)

-
-

cemoiaint handling within twg WREKk3 and praliminary advice from staff Seing called in to review tha
vark is complimentary. This togather with the Privacy Pelicy and voice monitering Juidelines and the

new disputs procedure currently Seing documented with Warwick Smith wiil provide 3 very positive
Srous of initiatives by around mig march.

Steve 8lack

Srem- Elcunm Frank
Eo: giack. S:e::hen: Krasnastein, Qavid

c: Campbell, lan new; Campbell, Do ; Parker, Har
Subject: RE: COT Cases - call fram Alfn Smithug e G
Date: Thursday, 3 March 1984 7:30AM

Steghen:

Befcre you agree t0 meet with him, pleasa taik 1o Harvey Parker about my discussion with him following
My cail tc Alan Smith yesterday or the day befora.

I have asked for the data on failure and/or fayie rates attributed to the Portiand AXE 8xchange (Alan's

“ange) and historical fault data for all of the cable/outside plant/CPE reponts for the Portland
~—<change area as well. | want to compare that historical data against the average for al of Victoria or all
-+ Australia to ascertain if in fact our reporred and cleared troubies in Portland indicate 3 pattern

| also am not certain from my discussion 10 Alan that Ne expects anything eise at this zoint. He simply )
states thar he is still having major problems as 1ate as the day he piaced the call to me. He says he has
several examples of potential Customers to his Camp that elaim they had tried to cail for v
before and got sither no answer, no ring, or engaged and Alan claims he was never on the Ehene for

the duratien when cunqmor_scla:n:lod they tried to reach him. He Save me two such recsnt examples 4”"
over the phone. He persists in telling me that my pecple are not teiling me the truth.

It may be tme to have an auditor réeporting to me review the
data in and around Portland.

Pertland troubls reperting procedurss znd

e
Thana.,

Frank N00168

—~om: Black, Stephen L
.: Krasnostein, David; Blouil., Y i )
Sudject: FW: COT Cases - cail from w27, Smith
Date: Wednesday, March 02, 1994 9:53PM

Frank

| have discussed this with David Krasnostsin and lan Campbell . The recommendation is in‘a‘z’.qici_( this-
maner up as your representative and meet with Mr Smith and Mr Schorer and that | be accompanieh V),
an second impartial person such a5 Warwick Gilbert the Chief Internal Auditor.

At this meeting Mr Smith's proposal can be put forward discussed and, if appropriate, subsequently
responded to by Telecom.

The suggestion from Mr Smith appears 1o indicate 3 desire to offer 2 sertlement rather than enter the
arbitration process. He will raise this in the discussion if this is his intenticn.

Steve Black

From: Blount, Frank
To: Scort, Sue _
. Cc: Black, Stephen; Krasnostein, David: Campbeil, 1an

Subject: RE: COT Cases - call from Alan Smith
Oaze: Tuesday, 1 March 1994 5-08pMm -
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Senate Estimates Hearing - 28 Fedruary 1894
Tolstra Corporation Limited
Senator Alston asked the following Queston on Notice:

25. An intema) Telecom Minute in relstion to Mr Alan Smigh of
r states “Our local technicians beleve that Mr Smith is colmect
in reising complaints abowt incoming caliers to his number recelving 8
reconded voice announcement saying the number is dsconnected. They
beteve that 1 is a problem that is cccurming in increasing numders as
mare and more SuSIOMONS 89 coNNEcted 10 AXE" (Alachment 1)

a) Could you expiain why more problema arw occuring as more and
more cusiomess are conneciad to the upgraded sxchange and
has this preblem since Deen rsctified? If not, why not?

) Could you advise how widespread this problem is with other
exchanges which have been upgraded to AXE?

¢) As Teleccm intends on upgrading el exchanges 10 AXE by 1997
goes 1 £pect the same problems 1o dccur &8 outlined in this minute?

Angwet

The Issue referred 1o relates to the procedures for the inkial loading of
¢ats imo AXE exchanges which, at te timae, did nct ensure &
convralised approach. The probiem arose from the method of
preparing and verifying routing data for loading irto AXE exchanges,
paticuiarty 88 more small anglogue exchanges wers convenied ©
Gghal. Network Operations manegement was aiready awars of he
need for centralisaiion and tighter control over vertfication and was in
the process of deveioping this when the fault report from Mr Alsn
Smih was received. A two pronged approsch has deen implemented
10 improve e processss:

1)  The Data Production Group under went a quailty

sccredation proceas to ensure that the deta received by
tha Data Cella in the field locations was error free.

