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!nいmd Memo

T● Dlllicult Netwoil Faull
Customer Co-ordinators
(see lisl)

Flon Pcter Gamble
Manager Plannlng

qfielec".g,m.

C rld
or..dql. htFrr

,,2.2 Eguen S]trIl
tLDorrna
YE@
flrr.l

IClraElc (ts) Gx !6
mcAa&ri
Fldnfi lw! 6tt t1?{

Commerclal and RL

Consumer

sgq*r DNF Customers. SeMc€ 
Dn'

Data

29 November, 1993

ot.trb. Ken Beattie, Regional General Manager, Queensland (Fax 07 210 0Sa7)
Rosanna Pitlard, Reglonal General Manager, Vlc/Tas (Far: 03 562 1928)
Janet Sayer, Reglonal General Manager, NSW (Fax 02 397 4155)
John Henison, Area Manager, Cartena SeMce Centre (Far:08 2gl 3737)
Graham Powlee, Customer Service Manager, Queensland
Chery,l Prins, Customar Sarvice Manager. Vic/Iaa (Fax 03 s82 07sS)
lan Redfem, Manager, Salss Branch, Mc/Tas (Fax 03 57rl 9461)
Ed Blake, Manager, Operalions Support, Commercial
Don Pinel, Manager, Austel lmuiry, Commercial (Far: 07 221 72741

As part ol the resolution of a sedes of Dlftkuh Network Faulta, your asslstanca i6 cought
in urgendy checking the seMce dala for the customers lor whom you are responsible.
The inlormation is being used tro arrange and co-ordinate a detailed set ol Customer
Accese Networt moasurem€nto and the atlached llst represents the best information
avallable ln thls oflice atthis time and has been compiled from a number of eources. The
information required ls dlSCndeC-Ogmlm that enter a flstom€rG premisee, together
wlth any lntormation regarding the CPE that is connec{od lo that s€rvlce (69 Commander
Syst€m, T200, fax line, Gold Phone etc).

Where the seMce includes a Rolary (or PBX Working) facility, the directory number and
all of.lh9 auxiliary numbeo ehould b9 specified. lt is noted thet th6rs ls a myth.
drculatlng in some areas hat'AXE Rotary s€rvices do not have auxiliary service
numbera'. This is not the case as is evidencad by some ol lhe listings in the attechmsnt.
It would also be useful to kno,v (for A)G seMces) whether the hunting arrangement was
sequential or 'random'. This latter case couU give he impraasion (depending on the
CPE equipment) thal calls were somehow being 'missed'.

The complete liet ol all rervice numbcrr b required to ensure that all services entering
a customer's premlses are measuted and analysed. Where more lhan one line entars
lhc premieee, it is usetul b comparc tho m€asurements on.all llnes, and important
lntormation has been glaancd lrom this process, even though the curlomer may haya
only i€en nportlng dlfllcultle. on ono ol thc linet Difiicultieg have recontly irisen
where only one ol the lwo lines cntering a rsmotely located customels premis* were
mcaaurcd b6cau6a not all ol thc seMc. dala was readily available.

Would you please confirm lhe details of the relevant service to me in writino by COB
Tuesday 3oth November 1993. Should you have any queries, plaase do not hesitale to
contacl ma.

l-K 6oJ$t-
‐ /Peter Gamble

R09919
Fek:a Co rcar in I rrinl
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industry uy rtros" io*rr.ting it. il;;;. 
* -w'rvr€tc and intimsle knowtedgc of the

$' Thc attached report nrai'ry relatss tolto the Fault Manag'ment process; irs deliciencics,and concerns about the d^,1.-:l:^ h j, i, f,r.Ai,U ivfy fnraest is not recenr noropponunism; it woutd be eesier to back oEbui trrai woul,l k ii ;;;l #r.rii t ,ry ..r""r.r,and reading has been largely in my il tilil';] of r.asonable breadth. Thgundertaking ol the Assoiiui" Oipior" in e""orniin,

I|I:LTT,-fi J.'*lH[ilii:H:Tit,Ti:rii**1li::'i1'H3"'rceP'li'n'lhis
;;:';'nl;: j;:*y,l.;:",".H:f 

lfl .Tt#ffillfr ;Yil:.'-[:Trii,ii;[tijiltopplication. 
rv u\' I w'r'r)Eu' rnen I musl act now; hencg the above quasijob

i!i:x f:'tTil:?1'jl,:il'l'.;:ffi'I::"r,"'"T'JI.:t::'",.u to cus,ornr,r sa,isfac,ion
wldch s*'itch shouid be ,

an inadequa,o s;ilj"T*i"fffi;f;;jil1r[j[: 1.,fi,7
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‐
  1:五1:思lilil「器 l:lilliedforS'ソ

:tch hook nash。「can ttn● 。ut w:th● e

・ The capablity to dump t。 壼le,On 8 needs basis,infOm麒
|。■re18ting to c811

estabushmentin the swltch.

prcν iously sent''TclcPI:。 nご SCrvicc:_1

Adding emphasis to this need for the employment of these tools is tlre
of outstanding network faults lhantom Rines. No! Receiving R;";-';;

Ja ? r earc:- rrrtlr ,4 rz_:cCH e4)

V施 catii

]⌒

At present actual network failures as opposed to misoperadon cannot be quantiiicd butinstanccs hare been con'rmed .g.rhe ciitea p"ny iur"ir"a onty . .*pt. Jirnrr, ;"
calling party was traced and queiied, they receired ,o RVn in{ir"tirg ,J,. nu*,[., iu, n,Ionger connected.

