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RESOURCE UNIT TECHNICAL EYALUATION REPORT

Mr. Alan Smith of Cape Bridgewater Holiday Camp

30 April 1995

Introduction

This'document is DMR Group Inc.'s Montreal, Canada) and Lane Telecommunications
Pry Ltd's (Dulwich, South Ausealia) Technical Report on the Cape Bridgewater Holiday
Camp COT casc.

It is complete and final as it is. There is, however, an addendum which we may fi"d i, il
necessary to add druing the next few weeks on billing, i.e. possible discrepancies in llf
Smith's Tetecom bills. ll

,

To establish the context for our technical evaluation, we preface it wirh our positions on
three qpecific details'in Telecom's Service History. This is followed by a statcment about
other docurnentation which has been provided by bo0r parties. And we provide a
characterisation of the level of sewicc such a customer as Mr Smith could rcasonably have
expected.

Sections 1 and 2 itemise problems with Telecom's setrvice.to the Cape Bridgewater
Holiday Camp in the period from February 1988 to October 1994. There were several
different problems, sometimes more than one at a time; with several different causes.
These are summarised in the Timeline at the end of ihe Intoduction. They include:

congestion
- low capacity

exchange fault
tansmission equipment (RCM) faula

sundry reports with "no fault found" at the time
: Telecom testing '

programming error
: uncompleted 008 calls

others.

Section 3 addresses the issue of problems with CPE (Customer Premises Equipment). It is
not always clear to the customer whcre to draw the line between CPE and proper Telecom
reqponsibilities, and Telecom did not succeed in making it clear to lvlr Smith.

DMR Group Inc. and
Lanc Tclrcommunications Prv Lra
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Sections 4 and 5 are an impaa assessment and summary. We have ascertained that there
were times when the service provided by Telecom to h{r Smith, quite aside from problems
with CPE, fell bclow a reasonable level. These times ranged in duration from years in
some cases, to 18 months in one case, to an estimatcd 70 days in one case, to shorter times
in other cases. These durations of poor service werc, in our judgement, sufficiently severe
to render Mr Smith's service from Telecom unreliable and deficient

Cape B ridgewater Documenration

The "Fast Track" arbiration proceedings are "on documents and written subrnissions".
More ttranl4,0O0fpages of documentation have been presented by both parties and

- a ,  t  r r  .  : -  r  . r  l r - ^  , t r
examined bfs" We have also visited the site. Not all of the documentation has real
bearing on the question of whether or not there were fauls with the service provided by
Telecom. We reviewed but did not use Mr Smith'S diaries flelecom's examination of Mr
Smith's diaries arrived in the week of I? April 1995). Like Telecom, we separate the
problems caused by Mr Smith's CPE from those in Telecom's service and conccntrate only
on the latter. A comprehcnsive log of Mr Smith's complaints does not aPpear to exist.

The Tcchnical Rcport focuses only on the real faults which can now be determined with a
sufficient degrec of definiteness: Wc iue not sayrng anything about other faults which may
or.rnay not have occurrcd but are not adequately documented. fuid unless peninent
documents have been withheld, it is our view that it wiII not be feasiblc for anyone to

One issue in the Cape Bridgewatcr case remains open, and we.Shall attempt to resolve it in
the nextfew wecls, namely Mr Smittr's complaints aboutbillingproblems.

Otherwise, the Technical Report on Cape Bridgewater is complete

f-E t d#ffi;i'is'Titecom's'Statutbry Declaradbn' or ti December 1994. Wittroui
taking a position in regard to ofher parts of the document" we question three points raised
in Telecom's Service History Statuory Declaration of 12 December 1994 [Ref 8004].

"Bogus" Complaints

First" Tclecom states ttrat Mr Smith made "bogus" complainu [8004 p74, p78,
Appendix 4, p10]. What they mean is his calls in June 1993 from Linton to testTelecom's
fault recording. As othcrs have indicated (see Coopers and Lybrand Review of Telecom
Australia's Dfficult Nenvork Fault Policies and Procedures, November 1993, p6)
'"Ielecom did not have established, national, doctmented complaint handiing procedures

[...] up to November 1992," and "documenrcd complaint handling procedures were not
firllyimplemented between Norrcmber 1992and October 1993." Furthermore, [P7] "fault
handling procedures were deficienl" Smith's June 1993 calls from Linton were, as he has
stated, to tcst Telecom's fault reporting procedures, b@ause people who had been unable
to reach him told him ttrat Telecom did not appear to be doing anything when they
repo4p{ problems. We find Smittr's tests in this instance to be unlikely to effect any useful
resuls, but the term "bogus" does not apPly.

o
o

o
o
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There were occasions when Mr.Smith mistook problems with his own CPE for Telecorn

faults, but this is a normal occurrence in the operation of any multi-vendor system, which

the end-to-end elephone system increasingly is. Telecorn takes pains to separate these

CPE problems.from the legitimate faults, which they acknowledge-

None of the fauls covered in our Technical Report and attributed to Telecom is either

"bogus" or CPE. We concur with Telecoin that there weri CPE faults, as discussed in

Section 3 of the Technical rePort.

Professional Service

Second, Telecom asserts that its employecs always provided "professional" seryice "in
good faith." While we do not findjlel.iberate malfeasance og,the part of the Telecom
employees who serviced the Cape Bdigewater facilities, wc do find Telecom's approach
to fault reporting novel but less than adcquate. Before December 1992, Telecom says it
"tailored" farrlt reponing [Ref 8004, p33 '"Telecom treated complaints from Smi*l
professionally by responding with a reporting processes [sic] tailored to meet his

complains."J After December 7992, Telecom says (p78) that "Smith's complaint
reporting arangements were upgradcd." Considering that it took Telecom too long to
diagnose and corrert certain network faults (as indicated in the technical report), we find
that Telecom's performance was not always adequate.

A well-disciplined maintenance team would retain customer complainS until they were
resolved and clearly distinguish them from all other discussions with the customer, and
Telecom did not always do this. Because 0rcy found ceitain faUls difficult to repliglte st
to find, Tclecom cleared them as nsn-ocistent with "No Fault Found." Telecom's
approach at Cape Bridgewater, though well-meaning, if sometimes also condescending.
was often more casual ttran professional. Telecom's acnons in Cape Bridgewater aPPear to
be airned at level of effort more than level of seryice.

Care In Service Provision

Third, Telecom does not cite any examples of Telecom carelessness, but we find this to be
a matter of interpretation in the instances of Telecom wrongly directing sells to Recorded
Voice fuinouncement (2.3), testing causing lost calls (2.5), software fauls (2.6),
programming errors (2.12),and possibly others.

Sewice l-evel

At issue ii whether.or not the level of service provided to Mr Smith of Cape Bridgewater
Holiday Camp by Telstra (Ielecom) was the level the customer could reasonably have
cxpected.

To make that dctermination, we first pose the question: What should the level of service
have becn, i.e., what could a Telecom customer expect in such a country arca during the
period covcred by Mr Smith's claim?

O
o

DMR Group Inc. and
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Our Technical Report covers time periods as follows:

1. February, 1988 to 21 August l99l

2. After 2l August 1991 (to October 1994)-

The expected service level before about 1991 was not defined in unequivocal, measurable

terrns, but was described by customer and regulator alike as "reasonable.'l There are

service level indicators in the tariffs (e.g. Telecom Standard Conditions and Charges and

TELSTRA BCS (Basic Carriage Service) Tariff Manual).

After 1991, the Telecommunications Act 1991 (ref. AUSTEL 199U1993 Annual Report

p 161) will have been in effect It includes among is objectives:

"cnsuring.ttrat thc carriers achieve the highest possible levels of accountability and '

responsivencss to customer and community needs," and

"promoting the development of other sectors of the Australian economy through the
commercial supply of a full fimge of modern tclccommunications services at the

Iowest possible prices. "

Th9 principle of ruriversality (Rcf AUSTEL's 19921L993 &mual report), as an objective,

was in effect in Australia before 1991 (called the 'tommunity service obligation') and

remains in effecr (Some 93% of rural households had telephones, versus 957o overall.):
. .  . l -  -

"It is the Parliament's intention that all people in Australi4 wherever they reside or

carry on business, will continue to have reasonable access, on an equitable basis, to

standard telephone services and palphones.l'

Starting in 1990, AUSTEL set (and continues to set) the technical standards for eligible

services, for networks operated by carriers and for customer cquipment and customer

cabling. AUSTEL is also to set network end-to-end performancc star.rdards, but druing the
periodi coveled, performance panrmetcrs for telephone network service were being

identified, and work was proceeding to quantify performance levels against tholie

paramcters, according to AUSTEL's L99211993 annual report, so no easy-to-aPPly fute

measurement of service level is at hand.

Tclecom's own Nenrork id-ug"-"nt Philosophy (issued g December Lgg4 and

addressing 'Telecom's performance against thc defined standards for key network

performance [..:] over thi period 1982 to the prcsent" [p 5]) gives several indications of

wtrat is mea.nt by averaga network availability on a national basis, Le. percent of calls

completed except when the called party is truly on the phone. For example, national

network loss &om Jgly 1991 to March 1993 did not exceed 2.51o (except on Chrisrnas

Day), and from April 1993 it almost never exceeded L.5% lp 221. Local call loss

percentages are even lower.

