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Srephen:

3"Jf":,t"^i!lt;?.f;::rffi,i,#.,f;!ilif:i",:..-arv€y p.rk.r about my dbcussion witi him torowins
i har/c asked fof tha data on fr

-$:*i,;ii#ihf#,f**"ii*,sliftflu:jilifr",l* ::.,,

;:g#xr#J##lili},H{i"id!".t,i,"*if st;?trJ"t*..n:J#H,i$".,0ln.
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Frank

N00168

i

i have discussad tiis with Devid Kerr^^..-:- -_- ,

n;*il*.:#:",*;7ft.ffi .T#3i;,$iliiftHl?il,L}l:::iffi 
.nlr1T,lr#;iii.i1.,

At this me.dng Mr Smirh,s aro,.sponded to U]v fcficoii.- -. -goEel can bc aut forward discrrss.d and, if apgropriars, rubsequenlty

Thc suggestion trom Mr Snritharri:rati6i'jro-ecs"r xr *.-ri'rl,r!.'?fl'jfi ;:,'t:i:t.i"lii,iilj",."f,i'.;,::l[T.". r.thc. rhan rnr.r rh.
Steve Elack
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Stockdalc, David

Fron:
To:
Subjrct:
Datr:

Priortty:H:0ヽ

rD
_ I nevt Dgen di3cussinl the srqutnc€ of lvonts on ihig call whh e ggllrale and wr hrva r!31;s.d

the probable rcrnrrio tor $is ood csll saquenca.

Thc SR' E at Horsnam $rill ba se! lor La$ Party Releass rnd will not trerciore provde r cl.ar fonv.rd
should rie A parv hane up. When fi! B pa'ty htngr up thc call, tha chsrgine polnr cxchrng. dc!! not
pa$ th. E 9tfty ct.ar beck to th€ originrting erch.ng. imrncdlet.ty due to th3 90 !rcond tima
lupervision period. Even though tha A pafty haogs ui rftu thi! point tlrc cl.ar toryard dgca no: oocur
due ro $c i-est Ptrty Ratrase condition at tha SR.E, thueforu th€ E gtrty will bc haid in thr'iwridnc
rim? su9erviiion erpirltron' phlsc for g0 sacondg. 0:rca th! time sugc?viljon pariod axpirE. fo:ca
rel.ase will b€ gancrated from tnc charge goin! rxchaiga lnd tia clll wi ba claarad down,

This answer3 the oddr0 obscwed during rssfing, bur rny orioinal eucston 5tr 3tan6t Oo you know of
lnY aYc sr saquanca gf lwnts in , 104 which wou d rerutt in a ctll bt hald or r I orrty Ll b3 hald
Eray lor an c)candcd p.riod ot .jm€ (r.9. > 1 20 rnin,Jtaf )?

I logk torhrrd to ditcussing thiS with you funhrr, and tpologisa fo? nol raalising tha corr.6 ro(ru.nca
ol evrnl3 'o? dia trrt cdl b?tore I tcnt you th! origintl msii maaaga.

:闘
rneSSa9。

Da宙 |′

Il*p::-r_:f-L]_q!yicts-!.!d, irl 3r.i. busy ars Qiluhe common in borh miinstrt.m .nc rur.t .nd r.qrir.
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H.IjTj:*l*j'r'';rB1:[.:'. subs.qslniy dfred. drvie;-not w;<hn:io_qll_glnss m.y b.
Lgcku-p! aro not lcomsticrlly clcrrad by $a s\,llterr. if tfirv rrr under.fiemal comol. EilBridno_r.l.rr.ton^,ard rional frofi a.sugarvirory dgvice 8t vos d3schbcd in tJl. crlt of SB€or r l6crr.i uD 

- -..=-
]uncfion, t.hysat holding r 8T dcvicr..tl otrrr roftivan davic.i (.,g. O,c:., gf , pD. CAW, MCi'rrc.nvolvcd, thly too will not ba rGlariad.

ni: iqJ possibla sc.nrio undsr \rytrich Ll cavicrs mly b. h.ld in $.o buiy. I'm a('a odt rt ttisr tnC
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lnnmd Mem

7● Ditlicuh Netrrvort Fault
Customer Co.ordinators
(see lisl)

Flur Pcbr Gamble
Manager Phnnlng

Selec".g.m
CItItlJ
Otrll.tr. &Dsr

@a2 E rUb! SlI
falornra
YriE
&arl

I*fiEl. (03, G}. tcr
ll-aerLri
Fr# F0) Ba r.7.