2)  The number of groups ioading thees daia changes into
the AXE ¢Res was significanty educed in country
Victoria, & was reduced from 40 10 § and it is planned 10
be further reduced.



&

<

The substartially reduced numbers of staff invaived allow better
raining and control procedures 10 De implemented and thers is ne
record ¢f any Rurther fauls of this type cocuming in the Country
Victordan network,

‘n symmary, there was a single fautt incident which affected Portang
AXE Exchange for & short period of tme. This was nofa

pobdiem in the natwork, but reflacted the need for improved vertication
in the data preparation and loading procedurss relating 1o AXE
exchanges. Revised procedurss wer introduced promotly.

The relerence in Question (a) is considered 10 reiate 10 the potental for
loading errors ¥ verfcation procedures for routing data wers not
tightened.

This ssve is now beligved to be resoived.

The new procecures ncw sucoessfully implementod will snsure nat
this paticuiar probiem does not recur.
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Telecom Australia J Min_ul:

ZA-AL 4/1/18 Sutiect GRADZE OF SERVICE COMPLAINT
MR AIAN SHITH 05%-28 7287

385=73 9200 Frem HEE R
CUSTOMER SIRVICES NANAGER
HAMILTON = VIS/TAS REGION

@D SWEEP - NITHORK OPERATIONS
SIS MUES - TAULT BURZAU VT TAS

-/ %

e

Flease £ind enclcsed 4ocumentatisr in Tegard t: a Grade
3% Service Cemplaint

) Srem  Mr Alan Smith of Sare
Bridgewater.

Vi@ lcocal techniclans believe that Mr Szith is sorrect
in raising conplaints abeus irconing callers tc =.s
Juxber recelving a Recorded Voice Arnrcuncement saying
that the nuxder is disconrecstes,

Rey Delieve that it is 2 problem :ha= is occurring

b 3
SNCreasing nuxbers as mere nd RIre gcustoners are
:
'A's-_..-‘.- - >
e bk ‘v-. - -

can you please investigete this problex and previde ze
¥ith a written reply €c as I zan “orward =his +a u¥r
Smit: ard cur lscal rFederal ¥ezber, befcre what is
already a difficult situaticn, gets right cut of hand.

Castomer Services Manager - Hamilton

F

_Z.';' ] _.-"'f %
z § -

i
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Doody, Chris

From: Grindiay, Mark

To: Doody, Chris

Subject: CAFPE BRIDGEWATER C.O.T.
Date: Wednesday, Apr 06, 1584 Z55PM
Priority: High :

Chris,

Mmmmwuﬂy&n{mhumbmwwmhodmdtmwnﬁ-a
(Pom,ﬁmdﬂdmmﬂﬁl route from 30 to 60 ccis. As no free mmmmnh
nvaiabhuPORXapmhdhnbemksuadeDCummunmcbynphninq“cmtyLSMH120
m;mmaamwmmdm& project is as follows:
mt.ﬁalinansme.wmmmmmmwmm(mﬂmlmmmopa
Rod Fry is aiming to do the job tonight (um)lummhmrrmlﬂu-wmm
nighth].orapproxW:d mnwukualm}uhmbmhmﬁmcdrﬁm sarly next week and
mwmmmlmmmwmnmmmwmmﬁmwmdm

MyodqinlnqlﬂlnNDCilt_ud\ld

From: Grindlay, Mark

To: Grooby, Lioyd .

Subject PORX - WBOX CCT INCREMENT & OTHER STUFF
Date: Thursday, March 03, 1964 5:22FPM

Priarity: High

M!