How did the service level piovided by Telecom to Mr Smith during the periods measure

uP?

DMR Group Inc. and
[.anc Tclccommunidations Ptv Ltd
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Mr Smith's claim is based on his complaints made during the period that Telecom was,

effectively, failing to fulfil its universal service obligations and was providing an inadequate

qualiry of standard telephone service. His complains have been made in terms like:

o phones do not ring when [holiday .*P] customers call

r [holiday camp] customers receive a "busy" tone when phones are not engaged

. calls placed to the holiday camp "drop out"

. recorded voice announcements inform callers that phones are disconnected when

they arc not.

Telecsm recorded and responded to IvIr. Smith's'complains in a variety of ways. But

Mr Smith did not express his satisfaction--in fact in his claim of June 1994, he refers [p 3J

t9 l'the continuing problems that I am experiencing" and states that "my phone service is

still operating at a io,aty deficient level." The allcged faults were not rectified up to the

time of the claim.

Telecom, as thc sole universal scrvice carrier for Australia (both beforc and after the

Telecoinrnunications Act), has no alternative but to "ensure ttrat a standard telephone

service is reasonably accessible to all peoplc in Australia on an cquitable basis."- This spirir

is confirnrcd by Telecom in the letter to lvlr Smith of I September 1992: "Should this

investigation identify any fauls in ttre Telecom component of yotu scnrice they yill be

regtifred in accordance with norrnal practice." And again in Tslebom's letter to Mr Smitlt

of 18 Seppmber 1992 'qVy'e believe that the qualiry of your telephone senrice can be

guaranteed and although it would bc impossible to suggest that there would never be a

iervice problem we could see no reason why this should be a factor in your business

endeavours." And again in Telecom's le$er-to Ivk Smith of 25 May 1993: '"Telecom

Austalia endeavows to provide at all times the telecommunications services in respect of

which a customer has made application..." (Copies of the letters are attached.)

Wc have reviewed the qpecific faults reportcd, based exclusively on the sources of

information listed at the end of the Technical Reporr 
'Wcre 

they Telecbrn's faults?

Whether they werc Telecom's fauls or no! what action did Tclccom take to rectify them,
(or refer them to others, if they were not Telecomls faults), and in what timeframes? Was

there appropriate management of network operations, fault loggng, af nework

monitoring? lVas the customer appropriately handled, considering the intensity and long

duration of his complaint?

Ogr investigations of the documentation and the sirc focused only on the technical issues

which might have affected the level of service, which we takc to include:

. design of the nenvork--i.e., was the network concctly configured and was the

design (and capacity planning) process srfficient to give a reasonable level of

service?

DMR Group Inc. and
[:ne Tclccommunications Prv Ltd

Pagc 6
30 April 1995

o,,o



o
o

selection, insfallation and on-going maintenance of neJwork equipment" or
replacement of obsolete equipment

operation and monitoring of the network and services, which typically includes
informing subscribers in advance of outages, if any, due to equipment change-out or
maintenance

. keeping track of usage of the network for billing purposes

o dealing with client fault reports--recording them, rectifyrng them, documentin-e
diagnostic and conective measures, verifying ttrat the customer has not continued to
experience the reported problems, and escalating them as appropriate, until they are
resolved.

We conclude that the Cape Bridgewater Holiday Carnp experienced genuine technical
diffrculties--i.e., sendce deficiencies-which were not promptly diagnosed correctly by
Telecom. Thcse are covercd in the Technical Reporu-

customers expect world class service from tclephone companies, and Telecom takes this
cxpectation into accounL. as pointed out in its Netwsrk Management Philosophy [p 4].

Telephone companies provide seniccs which are relidble and consistent cnough, cven farll-

safe, to be counted upon in emergencies. Customers' expectations of affordable
telephones which always work ale reasonable expectations.

Customers of public telephone sewices can also reasonably exPect telephone companies to
fix reported faults (or explain non-faults to the qtstomer's satisfaction), not to clear them
with a "hlFF' (no fault found), as Telecom frequently did, even if they found the reportbd
faults difficult to replicate and difEcult to diagnose. The process of explanation to the
customer (or the lack of it) is a cnrcial component of fault report management, and
therefore of reasonable service as a wholc. The fact that events have led to a protracted

dispute suggests to us that this process may have been inadeguate in the early period.

Once an incomplete rcport-rqqponse pattcrn bccomes entenchbd, ttt€ criterion of
"reasonablc servicc lcvel" becomes difEcult to satisfy.

It is in neither the network operator's nor the sustomer'S interest for the customer to
cngage in network diagnostics of his own. Chcumstances which lead to customers
diagnosing the network themselves, instead of relyini on the telephone comPany or the
regulator to do it, can bc said to be symptoms of an inadequate level of service or a

frustrated or possibly inational customer. Customers do not generally have the financial

resources or the technical expertise to diagnose networks, as Mr Smith has attempted to
do.

A reasonable level of telephonc service rcquiies that the network operator fix reported
(and unreportcd) faultspromptly. This principlc is factored in to the tariffs. If they are not

faults in the Elephone system, society's expectations of the network oPerator behove the
operator to resoive Oem Uy passing th"rn on, oglicitly and officially, to the liable parties,

which rnay include the cusiomer in cases of the incorrect use of equipment or
misintcrpretation of circumstances (c.g., if a customer dialled a wrong number and
reported that the phone at the number he intended to call did not ting).

DMR Group Inc. rnd
[.anc Tclecommunications Ptv Ltd
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The types of faults reported do not easily fall into defrnite categories. In some cases rnore

Oan one fault may have been involved. And the further back in history we look, thc more

we have to rcly on phrases like "potential," or "could well explain," or "were likely to

cause," etc.

As shown in the Technical Reporl there were faula caused by.congestion and under'

dimensioning, equipment problems, software problerns, incorrect data entered, faulty data

change .oniol, *a Ugntning. Telecom diagnostics sometimes concluded that there were

no fu,tl6 (NFF) in cases when there were faults. Sincc the customer was generally not

satisfied throughout a period of more than six years, i! appclls that it often took Telecom

too long to r"rolu" faults. 
' 

7'::'t';

In summary' sorte hundreds of faults, were rePorted b" this customer' Some of these

r.gpgrts were madc vdren the customcr misunderstood or incorrectly used non-Tclecom

deVices. But many were bascd on insufficient network facitities or network equipment

which was not working.

DMR Group Inc. end
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NOTES TO TIMELINE

RE: MR ALAN SIt/fiTH

General Note: A block on the Tirneline does not necessarily i-ply that the fault was

continuous for the wholc Period.

l.l (i) Many instances in the busiest hour of the week where probabiliry of congcstion

exceeded 12% on calls benn'cen CB and other locations.

Gt) CB RA)( exchangc could only handle max 8 calls to customers connected to it at

any one time. 66 Customers were connccted to it by 1991.

1.2 Swirch fault found June 28: believcd to havc been a "hard'fault for 2'3 days but may

have been internrincnt from March 1991. 12.5% of all local and incoming calls lost

during "h'rd" P€rid.

L2 Range of problems with RCtr'I over this period.

Zi At least 33% of.all calls from Melbourne and interstarc to CB dirccted to RVA for at

least f6 days.

Z.S 90% of callcrs to CBHC rcceivcd busy or colgestion tone'

2.6 Exchange software faultPortland A)(E"

2.'l ExchangehardwarefaultPortlardARF:

Z.B Various calling problems for 4 days duc to RCM cquiprncng-damage by lightning strike
(November 1992).

Z.g Various calling problems due to RCM faults for 50-70 days @ecember 1992 -

February 1993).

Z.ll Some problcrns may have been due to intrinsic operational limiatioirs of thesc unis-

Z.tl Calls misdirected by Telecom to fax machinc during January and up tD 8l2tg3-

2.lS Not known when tris condition conrmenced (several rcPorts over Febnrary and

March).

2.15 Faults in Warrnarnbol; Heywood and Sebastopolcxchanges.

2.16 Mr Smith denies being hiefed on MCT or its cffccts on slow cleardown of calls, thus

behaviour consistent with real faulrs was observcd.

Z.l7 Regularcongestion confirmed onpeakper.iods on Wednesdays and Sunday evenin-es-

8/6 - 818P3- Could have begun earlier.2.18 Confirmed 18/6 -818193. Could

Llg Reports included busy, RVA received, onc burst of ring short calls.

2.20 5 calls from Daylesford caller to CB received dead line.

Z.2l Effecq on Goldphong 8 March - 19 March 1994 (intermittent no dialtone).
:

z.tl All CB raffic lost due to progranfqlg elror atPortland AXE.

DMR Grouplnc. aod i
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Scope of Report

C a7)/ -
?eee //

This Technical Report covers incidenB and events potcntially affecting ttrc rclcphone services
provided to thc Cape Bridgcwater Holiday Carnp during thc period Febnrry 1988 to August
1994..It is based on a review and analysis of all the source information, iamised under
'iSources of Information". It focuses on thb real tcchnical difficulties experienced by Cape
Bridgewater Holiday Camp duqrng thc period in question, which we dcem to be within the
normal rcalm of Telephonc Companies' rcqponsibilitics. It does not go into detail about the
mis-operation or incorrect understanding of the customer premiscs equipment (CPE), where
these would normally bi considered the reqponsibility of the cunomer.