Commerclal and nto

Gonsumcr

Etld DNF Cuetomerc. SeMct 
D- 29 l'lovcmber' 1993

Data

q.tu. Kon Beati€, Rogion l Gcncral Manager, Queensland (Farc 07210 0847)
Rosanne Pittard, Reglonal Gencral lvhnagor, Me/Tas (Fex 03 562 1928)
Janet Sayer, Reglonsl Generd Manager, NSW (Fex 02 397 4155)
John Hanison, Araa Manager, Car$ena Servicc Centse (Far: 08 2t 3737)
Graham Pordes, Crslome r SeMcs Manager, Oueenslancl
Chery,l Prins, Custornat Sclbc Manager. Vic/Tae (Fax 03 562 07SS)
lan Red{€m, Managor, Salcs Branch, \f,clTas (Fax 00 t{ 9461)
Ed Bhke, Manager, Operations Support Commerdal
Don Pinel, Managcr, Au6bl lmuiry, Commcrcial (Far:07 ?2172741

As part ol the resolulion of a serlec of Dttlkult Nshiloil Faulls, your asdshno is sought
in urgendy chccking the servica dala for the ctrslomers lor whom you are responsible.
The inlormation b being used to anange and coordnate a d€tailed set ol Cusiorner
Access Netrvorl maqlursm€ntB and the atlarfied llst ropresents tre best infomation
avallable ln thls oflice at this tme and has been compil€d ,rom a number ol sources. The
inlormalion required b dl-lCgleC-ognDlll that enter a qjstom€rs prernises, tog€ther
wlth any ln ormation rlgBrdlng the CPE that ie connccled to that servlca (eg Commander
Syetcm, T200, trx linc, Gold Phone eb).

Where the seMce indud€s a Rofary (or PBX Worting) facjlity, the directory number and
all of hc auriliary numbeo atpuld be apxilied. lt is not€d ihat there le a 'my,th'
drculatlng in some areas lhat'A)(E Rotary seMces do not have auxiliary seMce
numbere'. This is not the case as is evidencsd by some ol lhe listings in the attedtmont.
It rvould also be useful to loor (for AtE 6ervhes) wh€ther lhe hunting arrangement was
sgqucntial or'random'. This laler casa could give the imprassioo (depending on the
CPE equipment) thal calb were somehow being 'm'rssed'.

Th€ complelo llrt ol ell rcrvicc numbcrr b oquired b ensur€ that all services entering
8 cJstome/s premlses are measured and analysed. Where more lhan one line er ers
thc prcmiccc, it ic usclul b comparc thc m.rcurem€nE on all llnes, and important
lnformation has been glcancd lrom this prooass, even though tl7o cwlomer mey heya
oaly bn ngodtng dtlllcultloo on on ol tt t lilar, . Ditlicultiea h8ve recantly arisen
where only one ol thc lwo lincs antcring a rentotely locat€d customer,s premises were
mcacurcd bccausc not all ol hc rcMc. data was readily avaihble.

Would you please confirm the details of the relevant s€rvice to me in writino by COB
Tues&y 3oth Nowmber 1993. Should you have any qucrics, ptcaaa do not hesitjaG to
@ntecl ma.

R嶋 60脇ン
Peter Camble fu-r

R09919



lntcrnalMemo

From

Subfrct

Drle

Fllc

Attontlon

L―eref稗孵
マ
ー

Grp. Managing Director, Contmercia[ &
Consumer

Fal:l,Manageme:】 t

29 Noven:ber 1993

NrtwotL lnvortigrtion SA& I
lhlworkr & lnt:rconnocr
Nclwcrl gprlrtion: 0ivrrlon
Nctwotk Productr gu:inc:r Unlr
AErtr.lh

hlaphonr EDtEnIlcttmlt

-rI trust tlu previous correspondoncc aent culy in November las been received. ,t r olu lo 1o...
Cc. r.-.prol I

ilil! ['i flTl,T#'Ity, *[:1 Ji:::L'I#f i:!.:T trre dirri curry is hnowin g' : i, il "- p.:,i, u,rii;dy;b;.risoa ir.ir,.i. i. ;ffiilifl:fl*,::ffiyi:il:.":",,n1,- ; ii", ,

indusrry by those forrmrlating rt. .t _g.i. 
- -Yu'v'\

{' Thc rttached repon mairdy reratcs torto thc Faurt Manrgemrt proces!; irs deticiencicc,ond conccrng about rtrc d_ii"-:l."_ itit is headirv i,,ry r",i.i-ii, J";;;;ilr=.,,opponunism; it wourd be easier to back o'bui thaiwourd kii ;;l-i"r*.ril uy ,.r..rrt,and reading has been l*g.dy 1...y o*n tiio iuij, of r"rsonabte breadth. Thaundenaking of rlre Assoiioie Oipiome in A";;;;;knowredgJwas*;;;;hii;i;iffiffiHii:?'xr,ff 
:11[:,lllilJrcep,ionrhir

lllllll;11ffi;:,f ff [ii;iill1,;["*1':].;ide.ft ilJi',i"n,*,*,,
lhis contribution itr"o, to b;;1il,,f,;'' 

