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RESOURCE UNTT TECHMCAI EVALUATION REPORT

Mr. Alen Smith of Cape Brldgewater Holiday Camp

30 April I99S

Intrcduction

This do<nmcnt is Dl'{R Goup Inc;,s 
.(I{onucal 

Crnada) ud Larrc Tclccommunicatioas
PEy lld's @ulwich South Arsralia) Technical Rqet on ttp Capc Bridgcwatcc Holiday
Camp C?T c"ca

e It is coarplcu 8rd f,'!! as it is Thcrc Is, hosrcvcr, an addcndum which we rnay 6nd ir-_..,.-----
ryc11ry !o add dulint thc ncr fcs wcc&s oa billing ic, possitle discpancies in'
Smidr's Tdcccrn bills

To estat{is! 6c co!6 for oru tchnical a/.lEad6, *t lrrficc it widr onr positions on
thcc sPccifc &taib h Tcbc6n's Stmice Hirrry. Thii is folorrua by r satcrncnt rbout
cirha rlocumentadon cihidr bas bc.o providcd by borh prtics. And wc provide a
charactcrisation of the lcrct of scrvicc och a cosoma as Mr Snd6 could rcasonably have
cxpcctcd

Scgtiqns 1 end 2 ir?iltisc problcras with Tclccorr's scrricc.to thc Ope Bridge*anr
Iloliday Camp b tre paiod fu,rr Fchrsry lgtt to Ostobcr 199a, ihcrc wcrc-scaasl
difcrsrt ptoblcrns, sorgirncs rirorc r+,an onc. at a dnq vie csrsal diffcrsrt causes.
Thesc arc suminsiscd la drc Tnrclinc a eE cad of nrc lntoducrion They ineludc

J congestiorl

-,. Iow capaci?

- cxchangc &nlt
raasmissioo equipncnt (Ro}0 faults

- 
"!tts 

wrongly direcred to RVA (Rccoded Voice Annouoccmcnt)
suodry repua wih .'no farlr found" at lhe tirir

prcgrar[nilg lrru
uncomphcd 00E calls

- othcrs

Section 3 addre$scs thc issue of prqblffs widi CPE (Grsrorflcr Praniscs SuipmenQ. It is
not alwiSrs clcar to the cusonpr wlrcrc to draw tbo linc bctrrlcn CpE urd prg?cr Telecom
re+onsibilities, ad Telecom did not so<ptrd ih mrliag it cler o Mr Smidr
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Secticns 4 and 5 te an Ltnpact assessini:tt and sunnar,v. S'e have ascstaingd tha: theie
were drnes ri'hen the sefticc plcvidC Dy Teiecc:l: rc \{r Sni',h, q.uiie asidc ficn cicble,ns
qith CPE. fci xlow a i.:esonable ler ei, Thcse u..:res rarged n Cr:,zro:r tc::i ,veais i,.,

sori? cese.\, tc 1E inontls in onc casg, :o an estimat-J 70 Cays i-n o:ie casc. :o shc;tei tnes
h cthei cases. Tlesc c,ra'.ions of 2ccr se+ice .'r'ere, ii, oui judgemenr, suffrcieii'ly seve;e
to;enCcr ].1: Sn{.'.h's ssvicc fiom TcLecon un:elable anC ccficieni

Ca?F Biid qewatet Doc,.rraciia:etr

The "Fast Tlack" ubiraCcrr proceedhts a.re "cn Cccu':ren,s and i:ittor subn:ssiors".
Moie thaa 4,CO0 page.s of d cc ct'r en',au ol havc been prescnred 5;-- bo,-h .Dalries a-.ri
exrnrirred by us. We rave also visired l,\e sir,c. Not aj.l cf '.hc dcc,.imcltaijcn has rea.l
beulnE on the guestion of whethei c: nor ihere l,r,erc faulb with thc sen;ice p;cvided bJ'
Teleccm. We reviewed but dld ncr use I{i Srrjrh's diarix (felecora's cxarni.r:ador of :'"t
Sri'r',\'s *aics u:ived I'r the werk cf 17 April 199.<). Lilie Tel--coi:.r. we sepa;ate te
problens ca';scd by I,t Srr'i$r's CFE tom those Lrr Tclccon's senricc and coni--n;ate onl_v

cn the lar,'€i. A comprchensive io_E of .'vIr S:nith's compiain's does Dc: arpear ic ensr.