?

o,o
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Period - February l98E To 2l Augrst 1991

The significancc of this period is that it covers tlre time from take-up of CBHC services with
Exchange'Configuration'A'until this configrration was changed on 2l August 1991.
Services were provided from a Rural Automatic Excharrge (RAX) connected to thi Portland
ARF exchange.

l.I Potcntial Sourcc of 'False Busyl during period February 1988 o 2,1 August l99l

(t) Many instanccs of congestion in the busiest hour of the week on calls between
Bridgewater and Ponland: congestion on the Iner Exchange Junctions

The following is an extract from the Telccom document prodtced ry thc Gommercial and
Consumer Office of Customer Atrairs, 'General Information Document rcf 1, An
Intr.oduction b Tclecommrurications in Austalia, Issue 9 Deccmbcr 1994', which we find
describes network dimensioning as it was performed duing the period from 1987:

'Ti4 Network Dinrensioning Principles

'Dimensioning is thc process of determining the quantity of equipment needed
for a particular traffic volume. Dimensioning is a major activity in network
dcsign, and is requir-ed when an entirely new telecqrtrnunications facility'is
bcing planned or when an extension to ocisting equipment is required"

"Dimensioning is carried out in accordance wjth thc following principles

'Time llorizur:

'Nehnork 'dimensioning is aimd at cnsruing that
cnhancement is able to handle traffic for the busiest
following the year of installation.

"Traffic Base:
"As traffic is of a tandom naturc it is necessary to obtain a standard
qpecification for traffic valuc for usc in nawork dimensioning. This is lnown
as tlre traf6c base- Two measures are used

"The first, the Rubas, is defined as the busicst 50 half-hour periods n a 74ay
weck

"The sccond ii the pcalc weekly reding * (weeHy brsiest), or maximum
traffic intcnsity observed wiftin the week and is specified for key routes.
Weekly Busiest excludes qpccial erents su-ch as Chrisriras and days on which
"qpot specials" such as onc-off, STD and lSD.price discounts, are offered." '

(* D Read - bold/italics)

Cape

thc next
season in

network
the year

DMR Gioup Inc. and
[:nc Tclccommunicaiions Pty Ltd

Pagc 12
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*6.5 Design Grade of Service

'"Telecommunications networks are designed and dimensioned in line
with the principles dcscribed above to carry the forecast traffic at a
prcscribed Gradc of Service.

'"The Design Grade of Service for individual routes needs to be chosen
in order to make deciSions about the amount of equipment rcquired to
carry the offered traffic. In choosing a panicular numerical v.alue for
the design Grade of Service for Dfferent situations, a number of factors
are taken into account The main ones are:

. custometr service,

. safery margins neccssary to cover crrors in cafEc estirnacs

o unf,orcsecn overloads

? equipment costs.

'flle Dcsign Grarlc of Servicb clpsen in any particular situation
rcprcscnts a compromisc benpeen these sevsal compgting requircments
and will generally be beuer than ttre prcscribcd Grade of Service."

Thcre wcre reported periods of congestion on calls intg--Se Cape BridgcJvater
RA{ acknowlcdged ry Teleconr: Telecom Minute of l2l5W, ref. Telecom
Ausfalia 8004 Appendix file 5/1, "Congestion bctween Capc Bridgewater and
Portland had becn prwalent as only fi-ve junctions availablc, This situation was to
be upgndcd withtthc cutovcr of Cape-Bridgcwatel RA)( to an RCM [remote
customer multiplexer] parcnted back to Portland AXE 1(X," and

Refercncc (8004 Appendix 5/6), to the taffic profil5 Gnphs - see lage -----.),
pooling the weekly busicst hour trafEc. Thcse indicate that there were nuny
instances meastued in the period 7llll88 ts 10/9/90 where traffic Portland to CB
cxceeded 3.0E, i.c. the probability of congestion was the order of. 12% with an
average of 2.48, ic. probability of congcstion is 6% (the reasonable lernel would
b, \,% to 2%). These gaphs also show similar congestion'in the CB to Portland
direction.

Wlrilst the graphs only cover the period November 1988 to September 1990, the
traffic profilcs. would indicaqe continuance of this situation right up until the
exchange replaccment (21 August 1991) and potcntially a trend of highcr
conlestion as the numbei of customer werc increased from 50 to 66-

The busyhour gencrally. occurred druing ear'ly cvening,(7 - 8.30pm). Maintenance
Testing CIRT - Traffic Route Testing) from remote locations'did not detect this
condition (ref: TRT rcst resuls 8004 Appendix 5/8 test pcriod March 1988 to
JuIy l99l) as the t€sts were conducted duing the time 1200 - 1800 which is
outside thc busicst period.

t,

DMR Group Inc snd
[.anc Tclccommunications Pw Ltd
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Convcrscly, traffic outside tlre busiest horn (order of 1.08 or.less) would receive a
satisfactory grade of service on thesc routes (probability of congestion less than
lVo onttre junctions betwecn CB and Portland).

DMR Group Inc and
L-anc Tclccommunications Pty Ltd
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30April 1995
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1.3 Customcr Access Network (CAN) Testing

During tlus- pcriod, when complaints were made, Mr smith's cAl..l and cpE
were tesnd and/or changed (including replaceftnt of privatc cable), with NFF
(no fault found) bcing genqrally reported with "no subsegucnt action being
required,'l though wc observe that in Telecom's Nenvork Management
Philosophy of 9 December 1994 "effective networt rnanagcrnent relies on the
detection of pattcms of incidents which idcntify a probablc network ablnorrnaliry.
It may takc time for information about a number of incidena ts accumula6 ro
allow a problem to bi raced .and corrected." And Telecom's briefing paper
8004, lzllZlg4,pagc 80 in reference to Mr Srnittr states of Non-standard ?"Uts
(NSD :'deafu held in scrvie phs recordVscratch pad records.' In any case, it
would ap?zrr, as detailcd above, that ttre problcms wcre predominantly in ttre
network (exchange, IEI\!. Testing was not highlighting thesc conditions, as ir
was generally conducted out.of ttre busy pcriods. However, reading of the
cxchangc congestion meters (which was regularly performed) shoutd (and did)
higlrlight the sinration. During thfs period 12 tault calls werc logged on rhe
Telecom faultrgport system, although therc appear to bc scveral not logged (e-g.
sth, 14th August l99l - refcr8004/5 sections 23,24).

2. Period Post 2l August 1991

The significancc o{21 August 1991 is that the exchange confiiiration was changed (ro
configrqation 'B'), that is, 'individual derived services via an RCIU unit to the Ponland
new AXE cxchange'.

2.1 This sttould (and did) relieve the link congestion problem Portland to CB.
Howcver, subscquently, congestion may havc occurred in other links (refer to
2.r7).

Vangus RCM (Tqnsrnission Equipment) Faults

There were consistcnt problems with the RCTvI systerr' Mr Smith's services
wcre carried on RCM No I untit 24 Fcbruary L994. This system had a track
record of problems, drd the RCIr,I systcm components were the subject of
rcveral design corrcctions (Work Specifications). These issues were likcly to
cause a range of prroblems (as reported) over the period August 1991 to
Febnrary 1993 (a pcriod of 18 months) when lvfr Smith's services were
ransferred off RCTr{ I and service improved. Specific problems caused are
covered in l4ter paragraphs (ief: ?.8, 2.9, 2.21).

DMR Grouplnc and
Ianrc Tclecommunications hy Ltd

Pagc ?0
30 April 1995



2.3 Some Calls Wrongly Directcd to Recorded Voice Announcement EVA) for 16
Days, March 1992

In response to complaints from Mr Smith and othcrs from CB, Telecom
checking indicated that due to a data enry error on the Melbourne \ffindsor

Trunk exchange (MELU) all calls through this exchange to CB (at least 33% of
Melbourne and interstate taffic) were directed to RVA for at least 16 days and
possibly longer.

oo

DMR Group Inc and
I-ane Tclecommunications hv Ltd

Page 2l
30 April 1995



c{ r/r
C{ Or
o o \

r

o
t l

e
.l

c
.9
6

= o
E :

PE- t r
s 6
? o
@ 0

ef l
& pr E t r

R

9-s f
?  8 .6
;; E;,
E 9:s.
1:; lE
r d  i  i E

3s:E:
; :  Ex!
|rI
F

r

c)
It
C)

c
. F- 5

q r  o ag t ;
r F =

3
' E =
6 . 9
6 >

oE  i
o l J v
d . : d

s Ee
c{ C!-

o F
€ o
t - ;

O
c

J

o
E
o

o
q

o l
t r l

o l
! l
A r l
a
I

e

a

o

a
O

E

o

r . .
E
o

ih

t

E
O

ut

L)
&

c
o

t
o
ut
ia
o
o
o

o
t

c

o
o
g

F
FI
o\
o\

L)
&

e
FJ

EE
i <
t - l l
3o
>t O.( ) p

< a
- { U
r.t F{
F

z
o
E-

g

fr.z
(J

I

F E
\ o €
r \ d
t \ F
\o \o
N o l

6fihr[[
5=#

TITqre
!
e

3{
x
!t
c
a

c
F

oo

o
o

? o .
3€

?ai E
c F  i <

9r
t r l v

!iE-lI
€ ? i < E :

;r; 
'!

