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15 SOptember 1993

Mr craham SchOrer

Fax:(03)3284462

PENSHURST

APSLEY

HAM:LTON

llMB00N

HARROW

What follows is a list of the tgn detailed complaints David Hawker has recentlv

received .ggarding Tetecomis i.J". in lhe western Districts of victorla. l r Alan

smith,s complaints have noiL".n'inirrosd in this tist as lunderstand you alreadv

have a detailed record.

1. Dillioulty in having . 
outgoing calls connecle4,,. receives a

recorded m€ssage say,ng ;,oni number when dialling out' but

number is correct. Gazetta 6xchang9'

2. Continuous problsms t"ith new fax machine ' bolieves because

ol ago of exchange equiPmant'

3. Ditficutty with outgoing calls, takes 1/2 hour of trying on

suiirv-i'rt.ings' decei-ves recorded message that wrollg

number. BringalbBrt €xchange'

4. A business. 259ic ol calls not connected'. all area codes'

;'dffi;il T"lecom engineers lhat.plobablv the exclrange' not

their telePhonos.

5. For 3 months incoming callers have b8€n cut off atter 2 rings'

vrcro'rAvAtrEy 6. For 18 months rncoming cailers have rec€ived a recorded

,"rrugt- th;i ih; numoei is not connectod' victorla valley

exchange'

7. lncoming callers rgceivE an Bngaged signal when Phons ntt irr

;;;;i;;-d;" rinss when no cillar' Telephone cuts out atter a

lew rings.

8. lncorning chlers raceive engaged signal whsn phcne not in

use.
APSLEY

/7c
lil・ r,い tヽr Offi`1(=り

'Thollヽ

1)ヽOnSI●Ct,H"1:1111● ●,Vic 3100 1● lt‐ ph。い●4t155,7111(10o:1゛ lI Frcで

`"'X｀

in“ 卜l F●、1()ヽ ヽ
'■

1:l'1

li :EF‐
・

:(1

,ヽ R11へヽFヽ701 ハ
「

1`贅 A:l^

Hoし lヽ r,テ rltPRし |ヽ｀ Tへ Tlヽ1ヽ



白V13 H白 哺ヽ こR hP I,:055-7111二 1

POnAND

llMB00N

KATE HARVEY
Research Assistant

Ref:L166К H.93

-2-

9. For a number of years incomlng callers receive engaged signalwhen phone nor in use, ano cafleiJa/ii;t'fi"#;ffi out rvhonno ring heard.

t0, Outgoing aalls not connocted,

）

・

Mr Hawker arso receiv€d 
".,lyrb:{.of cornphrnts Bbout the reduced servicas ot or6din country areas, In parricular tnat itimiseia;-;;s"are not avaitabte,

othe' complaint' rerated to,the time tek€n to service difficurties, one ccmpraint aboura "draping'telephone line (now rixeo), l"J#i ."o-rpr.n, about the iime taken forTelecom to pay an accorrnt tarso nieii.-"- 
vr re ''vrrrPrarnl aoout the iime taken

]::ttT:J: 
or assistance. pt€ase do not hss*ate to contact me if I can be of further

Yours sincerely

/9ε
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18 August 1993

Mr Alan Smm
Cape 3●d9owater Holday Carnp
PORTLAND ViC 3305

LC105KH.93

ocarysntrf 4L
Funh€r to your conversations with my eleclorate staft last week ancl today I am
enclosing a copy ol the crorrespondence I have received fiom Mr Harvey Parker,
Group Managing Director of the Gommercial and Consumer dMsion ol Telecom.

I urrote to him outrning fie Probhms of a number of Tehcom custorn€ts in ttr€
Westem D$ri:ts, including lhe extensivo problems yor have been crperiencing.

Thank you once again lor keeping ma informed of devdopmenB at your end'

XrrE*rcerely

/9c
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9 December 1993

Mr Alan Smth
Cape Bridgewater Holday Calnp
RMB 4403
CAPE BR:DGEWATER VIC 3305

Dear Mr Smilh

Thank you tor your letter of 6 DBcember 1993 endosing ths Coopers and Lybrand
reporl and Wanvick Smiths c€nesPondencs.

I apprecialg bsing kept informed of devBlopmorG and would lke to congratulata you

in your pe6istencB to bring aboul improments 1o Telecomb country services. I regret
that it was at such a high Personal cost

Pleasg fmd enclced your copy of lhe Coopars and Lybrand rePott

W'rth best wishes for a sats md hapPy Ctristmas and Nel,Y Year.