GouldyouplmomngﬂurmZm- mwwmmapum%nwuhmm-md
lmmaowsam‘radoummmm tnwﬂbrmeTy_mﬂun&Hummanﬂuquiu the

smm@ﬂmhﬂ%-ﬂm.lmwmhmw empty LSMR 120
magazine ( EM 11 rmmwzum:m.mmmmmmemmm-
magazines are in stock. Could you please hﬂwﬂﬂp&hﬂhbﬂusm:lﬂmmcmmo

uCapoBtHgm(oﬂPOﬁX)

mo-mhmuMasmmmmWommim&mum
MMlFoM{Lereonﬁm)mcdnplaﬂmmmtuwbbmmngﬂuwmm

Please mauECP projects for the Mcuw.cmwummdmuwwmof

the Portiand Project so | can advise Network investigations. -

Kogss 2

. — W Y



Dwyar, Raevis

From: Dwyer, Kevin

Te: Gambia, Peler

ca: Humypich, Alan

Subject: RE: gnnwm quary

Date: Thursday, 24 February 1994 4 1;07AM

Peter,

You ara quita escrect in your Mought that the anecdotal referenca appiies mare to AXE Lhan ARE-U.'/

‘mem:mmtmn:mm ag, not in Austrsiia

couninies as well. A numbar of upgrades havs inciuded ce tha nca o] W

Fj 'O“Uﬂ. N '

There is netAng 10 8dd 18 my pravious notes on ARE-11 exchanges conceming caims of ‘Incampatibifity’

I prodiems. _ . _
"4

= he in :

In {he NASM database ( which has 2 record of faulls reperisd fram AXE &x es, dating from 1983 when
ttmmtmm.mamnm&ammmﬂnnﬂummm1 repons of Lotkups affecting

cusiomers. Two of thase reports refer o PBX services, bul there are no reports referring spedificaily lo
‘Commanaer services, . . ’ : '

Lhe TR duiabase (Troudie Kepont system caniralied by TNE {0 monilor problems reporiad, passed 0
_ : fixed ) which was used priar 1o NASM for ail recoras of faulls doss
I AXE squipment which woukd have affecied customers and PEX functions, but does not provice sny resiens
count of prodlem cegummences. It daes net recers any lockups specifically relaled 10 "Commarnder systems.

A3 & general commant, If (ke first line wag locked up and calls aliowed 1o flow on 10 {he other linas. then no
railt would be lost umtil all linag were busy, 20 | fall (0 3cc how en estimate that "ezV loss couid be up lo15%
" couid be mace or repested with any degree of inlegnty. i

J There is 3lsc another NSIS dslabase which would contgin recsrds of fauits which | have not checced yel
Bul which | Balieve hss pecsras of large numders of lockup Instances affecting indlvidual sustomen linss, !
am reluciant (6 initiate @ search of the NSIS dalabase at present as 1he (3uits recomded Nergin wouid have
710 Dedring on he CoT servieas in question, uniess tha (ault occurred on (helr individua! lirs.

Kevin,

———— e,

From: Gambie, Peler
I To: Humrich, Alan: Dwyer, Kevin

Ce: Wagiana, Fran

Subject: Softwere query
I Dais: Thumsday, 17 Pebruary 1954 7:04PM

I-'rr.n.ltmndwuwﬁmmnh-pllmpunohlmnmllonmtaimnocr. AISSGU
' Kevin, Alan

Kavin. | did net use your comments on safwars (COMPATBL) at tnls lime e3°they gldnt seom retevani to the
l gcamm information that Austal have provided. John MacMahon wriles as follows:

"I have l‘llm' 1 Eﬂml ving considersd a lock up fault which was oeeurﬂng-;hm"lm first line
would e WWWMthMrML It was sald th ariza throuch tha
e
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_llﬁrum 3lmhh, Peter e

o: umrich, Alan; Dwyer, Kevin
Subject: Software - Vil
Data: Wednesday, 22 June 1994 11:57AM

Youmwuallmnmmtmng' mﬁwaufrm.hwmmmmumn ched
3 query from John MacMahon at AUSTEL. W-mloohhg.ulneufoummumlqhmvc
nmnaacommbmwmmmcps.

The "Telecommunications Survey Analysis and Report” fecently lodged by Ann Garms provides the
following handwritten file note:

"Ref: 1993/18
May 1983 %

Rob Brooker of ericsson Australis advised that Telecom had a problem for a long time with an

incapability problem with computer software in their exchanges and telephone equipment. The call loss
resuited in 3 50% loss.

Took 1st of all uor:sg time to identify. After some time Ericsson were asked 10 soive the problem. Took
them 9 months to identify. Rob Brooker advised that this was substantiaily delayed becauss Telecom

Kevin, does this shed any more lighton it ?

If not, can | Suggest that you.contact Rob Brooker directly and get his side of the story. As we will

want 1o present this as part of our rebuttal of Ann Garms claim we will probably need to eventually get
a statement in writing.

Pater.
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