I

o

o l
' a l

c t
a l

o

- c
E Ogu

= x
o c )
E }

o
z

e
o

c
t

c
o

EE
- a

, . . =  a
Y . E C
Z l  c

t E
o a )
' o
o
z



t\ o\
u o \
€ -

A

o
('l

,f

c
.9
G

:J i)

E €- t r
3g
O o
( , f
d o r
= t r
F 1

o
a

!
>  E 9
: € F

si€
I ! ' i "
! a ' E

i : !E
C ; E E
!  9 d .

;ii I
sEig

3
= t
> r
i _ @

3::
: . a t . E aus!  g
q € 5 o
tEg :
38r :
3 r! I

o
0

0

o
E
o
d

F
I
N

o

E
F ' .  O
!q . . r  G
ts :
F :=A
a c  € . o

3 E.€ c:
9 E . 9 o

cl

'). ( ,
L
b

r ^ O
lr.)oE
E  o . =
O t  -

;  - .E
C t  f : F  a

3 e;€ f i3 j : ' r  i
E*i  Hr
E'E F'E.;
o % r - R 9

i is.E 3

F)
o\
E'\

c!

&
q)

TL
ol

a

qt
a
€
i)

tl.
e

!
t\
o\
o\
L
0
€
I
()
cl
o)
o

t

cl
* O r- o \

b 0 T

= o

r r  Ev o
? r  >

;,2
( . ) ;

F
0n
(.)

(.)
F-

z

F

E

z
I
frl
C.
C)

F
tn
lr)
(,
z

(-)

(!)
tr
o
A.

o
o

o
c,.l
F

€ 5
' o o
u c )
= c )
g 6
a A

6
6

a:
3

t
€ C
3 6
? 3
= o

g . F

o
E

o t
X >
F I

g-

cl
Oi
6

r

o
A

!
o

a

g

o .
. E o
o - =

i c
i >



c) July 1992, caller rcported receiving RVA on dtg STd, from Station Pier.

NFF aftor considerable network testing, and no atributable sonrce subsequently
detected.

2.5 Telecom Testing Caused 90%I-astCalls to Cape Bridgewatcr for One Day -

2 August 1992

Telecom Nafional Network lnvastigation (I'$U) section testing locked uP all

circuits from Hamilton to .Portland for approximately one.day (Sunday). This

would have provided congestion&usy to90% of callers to CBHC

, -

AII Calls Lost for 1.5 Hours Due to Software Fault in Portland A)(E - Blocked

aII Ciraris, Hamilton to Portland - 28 Septcmber 1992

AII calls to and from CB werc blocked (congcstion/busy) for the order of 1'5

hours. Calters to CBHC rcccivcd No hogress: 2 complainS rclating to CBHC

werereported dwing this Period.

2.6I o

o
o

2.7 ?^5% of CaJk from Portland o Capc Bridgewater Failcd for Five Days due to a

Register Fault and Congestion or the Portland Exchangej7 October 1992

One bf the 40 rcgisters in the Portland ARF Minor Swircning C-entre was faulry

for five days (2 - 7 October). The effects were:

(i) I in 40 (2,5Vo) of calls originating from the ARF and ARK exchanges on

Portland would fail (incorrect wrcng number, RVA, etc). ThereforeZ.S%
of Portland arca traffic to CtsHC was affected.

(ii) In an endeavour to locate thc fault (and the 'MELU' fault in 2.3 above), in

a lctter of 23 November 1992 from Mr D Lucas, Arezr ldanagcr - Special

Products:

"Congestion could have been experienced by callers due to a combination of the

two iaults indicated above and the volume .of test calls being generated by

Telecom to locate faults. .I understand ttrat some of your customers Cxprcssed

this condition as 'getting busy tone' when you were not using the telephones."

DMR Crroup Inc and
[-ane Tclecommunications Pty Ltd

Pagc?3
30 April 1995



2.8 RCh4 1 Failure due to Lighming Strike 21 Novembet 1992 Affected service for

Four Days

A lightning strike on 21 Novembcr damaged the Cape Bridgewater Rqlvl

equidenr Telecorn received 22 customer complaints from CB tPtolngt_l9t
Nl Aaf tone, No ring received, noisy. No complaint was identified from CBHC,

howcver. RCM I was affected, and this was the unit CBHC services were on.

The condition affccted sendces for 4 days, before restorative action was taken,

which may have been less than successful, refer 2.9.

Various Call hoblems for 50-70 Days

Nerwork 'reception' breala druing STD calls - (reported 6 January 1993 - fault

occurred nro-to-three weeks prior to this)-

Believed to be network problenrs (ref 8004 U4), and occurring in RCXU I -

RCM 1 was reportin galatgenumber of degraded minutcs*i.e., minutcs T 
*-T:l

error ratio is worse than t in 10{-(ref 8004 1/4 intemal lener sf 12 July 1993

reporting on this maner).

Problems had becn occrrring for sorne time (such as, clicking, brcaks in

ransmission, and callers not getting through). MI Smith's scwices (with the

exception of the Goldphonc) were transferrcd to RClll'systcms 2 and 3 on

24 February 1993. Mr Smift's services were affected for at least 50 dal's

(probably 70 days) whilst the RCIvI problems were tracked down. Telecom

initiafy invcstigated CAI.I with NFF, but subsequent investigations 'revealed 4

problems with the CB RCM' - i.e., it was a network protlem (refer to the copies-of 

"orrspondence 
dated 12 July 1993, and further system difFrculties occurring

early in 1994 - 2.21.).

Telecom Pair Gains Support expert gouP G-mail of. 513193 from RM) found on

RCM I:

"Major pioblem, faulty termination of resistors on bearer block protection" -

this is believed ts be protection against Iightning strikes, and the problem could

have been in place iince the repair due to the srrike of 2l November, and

"another (problem) caused by non modification to channel calds" - that is,

modification to correct design faults (as detailed in Worlc Specifications) had not

been carried our

It is understood Telecom issued "mandatory" Work Specifications in L991 to

correct dcsign fault conditions relating to:

. false answering of calls - False Ring Trip
loss of ,speech dwing calls - VF drop out

Pagc 25

30 April 1995
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In the lener of 12 July 1993 to Stockdalc and Morris, reference is made to (DM)

degraded minutes (lninutes in which error ratio is worse than I in 10{1, 1'ES')
error seconds (seconds in which errors were detected in the Cyclic Redundancy
Check character sent with each frame). The qystenq particularly RC}I 1, was

registering high ievels of ES and DM. A rcst on thc 2 March 1993, run
oni*ight-on nCU 1, resultcd in: Portland to CB 43,500 ES - i.e. for a 12 horu
test period, essentially every second was errorcd and also 405 degraded minutes
were recorded. CB to Portland direction, }MES, no DM.

Suggestions are made by Telecom cmployees, for example:

"In my opinion ES only cause problems whcn digital data is transmitted, and
have no effect on voice services, and DM havq only a minirnal effect on voice
services and may cause an occasional audible click", ref Witness statement of lrdr
lronard Banks, gara 8, dated 12 December 1994.

The signalling system which sets-up thc call and supervises callg including
answer received and call clearing, is (as explaincd to us by Telecom personnel)
transmitted in the channel associated with the service, and is transmitted as a
data signal therefore as indicated abovc, high lwels of ES or DMs could
markedly cffect the call set qp, answer and clcaring sequence.

2.10 Three Numbers in Ballarat Rcceived No Call Progress (NOP) when Cailing
CtsHC-2February 1993

Fault was subsequently found in the callers PABX equipment at Ballarat (not
cBHC).

Z.Ll Problems V/ith Cordless Phone Operation, Febnrary and March 1993

To enablc reception of calls whilst Mr Smith was moving around the camp sitc, a
cordless handset system was installed on line A55 267 267: during the period it
was connected there were sinrations where the operation of this unit caused
difficulties, for example:

. 19 February lgg3 - reported 'problems with Telecom (sic) cordless phone -

the switch was not operating correctly preventing the phone from ringing'
(the unit was obtained from a Retravision outlet" not from Telecom).

. The unit as installed (by lvlr Smith) did not provide full coverage of the site
(these unis inuinsically have covcrage limitations). Consequently, if cails
u,ere taken on the cordless unit and the handset was moved out of range of
the base system, the call rnay not be conectly cleared down, leaving the
service in an apparent 'off hook' situation.

The units (it is believed2rypes were used) were trjaled for some 3 months and
then removed.

DMR Group lnc rnd
Larrc Tclccommunications Pty Ud

Page27
30 April 1995
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DM
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C.C. M"^'gcrNenvo* bvcs:igzrions Atr- DJroclCalc 
'

Manag* Commcrcai N6vort Suppon Ar R-I{oris.

PORTLA}ID - CAPE BRIDGEWATER
RCM SYSTEIv{.

Al thc rcqucsr
Gain Suppon Sectio4 visircd Ponland cxchange on 2od Marcb 93, to investigarc Problcms icponcC
on rhc Ponland - Capc Bridgcwatcr RCM synca,

Initial repors where of a vocal q.rsromcr ar Capc Bridgewucr complaining of\E crrt-o6's in

onc dirccriorl Tbe cusromcr had becn rrarsfcncC ofi'sysrcm l, onto {fstcms 2 and 3 on thc 24rh

February'93, and had expaicnced so frnbcr problcns.Im,estigations rcltealed rhat system I uzs

running a large numbcr of d epznd minutcs (D}f) and crrorcd scconds (ES) in tlrs Portland to Capc

Bridgcwarc diredo4 illesc arors could bavc iarrqsd thc \IF ant-of problcn- . r..