You6 sincerev

ぶ́爺
L2,41●●●●

cm鰍監
=T翻
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The llo■ Da、 id Bedd“lLヽ4P

9 DEC 1993

Senetor Midrael Baum8
Senator for New Soulh Wales
PO Box 473
WOLLONGONG EAST NSW 2520

Deat Senalor Bauma

Thank you fot your representalions of 5 November to Senator the Hon Bob
Collins, Minister for Transpod and Communications, on behalf cr lulrAan
Smith, Cape Eridgeu/et€r Holiday Camp, RMB 4408, Cape Bridgewater,
Vicloria, concerning lhe slandard of servicr he has received from Telecom
Australia. Senator Collins has refened your letlgr lo me in virw of my
responsibility for mallefs relatirE to tglecommunicatiom.

I wrote directly to Mr Smith m 10 Novembsr 1993 with regard to his issue.

Let me say that th€ Govemmant is ,I|osl concemed al allegatbns that Telecom
has nol been mainlainjng t8lecorurunications seryice quelity it sppropriate
levels. I accept that in a number of cases, including Mt Smit fs th6rp ila3 been
greai persona, €nd linsrEid distress Ttir is of gre€t concem lo mo ard I frrl
invesiqatDn ot the fads is dearly warulled.

I have personally communicated lhese concams lo th€ Chaiman and Chief
Execulive Otrtcer of Tsiecom and asked litem io take a dkect ir,terEst in lh€
resolution of ths so-called "Casualties of Telecom" (COT) cases.

You may ba aware that AUSTEL, the independent telscommunications
regulatory aulhority, has e clear fundion of safeguarding consumd interesti. ll
has povvets undef th6 Telecor nunicalioG Act 1991 lo ir esligale consrJmer
comPlainls about ths supply of lElacommunications sefvicas.

AUSTEL is curenuy conducting a thorough investigation to detemioe lhe exad
nature and exlent of lhs problems eperienced by some Telecom cuslome'3.
AUSTEL cxpecls to fnalise its report shonly.

l'. l.tr,{d ll'rh!. (.nd\.ni.. .\(-l :tr.r 'lrLflr{x (r{:?.:r.rr t.r..{r|ntc |lttr:7!Jtl{

+.<

/?)

Minister for Communications
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The fast track settlement proposal, with Dr Gordon Hughes at the helm'-- 
.

hadioundered during Novembei and December 1993. By March f994 TELSTRA

were using their corporate strength to force the C'O'T- members into
expensivJand timeronsuming legal processes. lf TELSTRA could not get the

arbitration process they had wanted since september 1993 it appeared that
they would pick up their ball and go home'

Telecom, for ils pati, has d€ployod a dedicaled Gustomor sarvica reviow toam

ro-*o* *in.fa'aed customeri to roclify their Probloms' .lt 
has 

-also;;;i;;il"J i^deP€ndent exPertr to alsess TElecom's technical and

irinittt"iirt *tpilnses to cohplaints of this nature' and to recommend

changes lo imProvo its comPlaints handling Proc€dures'

I will b€ oiving close attention to AUSTEUS rePod on thE results of its

invesiiga-tioni ana prDPosed action to address lhese issues'

Yours sincerelY

′／

/?)
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Mr. Alan Sm
cape Brェ
PORTLAND′

lnvestigati

■ega■  ftrm i
partic● lariY

Dear Ml .

numerous
problems inc

our f
an effOrt to
Technicians
problems and

lt is
companic3 in
dea1 0f bu31

Ol1 businsSg .
r,rho more O f

エ

into the

1.

2.

3.

4.

gtreet,
L′  3200

62 0545

ter Hollday camp,
5

rG ! TELECOM FAUI.,8S

J.ting in r€terence to the Proposed
iqto felecon.

ro frovu*r :.9ra

commi t teo

As are atrafe, I atn emPloYed as te1 st rdj.th a I6rge

ェ an

that
numbe

An
■ine3

Comp
rlngi

and

Thes€

Warrnanbool . In the course of mY

during the months of JuIy and August
lcc faults have baen brought to ml' a

||

Calls being disconnected during coBversation.

messageg lnfornlng Melbourne clients and callers
nurnbei haa been dleconnected when the correct

was dlalled;
signal received by Ca■■ers despite a nulnber of
aV3■■able,

ta fron cBllers that the Ilne has rung out wh.n no
tone has bcen recelved at the nunber dialled.

duly contacteat Telecom on a number of occasaona in
'e tires€ faults ractified. Howev.r, Teleoon

re constantly unable to idcntify the nunerou6
tly r.nady our conp]-aiott.

ident that Problefis such as thes€ have cost nany
lch the telephone plays a substantiEl role, a gr'at

y do●拿 poor t010phone contact hav●  a negetive effeot
t 三モ

~■

s =■ so a poOr reflectiOn On the te■ ephon■ 8t
than not′  bOars the brunt of Such grievences.
y 3uppOrt Senator Ron BoSwe■ 1's ca■■ for an inquiry

.../2

1ハ :Llebig

wr.tn tnc Telecom netrrorx,
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