EMO must proceed, but service provision mus! not bo compromised by an unac.:eptabrefoult incidence or shortcomings in diagnostic roor, iitt,. crlstomor is to be sutisfier, andcostS contained.

the called customer is no longer connec! not

IⅢ:百曇111til蒲轟点瀧漱∬盛:』Wil肌灘鵠寵轟踏電
J"S

hidvettett cuttOmar d`。 pCratiO、 wЮlg I」涌J石蔦 :1::瑞∫ざ 品 rtttul.
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Dtt wentby and B10unthadnt hcd a血嗜 Fhtt ayOung

WOman arnved h“ dEce w血 Blount le― ed Ⅵも ,bnnt
MBA pduatc宙 dl rcsPOnSibillty for the l_800 PЮ duct.Agaln,

BI●
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Blount vas shockcd,but hL ttety level cOnttucd to rse

●7hen he dtscOve“ d thts―llt all isoLted PЮ blem.Pmduct
mmgement as BIount h“ ′ic h a competitive cnmmnment

瑯  non■ D口stcnt Thereヽ 嗜s no Oveml coo“ 出山口ung FOIC tO

monltor dle peronnance and P面 口団 サ 。f prOduc“ and

mOdS them as“ qulred.He mOvedim¨ &teけ tO demonsmtc
thc mpOnncc Telsm wOuld have to place on PrOducts t。

compete crec● vely:
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Blount asked hヽ  1_800`pЮ duct―narr'tO put tOgether a

tcam to adyse an aspec、 。fdlc Pmduct and Pmvlde a snaPshOt

ofwhat an itt PЮductshOuld look■ ke B10unt■ en arnnged
a¨ ―day rctreat fOr h se」 or_agers tO」k them ttЮugh
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the pЮ duct

錮Ound ttc

member of the

宙 th a■ 働c aspcctS

・ p“)、凛ヽ 。nlng;

・
“

mmg/sCDl
. hovv it was

. the fault rete;

・ the bi■ng`

The picmre

perform.ance was

market was too long

hunch.There wバ

product, so the

in the marketPlace.

product inno\ations

The ocrcise

realised the Power
year leap it would

told him that to
mtlagemcnt uP m

would need to

M― gement.The
Hittcult tO

have a product
to each of the

undertaken and the

sab6cd壷th how

take on the product
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!9. Finally, a )roung
:arned was a bright
lO0 product. Again,

rufuc.'

ben ot the pmdua

'tfu prcfua, $xing

biq about, sia

thool, but, stt'tdiy

I haue rc uty o;f

uchcd.'
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滋

)Put tOgether a

OVlde a snapshot

at then ar_ged

e themぬЮugh

ttoDucr IAra OIIttat - ll rHrY uolln luY lt, ooNT fullD tl

the product manegement case s dy. Fifteen sations were set uP

atound the conference site saffed by junior managers' Each

member of the senior team rotated through the stetions deding

with all the asPects of basic product management:

. how the product wes designed;

. dme-to-market;

. provisioning;

. training/selling;

. how it was wotking in the field;

. thc fault rete; and

. the billing 'rystem'.

PC● Inlance tt Sub… .COSヽ Werc too hin.Thc to―

ffi ""t t"" l"rg - at least 18 montlr from conception to

leunch. Therc was no accountability for the Profit and loss ofa

product, so the company didnt track its performance once it was

in the rnrketplace. And on a broader lcvel, the number ofnew

product innovetions was tiny - only around two dozen a year'

The e:rercise worked brilliandy' The Telstra senior team

rca,lised the power of proper product management and the light-

year leep it would ake to get Tetstrr uP to scratch' Blount's gut

told him that to firlly rcdres this problem and lift Product

man gEment up in the eyes of the organisation as a whole, he

would need to appoint a GtouP Managing Director for Product

Mrnrgement. The logistics of doing so immediately proved too

difficult to orchestrzte at that early stage' so Blount agreed to

havc a product manager in each business unit who would report

to each of thc GMDs- With the massive change being

underuken and t}le resulting competing intercss, Blount was not

satisfied with how things were progressing. The will was there to

teke on the product difficulties, but succcssfirl execution failed to

各―ム |

that made it clear that
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