Inirid crror courtcr rcadings:-

Ionlariri lo Cape Bridgcwarcr 6rcction:-

o
o

sEs
DM

Sysrcrn I Sysrcrr 2 Systcrn 3

..0.A., . [-. 0

. . 45993  i .  i 3342 i  ?
!' 65535 I 65535 87
\-- \---'

Capc Bridgcurater to Ponland dircctioni
Sysem I Systcm 2

o0
l l

246 751

Systcm 3
0
0

TJ

At this suge we had no idca ova. whar pcriod oftimc rh.s. .@

Attcmprs to tcsl rhc inground rcp.arcrs using rhc "tiios' sy$cm whcrc unsucccssful as thc
strapping rceords could nol bc locarcd.

Othcr fai:lts idcnri$cd with r-hc Capc Bridgcwatcrirstallation whcrc:-
-thc prcscncc of 5oOllz. noisc on al! cunomcr lines at .58 dBm causing minor
problcms.

noisc

$elec.am
fbdcut Sdching 3uP,Potl

0Ltl

grtFb

SCdsSl
l,tclatrr 3@
f'r't![.
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- cable ducrs inro both thc cross conncgt cabincr arrd rhi concrcrc}ur whcli 0 , U.i
scajcd allowing thc ingrcss of noimrc, *'hicb could aff-ca thc cnor Gounr.rr
dd-atlcC abovc.

--s. d1* {rsr.,r on alj thre RC}r,t rysrans had nor bccn prog:rammcd. This would
lravc prcvcrr"d any local alarms bcing ecr.endcd back ro ptrtla'd.

+

o
o

^ The bcarcr performalcr was rnonitorcd ovanight -a i.u"di r.bar qyncrn l, in tbc ponland
to Capc Bridgcuarr riiredo4 accumulakd 

"pptori*r.ly 
450 DMs and 43500ES's whilc synems 2and 3 rcgoidcC no crors in cirlrcr dirccior. 

J -

. A problan wi$ rbe insrallation of tbc cnbaned figburing prorcaioo modulcs in thc IDS'at Capc tsridga;arr was discovcrcd. :Aftcr thi< problca 
-*o 

tJdsaand rbc bercr iooitor"o
ovcrnighg no DMs orES's whcrc reordcC.

All thc SE boa;& d.l io tbe PonJand - Capc Bridgcwarcr RCM system havc now ben
modif,cd ro clini'rzrc !::59oHz noise probtear. Sf boaras ins,atled in rhe ponland - Alcoa RCM
syste'i where also mociifcd ro eliminaie a 5oollz noisc problcm oD cul ovcr. ,

Iire problcrn 6rs"ating rhe cable Cucrs bas sincc bc=:r rccrificd by the local lincs sra6.

Nss-Mclbounnc bas continued ro mouiror $c Porrland - Capc Bridgewarer bearcrs since rtrc
srd March 93- In thc pcriod 6om tlrc 3rd March 93, to rbe lz$ MarO ,93-, the 

"rroo 
*'at trrr.:

bcara's have bcen rflinimal.

bbck 
I

ic:- Ponland to Capc Bridgavalcr diraion:- sysca l, 4 ES

:H3i:3Ei
Cape Bridgcuarcr ro porJznd dircaior:;- sysrsn l, I ES

:#filiF;

for Supinising Enginer, Naional Swirching Suppon _ Mclbournc.
D
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2.23 C-andnucd Repors of Capc Bridgcwatcr 008 Faults - Conflictrc: Charged€allsOg,:::.
and Answered Calls

Throughout thc period of operation of thc 008 816 522.sendce (December 92 to
Present) there have tieen continued reponings from CBHC (or callers to CBITC)
of:

. salls nsl received (answercd) but charged :

. callerrcceiving RVA

. 'call but linc dead'

It is difficutt to anributc thesc conditions over'the pcriod of occurrences ro
specific events or faults. In considering,trs complaints, an explanation of .the
opcration of 008 scwices may asiisr (ref; to Configuration 'B)..

When a 008 )CIO( )OO( nurrber is called from anywhere in Australia, ttre call is
dhected to an Intclligent Networt Centrc (INC) which is dcdicatcd to processing
'Tnelligent Network Sen'ices" suci as 008, 1800, 13 tSpe sqnrices. In the case
of fi)8 scrvices, thc INC:

. analyses thc 008 codc and hanslatcs it to thc required destination codc -
ie. CBHC, to 055 267 267

o sets up the call to rhe required service from the INC
. | - .

.. sulreryrses the call, and cost acCounts the caII for bilting.

3. Other Sources of Problems

It should be noted that during thc pcriod December 19:92 to October 1994 the order of
225 faaltrcPorts were made concerning the SHC scnrices, as recordcd by Telecorn
Nonvithsanding dre above documented fauls and problenrg there wcri probler.n5
quirc evidently caused by mis-operation or undcrstanding of the cpE

hsucs relarc to:

the answering rnachine answering calls automatically with tone after 30 seconds
of ring (around mid April 1992);

hardsets occasionally being left ofhook for extcndcd periods (Mr Smith has
shted this only occurred on one or two occasions);

intcraaion of the cordless handset (period of 3 rnonrhs, carly 1993) causing a
nnge of problems, as dctailcd;

o
o

DMR Grouplnc and
lanc Tclccormnunications pty lld

F.agc 27
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. a rangc of callers making 'tcst calls' on behalf of CgHi confusing thc real
operational pictme druing the latcr parts of 1994 (Mr Smift bblievCs these tests
would not have caused confusion).

1. Impact Assessment

An assessmcnt of the impaet of fauts on the CBHC telephonc scrvicc is madehere"
baqe4 on thc qitcrion of whether the particular fault did or did not cause the lcvel of
servicc to drop below a reasonablc level

1.1'G) Over the order of three years, the probability of congesuon duc to network
dimcnsioning during the busies horu of the week was around 12% n many instances,
and around 6% on averagc auri4g that busicst hour. 1-2% woutd bc normal.

' ' ' . . ' i

ASSESSMENT - Service was lcss than reasonable,

l.l@) e-apacity of 8 locatly terrninatod cqlls for up to 66 customor scnices may have
bcen reasonablc network dimensioning for thc area at the tinrc, although the liinited
capacity may well have conuibuted to the congestion (falsc busies) reportcd-
In thc absencc of other cxplanations for the.frlse busies, areasonablc cxpcctation
would havc bcen that the capacity should havc.becn incneaseal within a shortcr pedod
than3kyears"

ASSESSMEM - Serrrice was less than reasonable.

1.2 A hardwarc fault affccting an average 12.5% of all locatto local and incomin-s
uaffic was deacad, and persisted for at least 2 - 3 day1. I[hilc such a fault can be
expected to happcn, reasonable scrvicc relatcs to thc time taken to rettrrn thi service to
normal. For this dcgree of scryice loss, a reasonablc expectation would be repair
within lcss than 2 days.

ASSESSMENT- Service was less than reassnablc.

2.2 Problems with RCh4 1.

These problems continued with RCT\{ I for 18 months. For arange of problems
(ultimately atibutable qpccifically to one of tuee parallel sysenu, each scrvicing
different customers) to persist for 18 months is decrned unreasonablc.

ASSESSMENT - Scrvice was less than reasonable

2.3 A rcasonablc expcctation of service would be that errors of this tlpc (data
entry) would be quickly detected through confirmation testing s checlcing at or
immediatcly afer trc data ent{, with taf6c impact of much less than 16 days.

ASSESSMENT - Scrvice was less than rcasonable

o
I

r i

DMR Crroup Inc anil
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2.4 Re'poru related to a small number of calls incorrectly rcceiving RVA. Since
considerablc network tcsting was done on at lcast one of thesc ca[s, with NFF and no
subsequcnt similarpanern of rcports, reasonable service may havcbecn achicved if
appropriatc advicc was given to the customers, and thc f.autirenraineO'op*' 

"id 
no,

cleared.

AS SESS MENT - Indetcrminarc
.

2-j regting by thq group within Telecom who were reqponsible for the
iniicstigation of thc most complex nenrork faults (l!Nf) 

""irr"a 
s€xrerp lockgp of

circuis and therefore congestion for I day.

The lockups werc accidcnal and avoidable. '

A rcasonablc crpcctation woultl be ttrat if and when testing is necesqar54 it does not
cause major detrimcnt to gcncral scrvice p:ovision, and, tcst tcarrs teg. i{-ND
understand and monitsr the impactof their tcsting.

ASSESSMENT- Senrice was less than reasonable.

2-6 Softrn'are fault for about 1}1 horrs. As all senrice was lost for this period:

ASSESSMENT - Servicc was less than reasonable

2-7 L5% of theraf6c from the Portland area b CB failcd for 5 days, duc to 1 of
40 shared devices in the Ponland cxchange failing. Bascd on Mr. Smith's estiniate on
anottrermatter, less than 40% of. CBIIC incoming faf6c originatcs from this area
Thereforc on avcrage,less than l% of total trafEc to GBHC was affccted.