The Technical Report focuses onJy on.Jre real fa.,{E r*'!rjci can now x dctcrrniici *i.Jr a

suf-ncient d:gec of ciefinitcness. We are not saying anyrliry abour cd.:er fa'ois whici: raay
or rr,6y oi have occured bur aie eot a<iequa:rly docurnented. .{nd '&11ess pcnircrrt
d xumen'li l:?ve b.en wirhhcld, it is cor vierr .hat it wfll nct be feasibie fcl a:;vone tc
deie{rnhe r-+i',h cenainry what cthel i:r:lts thelc r:right o: mrght not have 

-ueen.

Oec issuo i.-,'ie Cape Bndgeu aiei case icri:a.L--,s open, a:rd we.shall arie:'t'rD i io iesolve :.t i-,
'ire nexi lle,:.: wecks, narnciy trt Sir::h's compialrre arc.r:t billlrg probiars-

Ollers'lse. i\e Tehn:.;:l R.epoi'i c:: Cape Bddge.'*.atei !s complete.

A key- dccine:':t is Teleccn's S'-aic:ory Declalz.Scn o! i2 Decc;r.:cr i994. .tr'idic.;t

taldng a poslicn in regcd to o'.her >!its of the dcc';rrcr! we queseo:i tiree poi:ls ra!s'-d
it Teieco::-'s Sa;rice Fistcr.v Slatuic;r' Decla.ratioi. cf i2 Decerrbei i99a !p.4 3rr5a1.

"tsog.ls" Ccnpla:s

H:s',, Tc e:cn stales 'u\at lr.{r S:rii\ nade "bogus" ccriplai.s '.801a ;:4, r?8,
AppenCix 4. pi03. Stat tncy ineal:1s lils calis:-r iure i99-r icin L:nrcn io iesr Tele:cn's
!'ault recor<!i::g. As others havc i:i;cated (sce Cccpe:s a::C L1,brar.d Bslr€.-cj_& jefc6

..;95, r-:r er'c:r i i93, ;5 ,

'TElecon s:C not havc eszbjisheC. i:tcnal, Coci*enisi ccnpia:rt handli::g prcced;:es

[...] up ic Ncve:"noer i992." ali "Sc.3uritenied cornpiaint ha.rdijng piccal'.r.!.s u ele nci
i:Jiy implcnereC ber,:c.r Ncvci:r'xi i992 and Ocioboi i993." F,rJ:erncre. [;?1 "iauii
hardjirg proccdores \*eie ilcficienl.'' S:nirh's iune 1993 calis Aom Linic;r weie, as he has

stited, to iesr- Teiocoin's ia.:.i t repci1:i3 proced'.:ies, b<-:ausc peoplc who had 'occn u'rable
to rcach lr:::: tcld l;-r thai Tciecolr Cid nct arpeu'-c 're doing r,;".iing *hen t!e;-
reponed prc-le:rs. Yle flrd Sni'i.'s:esc in tlris irs'.a;.lcc:c oc un-lilci,v tc cffeci zr..y'tsef'C
rcsuLts. bu:'-:3 teri', "logus'' Cocs :l:i a:a!;..
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It is cornplcre urd final as it is.

