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Dem Hrwxrn up
Fcdcnl Mcmhr for lVrnnon

G

9 December 1993

Mr Alan Smith
Cape Bridgewater Holiday Camp
RMB 4408
CAPE BRIDGEWATER VIC 3305

PAR.UTHENTOF AUS?TAUA
HOUS€ OF T,EPI,ESET?ATIYES

Dear Mr Smith

Thank you for your letter of 6 December 1993 enclosing the Coopers and Lybrand
report and Wanrick Smith's correspondence.

I appreciate being kept informed of developments and would like to congratulate you
in your persistence to bring about improvments to Telecom's country services. I regret
that it was at such a high personal cost.

Please find enclosed your copy of the Coopers and Lybrand report.

Wilh best wishes for a safe and happy Christmas and New Year.

Yours sincerely

anc
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Mini ster for Communications
The lJon. David Beddlll. lr4P

I DEC 893

Senetor Michael Baume
Senator for New South Wales
PO Box 473
WOLLONGONG EAST NSW 2520

Dear Senator Beume

Thank you for your representations of S November to Senatcr th€ Hon Bor
Collins, Minister for Transport and Communications, on behalf of Mr AIan
$nith, Cape Bridgewater Hotiday Camp, RMB 4408, Cape Bridse,.i"rer,
Victoda, concerning the standard of serrice ne nas ieceived fro-m Tetecom
Australia. Senetor Collins has refened your leiter to me in view of my
responsibility for matters relating to telecommunications.

I wrote directly to Mr Smith on 1O November .1993 with regard to this issue.

Let me say that the Govemment is most concemed at allegations that Telecom
has not been maintaining telecommunications service quaity et appropriala
leyels. I accept that in a number ofcases, inctuding 16r Smiit,s thire hasbEan
great personal and financial dislress This is of grea concem lo m€ End a full
inveslEaton of lhe facts is clearly wan inted.

I have personalty aommunicated thesB concems to the Chairman and Chief
Executive Ofllcer of Teiecom anci askeci them io iake a direct inigresi in tiia
resolution of the so-called ,,Casualties 

of Tetecom,, (COT) cases.

You may be aware that AUSTEL, the independent telecommunic€tions
regulatory authority, has a clear function of safeguarding consumer intetgsts. lt
has powers under the Telecommunicetions Acl ig91 to investigate consurnBr
complaints about th6 supply of telecommunicatr.ons services. 

-

AUSTEL is currently conducting a thorough investigation to determine the exact

liill.e a^d exlenl of the problems experienced by iomE Tetecom customers.
AUSTEL expeas to finalise its repod shodty.
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The fast track settlement proposal, with Dr Gordon Hughes at the helm,
had foundered during November and December 1993. By March 1994 TELSTRA
were using their corporate strength to force the C.O.T. members into
expensive and time-consuming legal processes. If TELSTM could not get the
arbitration process they had wanted since September 1993 it appeared that

Telecom, for its part, has deployed a dedicatsd customer service review team
to work with affected ctrstomers to rectify their problems. lt has also
commissioned independent experts to assess Telecom's technical and
administrative responsas to complaints of this nature, and to recommend
cfranges to improve its complaints handling procedures.

lwill be giving close attention to AUSTEL's report on lhe results of its
investigations and proposed action to address these issues.

Yours sincerely

DAVID BEDDALL

they would pick up their ball and go home.