ASSESSMENT - Se,rvice was on thc margin benreen reasonab.le and less than
reasonable

2.8 RCX\{ I failure duc to lightning damage. Lightning damage to cornmunications
equipment would be expccted from timc to time in ttris.rL nrionable service
relates to thc timc taken to rcturn the service to normal. A rcasonablc expectatign
would bb repair within less than the 4 days achrally takcn

9 ' .

o
o

o
o

'\ ASSESSMENT- Servicc was less than reasonable.
\

2-9 Evidence of protlenrs with services on RCM I had been suffrcient to cause-r==r

Tclecom to move thE CBHC scrvices away from RCIvI I to RCM 2 and3. Later when
$e RCM equipment was examined by Mclboume staff, evidence of severe error levels
had accumulatcd oir thc countcrs in the ransmission equipment @articularly RCM l).
Aftcr correctivc action, these severe error levels werc no longcr accumulating.

DMR Grqup Inc and
[,a* Tclcoommunicarbns pry Lrd

lagc 27
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O
o

. . t

?i? 
AlI. services for GBHC werc lost for 3 ho'rs due to an exchange data

P.rosamming error- sryh major impact due to an operational error i?;; a lessthan reasonablc level of scrvica

ASSESSMENT - Service was lcss than reasonable"

2'23 continued 
lPontt of 008 faults up m thepresenr As the Ievel of disruption tooverall cBHc is not clcar , ana riutt:causrx have not been diagnosed, areasona-b.lQ gxpcctation is that thesc faurn wourd;;:.;;n-.

eS sEs slasl'tT - Indeterminatc.

3- About200 fattynora were madc ovcr Deccmb er r992ro october rgg4.Spccific assessment of theset po* ooer ilran whcrc covercd above, has not beenattcmptad

5 Summary

CBHC elqlhonc scrrdces have suffcred coruiderablc cchnical rtifficulties druing thcpcriod in question. Teteco_y, certainly ioitially ftlly concentatcd on the cAN/cpEclcqrentg and if thcy were 'intrct" fauits would bc treated as NFF (No Fault Found).:{s can bc secn from thc above; faults did exist that atrected the GBHC services,
T&^8 sendcc to fall bclow a reasonable level and apart from cpE problerns, mbst ofthcse faults or problems wcre in tlre Inter Exchange lilA

o
o

DMR Crroup Inc 3nd
fusc27

30 April 1995
[,anc Teleomrnunicarioru pry Lrd



Sources of Informetion

Thc information providcd in t}ris
following documcns:

F'Azirnsra7s ca ?y

,/' J
rcpon has bccn dcrivcd urd intcrprctcd from tlte!

r Smi0r - Lcrcr of Claim (SMI)
. smidr - Gcorge oose Rqpon datcd sn4l4GMg) c t14'K 

?'*' ^, :1
, i;;-*d;cbscRcpondaadAusrnrgg4(sMe) UPY - 

lla* W,U
r Smith-TclocomDcftneWitrcsSSqtcrncng C+-t+tvn 1Il3 fttc-vnt*td i;
o Smi0r - Tclccom Dcfcnac 8004 Scrvicc Histcy N s= Mb ft rf'Sr:et . ;'
o Smith-TelocomDeftnceBm4AppendixFilet ' . ...
o Smith - Tclccom Dcfcncc Bm4 Agpcndix Hlc 2 )

smirh - Tclccom Dcfcncc 8004 Apcndix Filc 3 ( lrr illt ru 6 
-l'

o Smirh - Tclccom Dcfcmc 8004 d;adx Filc 4
. Smith - Tclccorn Dcfcncc BOO4 A;atdix Eilc 5
' Sil6 - Tclecom Ausintia - RGf i bt n tooy Doclantisn of Ross lrfrrslall Rcf z

An Inuoduction to Tclcornrrunicatioas h-Austnlia Rcf 3 T"tcrrtt Aosarti.',
Nctwork Philosqphy. Rda.Gbssuy dTcrms
Smilh - FOIl{atcriat 19 Deccnrber 1994 (SM44)
!ryrt, - George close & Associarcs Rcpont 20 Janury 1995 - Rryty ro Teleora,s
Defcnce (SI[50)

Irie 
- Samples of FOI Tcteom Documens (SM49)

l"tid, 
- Appendix C Addirional widcmc (SM4S) .1..

Smith - Sunrmary of TF200 Rcporr (SM4Z)
smith - Bcll canada Inarnational Inc. F'ntrcr inforrnation (sM4d)
Srnirh - Additional information (SM45)

A sie visit nes conductcd on wednesday 4rh AFir 1995 cwering:

a

a

O

a

o

a

o

. inspoction of tlre C;ape Bridgewatsr RCIvf cxchurgc' inqpoction of the cpE atthacape Bridgcwatcrnitiaay canp. inspcction of ttrc 
llchange equipment .t poott.nc (RCfu: AxE 104, ARF)

a rficcncdnnc n,$L ll- ^r^- ^ ;.-;;#ii ro."o',;i.Anrrr.llic

Ptlctl
30 AFil 1995
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THREE LETTERS FROM TELECOM

TO MR ALAI.I SMITH
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75 lvlzy, 1993

Mr Alar Snith
Capc Bridgewarer Eloliday Camp
RlvtB 4408
CAPE BRIDGE:WA:IER \rIC 3305

Dear -Alaa

Tel*om Ausoalia codeavoun rc provide ar aJl ̂ imes tbe telecomsunicarions serviccs is
resp€t of wNch a custorDet bas made applicarion, bowever, Telccom does not g?raJant€
continuous provision of, or fault frec, tclecommunications services. Fauls ds occur in tle
nerwork f196 tim6 to time and wc work to correcr aly fauls as soon as possible aftcr rhcy
qre nponed.

On t}e basis of tesg ca:ried our to d*e, a[d curreut mcasurcs of ncrc/ort perforinaae;
indicatioss are tbar thc pcrformarrce of &c Capc Bridgewarcr R&l (to whicb Caoe
Bridgewarer lloliday camp rclepboae servicc is connected) is up to Derwod< stalciards.
Giveu tbe reccnt cxpcriences dascribcd by younclf, furtber investigations ilclu,{i"g
rigorous resdng will be carried out.

A fur*rer $atelneDl *'ili be made upoD coml,letion of tbese invesrigations.

Youn sincerciv

Gencral }v{a.uagcr
Coramercid Vic/Tas

ittr:n Ccoonooa ltmttCc

rgil c5t ;5 :56
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Telecom Commercial
5a0 Springvale Rd
Glen Y/averley 3150

Postal Address
PO Box 356
Glen'Waveriey 3150

TeL (03) 550 7330
Fax: (03) 5621926

18 Sqptember 1992
Mr Alan Snitb
Cape Bridgcwater Hoiiday Camp
RMB 4408
CAPE BRIDGWATER 3304

Dear Mr Smith

Tbatk you for your lener of 10 September 1992 rcgarding the qudity of your telephone
service at Cape Bridgewater
'May 

we assure you tbat Teleom is commiued to providing a q'rialiry service for all our
' custonen and this commirent is supported by a technical organisation capabie of

reqponding guickiy and efiiciently to a service difiFrculty sbould there be a ned.

\ r  t /\f We be[eve that the quatriw of yout rclrpbooe s.-tui"".* b" grr

seenqleasoDwhytbissbouldbea.factorinyourbusinesscndeavoun

Shouid you still be concerued about tbe abiiity of Telecom to provide a reliable sentce
. may we offer.the services of our Area Maaa-eer, Mr Mark Ross (telephooe: (053) 370

21i) of myself (reirybone: (03) 550 7330) as a contact sbould you wish to tiiscuss arrl'
current or funrre issues. .

Youn sincerelv
@'-tCSe€.-S4

Bob Beard
Service Manager
Telecom Commercid Vic/Tas

ID: BB1B090t

^Gr 0.
LI.I Telecom Australia
\ IZ

AotDloa |,rd Or.rr.at
la,cc@.wa CctJdarh
Lniro

a,c:r{. 05: ?75 336

Eg ^urt'rrir'! T.l.G@

aap ilriii::rffi,av""r'''
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Mr AIan Snith
Cape Bridgewater lloliday Canp
RMB 4408
CAPEBRIDGE'WATER 3306

serrrce $ Dow

Posal Address
PO Box 356
Gleo Waverley 3i50

l septernber lg92

to normal oetwork

Dear Afan 
,

Wie.bave not had the pleasure of meeting. Ilowever f bave b€D briefed on the mafters
relating to the staldard of yoru telephoue serviceand recent comnunications betwen
Td*sB and younelf. I-et me first assure you thar we in Telecom are commin"d 19-
eusure tbat ibe service provided to ali customers is of tbe higbest possble sta3dard.

I understand that since our tecent tests m your service were completed you oi your
rqtrcsentative mei with senior Telecom lnatagers frrom our Natiooa -a Corpgrate.
offices. I also understaDd that at that meeting you e4pressed concerns tbat your servie
was not opeating at required levels of pedom-ce.nd sougfr an undertaling tbat
action would be takeu to rectify tbis situation

\ l- 'Whilst 
our recent tests indicate tbat

standardg, I am initiating a furtber dehiled study of a
tbe tests which have beeu conducted. The aim of &is surdy is t 

"oon-, 
tbe sandard

of ryryice you cqseEtly receivc and to cbeck that tbere are in fact no ongoing
problems- Ttris testing could also involve a-u additional cbeck'of the communications
equipnent at your premises, if you agree. I anticipate tbat this snrdy will be completrC
by early October 

P9I will be bqppy to discuss tnJ resuts with you then, should !o" to
desire. Should this investigation identify any fauls iq tbe Telecom compooent of lrout
service tbey witrl ue rectinea in arcordance wi& normal practice.