,,'oteBemCrt was required. lt is also clear lf
opplication. 

rv u\; 'r e'rr)cs' tnen I must act now; hencc thc above quari job

As.the performurcc quality of lhe nctwork is dircctlv t,.^.trr-,r r- ^-_--end cosi .na qu.titv iil.irr, v.,.g..*i;rf i'"T:'I-tytlatcd 
to custom6r satisfiction

which su.itch it orfO t. urJ i;r-;il;';L;]i::: It 
atso expressed ebour ttre ,l.ciSon on

aninadequaro ril;j"t::,:"iiff;;L:3::J::r.r H;,il
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improvements incorporated have becn acloowledged, but nothing hu changod. I consider
the minimum gd4itipnir AIG requkementr for sE'tdve fautt inristigation;;; ' -'

' T!. capability to monitor deraiJ o[incoming tn6c to .rr,ori.rrioi*.,.a ,oAXE eg lime of call, duration of ring and Jonversrrio4 identiEcarion of .orringprrty.
' T}e oprion to remove the need for swirch hook 0ash or ca! tbne out with the

Malicious Call Tracc facility.. The capability to dump.ro. file, on a needs basis, informarion relating to crll
ertrblishment in tho switch.

' The inbuilt capability ro log ccs? signallingwithout rhe need to purchaee costly
add on rest equipmenr Thc imporrance of ihis function..*ot iJr-r-pi"i*o
enough; it shourd ba an.obrigatory requiremenr in thc speciEcarion roi iiir-r.r."tion
end purchase of any swirch. &om this iime on. . refcr pi s 

"i,t, br.n iirp"npreviously sent ,'Telephond Senice:_ False Fault Repone,

Adding emphasis to this need for the employment of these tools is the
of outstanding ncrwork faults lhantom Nnes. Not Rcccivinn Lino o"
the called customer is no longer

catii

lⅢl[:ユ :‖
『

`Ⅲ

」1よ詳点瀧聯盛[淵∬i鶏潔蹴ご
=:踏

T』"Shidvette■ cu■Omこ r ttξOp“轟。.w『Ong高品石温蔦i温Jざ品rt滞」l.

not

At present actuel network failures as opposed to misoperation sannot be quantified butinstanccs hage becn confirmed eg.rhc cJred party ier.i""a onry r coupre 
"'rri,ir. ,r,"callins parrv uas rraced and queried, thev receivid a"nvn iiir.tili;.-;;;,f; o,, nolonger.connccted.

FI'{O must pro:eed, but service provision musr nor bo compromised by an unocceptabrefault incidence or shonconings in diagnostic roofi iiit,r susromor is ro be su&fierJ andcosts contained.
」

」
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g. Findly, : young
rned wx a bright
)0 product. Agaio,

,itc.'

ar oa the pmdua
thc pa&a, fuing

itg abnt, ia
\ol, fut, striaty
' luve rc wy oJ
lcled.'

:ontinued to risc
roblcra. Ploduct

tffi#T
:f pmduce and
y to derrronstztc
on producs to

e wdd huager

etub at suah a

dcRrafld

put together a
vide a sna.pshot
t then arranged
: them through

,toot <t r xaetrtra, - rt flrY roia au, rt, oot,r fl,|lD rt

drc product nranagement case study- Fiftccn statiors were s€t up
arcund the confcrence sitc stalfcd by junior uunagers. Each

Bcmbcr of thc senior tean rot ted through the statiorr de.liag
*ith dl the specs of basic prcduct managsmcnt:

. horr thc product uns designcd;

. dme-to-srarkct;

. provisioning;

. trainrng/scling;

. how it rzs rrorking in the 6eld;

. thc fault ratc; urd

. the biling 'sysrcm'.

that energed m:de it clear that
were too

martet war too long - at lest 18 montfu from conception to
leunch. There vas no accountability for the proft and los of a

product, so the comperry didnt t'eck is pcrformance once it was

in the rurkcqlece. And on a broada level, the number ofnew
product innomtions was tiny - only amund rwo dozen a year.

Thc orercisc worked brilliandy. The Ttlstre scrrior tearn

rcdised thc powcr of propcr product marugement and the light-
par lcap it would ake to get li:lstre up to scratch. Blount's gtrt

told him tbat to fully rEdrcss this problem and lift product

m.n2gEment up in the e1u of the organisation as a whole, hc

wouid need to appoint a Group Managing Dirrctor for Product

Mauagemeot. The logistics of doing so immediately pmved too

difFcult to orchcsc'atc 11 theg garly st ge, so Blount agreed to
have a product menager in each business unit who would rcport
to each of the GMDs- With the massive change beilg
undereken and ttre resulting compcting interess, Blount was not
satisfed with how thing wete progrcssing. The will was there to
take on the product difi6s16o, but succcssfirl execution feiled to
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