rcasonabiy have oxpcrtcd-

with Talccom'
bruary l9tg to
than one at a
at rhc cnd of dr

I

:
{

congestion

lo* capaciry

cxchantc fault
qarsmission equipment G.Ctr{) fauls

*::::':-tt:t: to-Ry^ (Reeorded voice Announccment)

llrv ry9ns wilh "no faut fould" ar rhEtime
Telirom testing

- programrning crror
- uncompletcd 009 calis
- others.

scction 3 addresses thc issuc of problems u/ith cpE (Customer prcmiscs Eguipment). Ir isnot always clcar ro tbe customerwhere ,, dr;*;;Ur;;;*, CpE and propcr Tetccomrcsponsibilirics' and rcrccom cia 
""iir.*Ia-ii;;ki-;; il* to Mr srnirh.
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:,'

.;cions 4 and 5 ale an h2act assessirpnl and sun,-na:y. S.'e have a-re:s.Lned Lhai !1,.i.
we:e lLnes rrhrn ti:e seir ice picviced 'uy Teieccrn tc V"- Srni.,h, quire ui& frc:r ercble:;s
xill CPE, feLl bclc'; a i:asc:labie levgj. lr-sc errres nnged i:: d'.rat:l frc:-r yra.t i.-.

sc:ire cascs, to 1E mcnuis ir ore case, t: an esimaid 7C days !n one cas.. tc shonci -*j",cs

h oJier cases. Tnese d::-.5cns oi poor selice u,cie. in cur jucigernenr, s,:.fi.-icn!;, sc',s:s
Lc render M,: S;.:-ilh's San icc from Teicccn u;ueliable ar,C dcficie:ri

CaF B rid gewa:ei Dccunc:rtari or,

T'nc'Fast T;a;k" cbimdon proceedi,igs us ,,c:: docurnenE and wnficit subntsilrs,'.
Ivicre ihaa 4,CiC0 pages of doc.,rnen.gEcn have been ples€ntcj by ooL\ pa,iies a,-,c

exarni::ed b;- us. We have also ris:e,i tle site. Nct aII of tre docu-nentarion iras real
beaing o:l the questioi'. oi whether cr not *.re werc fa.ds with rhe *nice proriced b.u

Teieon. We reviewe,l b'..ri did not use ]r{r Sru."\,s ciiaies Geleccm's exarnlralor of Vc
Sr,i'l's diaries a:zivC L: rt',e veck of 17
problems cause<i by lrk Sr.irir's CPE ion
o:t t'\s iafie

The T*h-r',icel Repon fcc,:scs onty on .J:e 
iea-1 faula wfuch cu now be dete:rrrjrcd *ii\ a

s',:ficient degrec of definirenass. we a.'e not seying anything about ot\< faulc wl,ich i:^ai.
ot riay nct have occu.r.-d but uc noi edequarly documeatcd. Aac unles per$sn:
documents have been wirhreic, ir is our view thai it '*ill not bc fceib:e for arycne tc
de,r:.n{re wit! cenailry p'hat o'.her fauls trere rnight or miqht not have bcc:r.

A ke;- iccu,:e:'.', :s Tele.cn's Santcry 
'Decla-aicn 

of 12 Decembcl ]994. $'i*c::
taiclrg a position i.:: regud lo orher par.ts of dre dccuinent, we'quesdci: S.-ee pcl.:ts:zjsel
i:': Tclecoin's Service Hlsrory Sur.:iory D--claaticn cf 12 Decembcr tgg4 lRdBlU;.
"B08.:s" Ccnaiaj,rtq

Ftst, Telecor s:ai3s Lr,ar j\,t Sd.S rnaCc ,,bcgus" conpialns p00a p7a, g?g.
Appencix 4, plC1. Yvla: they mcar !s his cals :]i June 1993 acm Li.nrcn ro esi Tejrcon's
faujl recordng. As orhen have indiceted (see ccopes an<i L:tT ar<i Rgrieiy of reixon

November 1993, p5)
'?eleton Cjd r.ot havc esabl.ishcd, nador,al, docurnoa*d cornplaht he.lCiing prcccc jies