I-et me close by assuring you tbat I am personally committed to rcsolving this noatrer
aad I an available at atrI time to disclss your copcerns and e4oJon: oggorrunities to
resolve our differences. I c:" be coutacted On (03) 550 7500, should you wish to raise
ary furtber matters witb me..

/? .a'/ t
!\m.;r,*r /t%t*1-.

Rosame Pittard
General Manager
Telecoin Com:nercial Vic/Tas

ID: RP010902

r'
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AIan Sr. i th

o l  erpe E.r ldgcvarar  Hel lday Canp

Polr land

wsztjj;3 p.zz

in tbe Sratc of Victorta

do solcmnly and
sincerely declerc

THAT Approxlnata:.1, 5-? de:rr prier to .ruae 3 :.993,. i ha6 I phcne
. cr i l  t ron tc lecort  Nctrorts fnvesi lEat ion Unl t .  ghls cr l l

l tas to. e3tlblleh an appolntaenu/tine tor tvo invcctlEatlng
ofrreerc,  f roh thr , r  depert ler t r , t0,D.€t  ao at  crpo l r ldgeur!c
Boliday Cang. June g f9g3 r., the ncelaatcd d?1, std a3teraoo,
tt raa nentr.oaerl bt onc of tttcga ofrfc.sar Docturr af Bhc
conti 'ucd pbone eoraprarntS b1 nysrll aad oghGrlr frrecon
ued conacct! 'ag r noattor{Dg.ievrcc, co G3bebr{th vhr rhesc
coaplerntg eare r,n rbua€ra'E.,rA? NO ?!rgn *rs rc 

"*ir"r;.;by. thls offle:rr thlc .thc tcctlag rach{ar rroql't Dc r dewica
shcro by thol. opcretlng rhl.e raaehlnr cou!.d lrlrtrn ro o,y' phoac eonve:'sttlont. Fid r brca. iaforrmc of suchr t uosld
heve varaed ny SlaEl,c C!,ub ncnbcrsr peoph tlngtng ny ,
buslnersr rha! lor  a per lod of  t in3 rhl lc sy phoae aerviee
rac bctag vrcvcdr 0E? c:onvessatroar 'cou1d vcrr  vclr  be
l' lsteaed ro. l{y ornr pcrsonll, coDvessatloas, Tould ?hrn
hlve btcn carrtcd 

""t 
i l6i rhr gete phone, .2G7 260.

f  have Dteseatrd t t r t r  intorrnt loa hcre,  gt l ru lory Dcclerr i : lon,
I sas asked by pryld tead lanc lGlecornunlcttlonc F.-y Ltd

on the 5 eprtl 19951 rfrr t rrarc of tbis MCT cgu!.paent c;1
.nr, ri1e.

?0

I;

DECI-IREDaI \ovs\o\s

State of Victoria this \S\i.
r '

day or \t\.\

A-I{D I nrake rhir solcmn

be tluc aod by virtue of
Viitoria renderlog per:lons

aad comrptperjury.

declandon iorudcntiously b,cticving the sarlc ro
thc provisions of an Acr qf rhc parliecrenr of
rnaking a false Ceclarerioq punirhablc fsr *ltful

. inrhc

Onc thousand

f rv.t.

(rr-a,\\.-\ 
\*
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RESOURCE UNIT TECHNICAL EVALUATION REPORT

Mr. Alan Smith of Cape Bridgewater Holiday Camp

30 April 1995

Introduction

ihis document is DMR Group Inc.'s (Montreal, Canada) and Lane Telecommunicarions
Pty Ltd's (Dulwich, South Australia) Technical Report on the Cape Bridgewarcr Holiday
Camp COT case.

It is complete and final as it is.

To establish the context for our technical evaluation, we preface it with our posirions on
three qpecifis dsteils in Telecom's Service History. This is followed by a statement abour
other documentation which has been provided by both parties. And we provide a
characterisation of the level of service which a customer such as Mr Smith could
reasonably have expected. , I

Sections I and 2 itemise problems with Telecom's service to the Cape Bridgewater
Holiday Canp in the period from February 1988 to October 1994. There were several
different problems, sometimes morc than one at a time, with several different causes.
These are summarised in the Timeline at the end of the Inroducrion. They include:

congestion
low capacity
exchange fault
transmission equipment (RCM) fauls
calls wrongly directed to RVA (Recorded Voice Announcemenr)
sundry reports with "no fault found" at the time
Telecom testing
programming error
uncompleted 008 calls
others.

:a

Section 3 addresses the issue of proLrlems with CPE (Customer Premises Equipment). h is
not always clear to the customer where to draw the line benveen CPE and proper Telecom
responsibilities, and Telecom did not succeed in making it clear to Mr Smith.

l{3{180
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None of the faults covered in our Technical
"bogus" or CPE. We concur with Telecom
Section 3 of the Technical Repgrt.

Professional Service

Report and attributed to Telecom is eirher
that there were CPE faulrs, as discussed in

oo

Second, Telecom asserts that its employees always provided "professional" service "in
good faith." While we do not find deliberate malfeasance on rhe part of the Telecom
employees who serviced the Cape Bridgewater facilities, we do find Telecom's approach
to fault reporting novel but less than adcquate. Before December 1992, Telecom says it
"tailored" fault reporting [Ref B004, p33 "Telecom treated complaints from Smith
professionally by responding with a reporting processes [sic] railored to meer his
complaints."l After December 1992, Telecom says (p78) that "Smirh's complainr
reporting arrangements were upgraded." Considering that it took Telecom too long ro
diagnose and correct certain network fauls (as indicated in the Technical Report), we find
that Telecom's performance was not always adequate.

A well-disciplined maintenance team would retain customer complahs until rhey were
resolved and clearly distinguish them from all other discussions with the customer, and
Telecom did not always do this. Because they found certain faults dfficult to replicare or
to find, Telecom cleared them as non-existent with 'iNo Fault Found." Telecom's
approach at CaPe Bridgewater, though well-meaning, if sometimes also condescend.ing,
was often more casual than professional. Telecom's actions in Cape Bridgewater appe:r ro
be aimed at level of effort more than level of service.

l

Care In Service Provision

Thfud, Telecom does not cite any examples of Telecom carelessness, but we find this to be
a matter of interpretation in the instances of Telecom wrongly directing calls to Recorded
Voice Announcement (2.3), testing causing lost calls (2.5), software fauls (2.6),
programmin g errors (2. | 2), and possi bly others.

Service Level

i
At issue is whether or not the level of service provided to Mr Smith of Cape Bridgewater
Holiday Carnp by Telsta (Telecom) was the level ttre customer could reasonably have
expected.

To make that determination, we frst pose the question: What should the level of service
have been, i.e., what could a Telecom customer expect in such a country area during the
period covered by Mr Smith's claim?

Our Technical Report covers time periods as follows:

l. February, 1988 to 21 August l99l

2. After 2l August l99l (to October 1994).

H34182
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The expected service level before about l99l was not defined in unequivocal, measuable
telTns, but was described by customer and regulator alike as "reasonable." There are
service level indicators in the tariffs (e.g. Telecom Standard Condirions and Charges and
TELSTRA BCS (Basic Carriage Service) Tariff Manual).

After 1991, the Telecommunications Act 1991 (ref. AUSTEL 1992/lgg3 Annual Repon
p 16l) will have been in offect. Ir includes among is objectives:

"ensuring that the carriers achicve the highcst possiblc levels of accountability and
responsiveness to customer and community needs," and

"promoting the development of other sectors of the Ausralian economy through rhe
commercial supply of a full range of modern telecommunications services ar rhe
lowest possible prices."

The principle of universality (Ref AUSTEL's 1992/1993 Annual Report p 168), as an
objective, was in effect in Ausnalia before 1991 (called the "community service
obligation") and remains in effeqt. (Some 93Vo of rural households had telephones, versus
957o overall.):

"It is the Parliament's innendon that all people in Australia, wherever they reside or
carry on business, will continue to have reasonable access, on an equitable basis, to
standard telephone services and payphones."

Stardng in 1990, AUSTEL set (and continues to set) the technical standards for eligible
services, for networks operated by carriers and for custombi equipment and customer
cabling. AUSTEL is also to set network end-to-end performance srandards, but during the
periods covered, performance parameters for telephone network service were being
identified, and work was proceeding to quantify performance levels against those
parameters, according to AUSTEL's 1992/1993 Annual Report, so no easy-ro-apply frne
measruement of service level is at hand.

Telecom's own Network Management Philosophy (issued 9 December 1994 and
addressing "Telecom's performance against the defined standards for key leJwork
performance [...] over the period 1982 to the present." [p 5J) gives several indicitions of
what is meant by average network availability on a national basis, i.e. percent of calls
completed except when the called party is truly on the phone. For example, national
network loss from July 1991 to March 1993 did not exceed 2.5Vo (except on Chrisrmas
Day), and from April 1993 it almost never exceeded l.5Vo lp 22). Local call loss
percentages are even lower.

