL Rd,Canlb―en 31“ PL 8896“

Sth JuV■992

ML ALn Sttith
RMB 4408
Cape Bridgewater

Portland 3306

Dear AIan

Futher to rny previous le6er in February.

On the 26th of Jrtlle I rang you ateDout 9pm aad spglc to rou, tbis was
Eot my first atteupt as otr Ef previous stteleps I received s recodcd
meEsage 8s f bave ln the past Because I *ner of your probleu I persisted
until I got you, bowevcr bad I been 8 neri eDqurJr you vould have lost
busigess on this occasioo.

Regards

Turner

O RAR

/ク
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26 Febmary 1996

BRUCE MAT¬HEWS

CC  Peter Gilmartin
HIie Calero

CHARGING DISCREPANCIES RAlSED BY ALAN SMrrH

毬踏配服RIF‖:謡驚Ⅲ獣糀器踏識駄露T智翻晃詰∞mber
accOunt。

鮒酬 l聯椰灘 s

静鞠 :牌
・
躙縦 :凛覇∫讃晟綸錆

e pel°d4/7/93わ 6/7/93節owed/

・
  黒:♀:』i,:‖電ざ1串どξl瞥撥』早:lξ:lithanapparentinccASrecords

・
諾蹄鯉鞘:朧雲よ轟躍

SЮ∞dS br口にOn 14/4/94 showed

・
  3:[11::‖ lllil‖ 1景り1)J11と ,』ヤl早」嗣;FrdSandaoo8accountshOwedcharging
e画

麗鞘 駆癬 罫翼
a雲

竃羅Ъ」躍瀧写“
ねns

/`つ

ー



2

・鋼語留蟹::階翻隈埋誡蹴」蹴鶏蹂轟胃,α
・

3思鑢剛 ‰蝸 R嘗1留翼乳
i略
iE臨%す

mtte

・a CCAS Ю∞d br3/5/94shttediξ
皇認3騒&鰤甜冨

°nd日にWhencompared with his oo8 accountfOrt

・
1燎奮嶽熙F譜認輩鼎置メt]ξ錦陽蹴&獣甜寄

°nda口l when

・a CCAS聰∞だゎr y6/94由 owed a増
習:霧程躙 畠観

datt W“ n∞ mpared v哺 th his Oo3 account fOrti

・  h:lllF‖
]:『ly:鮒:114夕(きI:雛lf;Fa‖

WhiCh did not appearon a ccAS

e aCCAS Ю∞だゎr16/4/94shOwedtti∝ Юp3:猟
よ紫 』ど宵

nd“‖S when∞mpared wlh his 003 a∝6unt fOr th

e a騒
亀『熙F譜淵霧驚協増負l螺胃(&紫』ど宵

nσ
“
‖S When

e a CCAS re∞ rd fOr 1/6/94 showed a discrepancy in the duration of cai:s when
∞ mpared wlh his oo8 accountforthe same day(ExaFnple 1 4);

・

[蹴 摺 写プ

hS OutgOi"CttS Show“ unusuJけ b"w載 ‖m∝ =

・
罵議驚ご:蹴器淵経呈:器猶:mttndm∞

引ncOnsigen mh

・拠:∵1出:ig嘉
!協霜8額Ъ爛鍵稲‖糞轟鞣編熙霞鼎ごf器

3 weЮ

°
覇聾濃脚 :覇翻繊請醸凛Fttde轟
蟷撻塾戴誓濯l酒鞭甲酔樵膳蠍鳥a

・鵬肝麗綱
=麗

掘調譴需t:常濯濾毀霧思器剛:わ
Mr Smth

e繹
職雛響謂鼻源馴誦‖糧IW憾織b∝

t

/ウ
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・
瀾』鼎麟鮮櫛懇軸辞:曽柵拙躍9

°
榔翻罷螺掘諾鰐記F艦零出よ耀盤漱dm

・anaν

穐鵠け記電e寵雷謂ι駅 鵠出響翼織駆躍冦現ぽ
h

・
朧熙 黒

:臨
:L:盤脇柵臨艘潔 蹴 調 ;

・
胞81晶酵:闘:ir認置 :ょLa∞

msp° ndng pe‖od shOw“

・

λ躙 翼 翻 ξ置 鮪 』:瞥
腱

“

n∞nSiSt輛 面 h Ougd"劇 eve威 佗∞ だ s

6.    l am happy tO discuss any aspects Ofthe above with yOu.

轟
・

/J″

8訛「籠翻踊alySt
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FEc lql, t82O .rra I
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ド

MrSbve Bled(
Grurp Gemrd lilarqer
Q,cbmerAilaie
Tetstra

Facslmlle No: (03) 9632 S2ltl

一

‥

一
ｌ

ｌ

Dear Mr Bbd(

cAL! CHABGTNG 
T8rrilbH*&AccuRAcy 

oF rELsrRA.s

I wtita cgncaming chalgirB_dscrepandes raissd in 1994 by Mr Abn Smith otcape Bridgelrater Holday Camp regadng hb 0Og seNicli, and the wirer
isgre these dscrepardea raiso ior feEtraE oo8yl8oo cuJrimers. 

'rrrise-'
mar€Is havB been the subject of previous le[erE rom AUSTEL lo ru and toMrTed Benpmin, dated 4-Octohir 1994 and l December tega,;ipe .The chargtng clscreparcies lrave again been raised u,rdr AUSTi{-f;t# --'
!'mnn lo[wing the condudon ot his Fast Track Arbitnalion prccedtrl.

As nofed in AUSTEL's letErof 1 De€mb€r 1994 (copy afarfi€d), the mdersr"iop. ry .!!r Sndtfi concemed an .lssB wfric*r tras'trd iroten6al to dtae';--'-
considerable number d rersfiats custorprE. SpedEcily, tre mdi€rs-;ised
issues aborn lhe ca[ cfrarging ad bi![ng aocu*rcy of T;ErraL].s OOrigOO 

---
service.

Tg-gE!., AT STEL has not recehred a respotrse lrom Telstra wi*n alhys
lYqnEL's oonoems abour tds bsa reistnas inroArfon oi-i]-z Jft n"shll br its 00gJ80O servica has inseasad e0sfelt concen s;giwn-fr;-
k$nes rabad by Mr Sn{h inctrded md6rs r€td* b sf,of *id6n--;dE
A_IJSTEL has.a nspondbitry to irmistfate potefltial stst€rdc netrcrt
ePPmanc? issres }tlidt corre b its atteation lccoidnglv, I reouesf trd
r eEUa prerricb a rBsponsa to the issues raised in ALTSTEL! taei A a
october 1994 (copy attacfr€d) by COB 1B October 1995.

l.

]―

]

:

:

:

l

l

●12-K

noad Addrx P O S* Trgif 9 fi& fcod ,rtc6q'lt yiabri aDa
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I note from Mr Beniamin's retEr of 16 DecEmber 1gg4 t't Terstra res then inthe process ot prepadrq a response *itres$rry irre issre" ,aisea

Yorrr sincarely

unh

∝   M「 John PinnOdt■0

,
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