3C Airii : 99J

[...] up to Ncvernbei 1992," ard "documentcd ccmpieint ha,rdling prccrdurei wei. :.:o:
i,:Ji,r' i.mpleme:r;ed bcr*.c€r Novanrbc; 1992 and Ocro'ber 1993.', F-unhernote, [p7] 

.:.aui:

ha:&.Lrg proseduies weie deficicnr." Smirh's June i993 cells frcm Llrton were, es he h^.s
sialE4. to test Teiecorn's far:Lz reporting procedu:es, because people whc haC bcen u'tabi.
io icaclr irln rold nir '},ar ?elcorn d.iC ;rcr acpear to be doi:rg a.r1.,iing when rhel.
repcned probicrls. We i;:d Snirh's tesx in rlis laitance ro be unlikily rt efreit a::y iseiui
r.-suls, but .J:c te,-in "boges,' Cocs nct apply.

Theie wcre occasio;:s *hen ],.1r Sn{$, r,isrook srcblems uzirh 'ris 
"o., 

CpE fc: Teiecor.
fa':ls, -i.ut ihis :he cperaiicn cf ar;- nliri-veidc: s;-sren, wlici.
t'\e end'to-end irgl;- is. Teleccrn uJ<cs pains :o sgoarate ,les:
\-; - i-, uci;.r-j *.hich ule}. acknowlelge. , 1e'wE- 
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Sources of Informatlon

Thc infsnration proviaca in this rcpon hrs becll derivcd ard intcrprcrcd from the

following doctrrcns:

. S*irt - t*no of Ctaim (SMI)
o Smith - Gcorgc Ctosc Rcport datcd 5/I/94 (SM8)
o Smith - Gcortc Ctosc Rcporr darcd August 1994 (SM9)
e Smith - FOI Maariat 1994 (SM,l4)
o Smith - Georgc Closc & Associatcs Report 20 Ianuary 1995 - Rcply to Tclecom's

Dcfcncc (SM50)
o Smith - Samplcs of FOI Tclccom Doctmns (SM49) '

. Smith - Appcndix C Additional cvidcnct (SM48)
o 'Smith - Sunrnary of 1lEl00 Report (SMa7)

. Smirh - Bcll Canada Intcrnational Inc. Frr0rcr information (SM'16)

o Smith - Asscssnpnt Subrnission (SMil)t---
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Smith - Rcply lE Ianuary 1995 (SM53) f-.-.-
Smirh - Rcply - Bri6 srmunary January 1995

Smirh - Mct Brarpfcs of Additional Evidcncc Tqro Volurncs (SMl6) (-
Smitlr - Rnthcr FOI Marftl (SMU) +-
Smitlr - Qpc Bridgcwa'lr Pu I & 2 (SM 20 &.211 €
Smift - Addilioml infqnrarion (SM4O --!-
Smith " Telccom Dcfcoca Slittcss Statcrncnts

Smirh - Tclccom Dcfcncc BtE4 Scrvicc Histryy { '

Smith . Tclccom Dcfcrrc 8004 Appedix Filc I
Smith - Telccom Dcfeocc BfiX Appcttdix Filc 2
Smith - TelccomDcfcrrc B{D4 Apedix Filc 3

Srnith - TetrccomDcfre8004 AppcudixFile a

Smith - TclccomDcforocB04 AppcttdixFilc 5

Smilh - Tclccom Au$nth - Rd I Sun*ory Dcclaruior of Ross Mrrslrall. Rcf 2

Ar Intmducrioa to Telcconrnunicaiom in Autralia Rd 3 Tclecom Ausrnlia's
Nctwok Philosophy. Rd4 Glosary of Ttrms

r Smirh - Telccom Dcferrcc Primipal Suhnirsion
r Smirh - Tclccom Dcfcncc Lcgal Submission
o Smith - Tctecom SuPPlcntnt b Dcfcncc Documcns
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