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To: Ian Row ' ' _‘ _from: Denlse McBurnle

Cerporata Solicitor s :
At: - Telecom Australig . . - Dlrect line; (03) 288 1383

' - Switch: - (03) 288 1234

To fax:. 634 8ga3 - 5 : From fax: ~ (03) 288 1567 7
R Date: 10 September 1993
Phona: 634 3300 f * Matter Na: 1660521  Pin No: 274
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The informatim in this facainila ‘is privileged ard confidential, interded anly for the wsa of the
irdividual or eNtity named above, If you are not the intarded recipient, any dissemination,
cpying or use of the informitimn (g strictly prochibited, If yu have recsived this commmication
in error, please irmediatsly talepbcns us (we will accept reavarse charges) au:

(03) 288 1341 Fax (03) 288 1567 (Intacpaticral phne codes + (61 3)) or Talex AATI004
ard retum the original’ facyinmlle to
‘Level 43, 101 Colling Street, Halbouma Vie 3000 Australia

-Dear Ian_ - o e u . & = : -. . N00749
" As requested [ now attac he Issues psper which we -have prepared In relatiou
Yo Telacom's management of "COT" cases and customer .complaints of that kind.

The vaper has been prepnred: by. us’ together with Input” from Duesburys,
drawing on ocur experfence with 8 number of ‘coT" cases. If there are any
. 88pects of tha (ssyuas Paper which you would Jlke us to expand upon or If thers
8re . any other [ssues You would like ‘us to conslder pleass don't hesitate to
‘cdntact us. pelillls a d Duesburys would be happvy to asslst you shauld
-any further prosenistinns. to Telecom management be requirsd on any of the

attars raised In the Issueg P8per or with regard.to any other matters concarning

~nanagement of "COT" cases and cuslomer compiaints.

" Yours slncerely

BREEHILLS HOLLINGDALE & PAGE
'_—*-—-—-——-_.——--—-—--—,-—-—- .
per: .

Denise MoBurnie ' “ o ' ‘

Enc

copy lo: Deanna Welr

/~ /7
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CONFIDENTIAL/ COMMERCIAL N CONFIDENC_E_
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The contonta of this documant arq ‘privileged and confldential and po part
thersaf shall be dlsseminated, copled or used without the express Permisslon of
the Telecom Corporate Solfcitor, R : ) -

" A PROP_IL; QOF A 'co‘f'r" CASE

Set out below grq soma “of . the commoti.. characterstics attributed to "corn
cases. The particulars garg drawn from FHP's exparfence with the folluwing
. "COT" cases: " Ei . :

Golden Maasangar:/(}raham Schorer s

Tlvoll Theatrg Restaurant/Ann Garms
Japanese Sparg Parts/Ann Glllag 2 e
Capa Rridgewatsp Hollday Camp/Alan Smith

It xhould be racognised, | how'avar, tﬁat this list Is peither deflnltlve nor
exhaustive of those charactaristics, ! :

Common C‘haructeri:ﬁc:
- ———_'_‘_—._.____

1. Single operators of small businesses generally cperating In service
Industrias, [f partnerships ara’ involved |t {g usually. a8 husband/wife .

partnar:hip. |
S Q\mnilonabl-a busLnel:u, stability op - viabllity. regardlars  of " nllaged
talacqmmunicatlnnu Problems, e s e s R .
3 . Commen “distryst. of'_-._Tﬂlecorn'g network pPerformance '{l:nd c'!i!s_érust of
. Telecom's clajmg that;'na.twork. pq’rformance-accordq "with "acceptable
.. standards, : Sits R
4. ... Clalms. of dissatistacting by the clalmant as tg _th'e"hmdui;g of the case by
"« "7 Telecom, - ) « % o ¢
i . 'Dlatru:t of '_I'elacomf,_g testing prdqeddré.'s. = NOO?SO
6. .Nurneroua' faults alleged and claimed- to be suj:portad by documentary

evidence collected "by the claimant, but which do not matel Telecom's

@ -A high Javg] of ur{de'ratandln ) ac.ulred by ex c{rjeijcn) 'wlt‘h FOl |
Procedurss  und “he - prosgga—(2cqulred by expa: lnvolved To pccassing Telgeem
d\ﬂ__ﬂ’_lnmmlm Howaver, this level of undarstanding s not

ocUmenta .
nocossar(ly matched ‘with the abllity tq accurataly or corr?ctlyl'l"t“"l""“t

the Information qbta!nid.

8. " There |g usually 8 reluctance o pursue a clalm through court aotlon.
Apparent or clalmed roasons balng: - :
ot cost b e
. difficulty of ‘proof . o
* - clalm hag a Component relating back to when . Talecom's statutory
_ Immunities applfpg B :
' Tolocom's 424 8nd  abllity "to dafend _actlan Prives. to  be

Oppressivo.