How did the service level provided by Telecom to Mr Smirh during the periods measure
up?

Mr Smith's claim is based on his complaints made during the periocl that Telecom was,
effectively, failing to fulfil its universal service obligations and was providing an inadequate
quality of standard telephone service. His complaints have been made in terms like:

o phones do not ring when [holiday cunpJ customers call H3d183
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o [holiday camp] customers receive a "busy" tone when phones are not engaged

. calls placed to the holiday camp..drop out"

t recorded voice announcements inform callers that phones are disconnecred when
they are not.

Telecom recorded and responded to Mr. Smith's complaints in a variety of ways. Bur
Mr Smith did not express his satisfaction-in fact, in his claim of June lgg4, he reflrs [p 3]
to "the continuing problems that I am experiencing" and states that "rny phone service is
st'rli operating at a totally deficient level." The alleged fauls were not rectified up ro the
time of the claim.

Tclecom, as the sole universal service carrier for Ausualia (both before and afrcr the
Telecommunications Act), has no alternative but to "ensure that a standard relephone
service is reasonably accessible to all people in Australia on an equitable basis." This spirir
is confirmed by Telecom in the letter to Mr Smith of I September 1992: .,Should rhis
investigation identify any faults in the Telecom componenr of your service they will be
rectified in accordance with normal practice." And again in Telecom's lerter to Mr Smirh
of 18 September 1992: "We believe that the quality of your telephone service can be
guaranteed and although it would be impossible to sugggst that there would never be a
service problem we could see no reason why this should be a factor in your business
endeavours." And again in Telecom's letter to Mr Smith of 25 May 1993: .Telecom
A::-qd. endeavours to provide at all times the telecommunications services in respecr of
which a customer has made application..." (Copies of the letters-are attached.)

We have reviewed the qpecific fauls reported, based exclusively on the sources of
information listed at the end of the Technical Report. Were they Telecom,s fauls'l
Whether they were Telecom's faults or not, what action did Telecom take to rectify them,
(or refer them to others, if they were not Telecom's fauls), and in what timeframes? Was
there appropriate management of network operations, fault logging, and network
monitoring? Was the customer appropriately handled, considering nL intensiry and long
duration of his complaint? 

f,
Our investigations of the documentation and the site focused only on the technical issues
which might have affected the level of service, which we take to include:

o design of the network--i.e., was the network correctly configured and was rhe
design (and capacity planning) process sufficient to give a reasonable level of
service?

selection, installation and on-going maintenance of network equipment, or
replacement of obsolete equipment

operation and monitoring of the network and services, which rypically incluclcs
informing subscribers in advance of outages, if any, due to equipment change-our or
maintenance

keeping rack of usage of the nerwork for billing purposes
H34 184
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50 EXAMPLES FOR DICUSSION PURPOSES WITH COMMANDER A BOWLES
(In no particular order)

1 .

2.

Beer allegedly found in Alan's Telephone by Telstra
Brighton cIB / Rundell inconect statement to TIo Alan under
investigation for criminal damage

An alleged phone call to Dr Hughes's wife at2am in the mornin
Withholding of information by FHCA from DMR and Lanes
Alan's submission not assessed properly (documents withheld)
Dr Hughes made final award based on incomplete information
NEAT and BCI testing falsely recorded as taking place at the same time
MCT equipment on line and yet test calls reported as connecting with only
50 seconds between (Mcr creates a 9O-second gup between calls)
Lanes logo removed from their report onto a joint DMR and Lanes logo
DMR signed Report when Lanes compiled 90vo of rcport
Joblin's psychiatric report based on false information provided by Telstra
Telstra withheld information from Joblin
Joblin statutory declaration not signed yet pre signed by Telstra,s lawyers
Hughes admission that not enough time had been allowed to complete my
arbitration correctly yet deliberated on my claim regardless
Arbitration meetings attended by Telstra and the arbitrator without cor
representatives present

Arbitration procedural documents not passed to all parties
Telstra's admission to TIo that they withheld at least 4o-sa%of Alan's
documents until after the arbitrator had handed down his award
Telstra FoI documents altered between Alan,s first and second viewing of
the information contained therein

I"lrttl withholding at least 24,000 documents until twelve days after they
had submitted their defence.

flal forced to agree to Telstra's arbitration liaison officer not to supply
further FOI documents to the Federal police investigation
Arbitrator aware that Telstra was not complying with rules regarding
provision of documents to CoTs under the agreed Arbitration Agreement
Telstra advised AUSTEL in writing they would address the billing faults
raised in Alan's claim in their arbitration defence and then didn't
Technical unit ordered by FHCA not to address the billing issues
FHCA incorrectly insisting to the TIo Alan left the billing issues until it
was too late to address during his arbitration
Different versions of the Technical Evaluation Report being sent to the
arbitrator and Alan

J .

4.

5 .

6.

7.

8.

9.

10 .

11 .

12.

13 .

t4.

15 .

16 .

17 .

18 .

19 .

20.

21.

22.

24.

25.



26.

27.

28.

TIO's refusal to address unlawful way in which arbitration was conducted

TIO misled politicians when addressing Alan's arbitration

Arbitrator pressured into finalising Alan's arbitration by TIO and Minter
Ellison, when he knew documents were still not being supplied to Alan

Arbitrator confirms in letter to the TIO' of procedural difficulties'
experienced in Alan's arbitration but doesn't advise Alan what they were

Telstra's inappropriate use of legal professional privilege

Relevant documents supplied by Telstra to Alan six months too late
'Can of Worms' issue

Whistleblower cornment to the Senate 'stop the COT's at all cost'

BCI's Gerald Kealey saying he visited Portland when he didn't

Dr Hughes's concerns about the outcome of making a'full and frank
disclosure of the facts' surrounding Alan's arbitration to Mr James, the
President of the Institute of Arbitrators

Gerald Kealey letter provided to Senate to stop investigation into Alan's
complaints - did Telstra actually write this letter themselves?

Billing faults continued after'completion' of Alan's arbitration

New exchange not programmed for 267 numbers - fault lasted for 8
months, not the 14 days as documented in Telstra arbitration defence

Questions about independence of the award (comments like'do we want
to say this' on draft of award)

Deficiencies in the Verification Tests SVT (Cape Bridgewater) yet still
used by Telstra as defence documents

Lock-up problems diagnosed as being caused by a build up of heat and
then Telstra reporting it was 'wet and sticky' beer found in Smith's TF 200
telephone that had caused this lock-up fault

Hughes basing part of award on incorrect tourism stats

AUSTEL states RVA / Heywood fault was for probably 8 months yet
Telstra stated in their arbitration defence the fault lasted for only 5 days

Briefcase documents confirm Telstra lied in settlement December 1992

Alan's list of telephone faults withheld from DMR and Lanes by FHCA

Lanes were supposed to only assist, not prepare ttre final report

Rundell leaving out relevant information from the financial report aware
this left his report incomplete

Possible illegal diversion of incoming calls

Wrongly advising the Senate re BCI impracticable tests at Cape
Bridgewater

Who's handwriting is it that appears on a number of pages in the
arbitrators draft ward advising him what to and what not to state in his
final award?

29.

30.

31.

32.

J J .

34.

35.

36.

37.

38.

39.

40.

4 t .

42.

43.

44.

45.

46.

47.

48.

49.

50.



t

dealing with client fault reports--recording them, rectifying them, documenring
diagnostic and corrective measrues, verifying that the customer has not conrinued ro
experience the reported problems, and escalating them as appropriate, until rhey are
resolved.

We conclude that the Cape Bridgewater Holiday Catnp experienced genuine rcchnical
difftculties-i.e., service deficiencies-which were not promptly diagnosed conectly by
Telecom. These are covered in the Technical Repon.

Customers expect world class service from telephone companies, and Telecom takes this
expectation into account, as pointed out in its Network Management Philosophy tp 4J.
Telephone companies provide services which are reliable and consistent enough, even faii-
safe, to be counted upon in emergencies. Customers' expectations of affordable
telephones which always work are reasonable expectations.

Customers of public telephone services can also reasonably expect telephone companies ro
fix reported faults (or explain non-faults to the customer's satisfaction), not ro clear them
with a "l\EF ' (no fault found), as Telecom frequently did, even if they found rhe reported
fauls diffrcult to replicate and dif;ficult to diagnose. The process of explanarion to rhe
customer (or the lack of it) is a crucial component of fault report management, and
therefore of reasonable service as a whole. The fact that.c.vents have led to a protracted
dispute suSSests to us that this process may have bcen inadequate in the early period.
Once an incomplete report-response pattern becomes entrenched, the criterion of'teaso,nable service level" becomes difficult to satisfy.

It is in neither the network operator's nor the customer's inierest for the customer ro
engage in nctwork diagnostics of his own. Circumstances which lead to cusromers
diagnosing the network themselves, instead of relying on the telephone company or rhe
regulator to do it, can be said to be symptolns of an inadequate level of service or a
frustrated or possibly irrational customer. Customers do not generally have the financial

, resources or the technical expertise to diagnose networks, as Ml Smith has arrempted to
do.

A reasonable level of telephone service requires that the network operator fix rpported
(and unreported) faults promptly. This principle is factored in to the tariffs. If they are not
faults in the telephone system, the network operator can resolve them by passing rhem on,
explicitly and officially, to the liable parties, which may include the cusromer in cases of
the inconect use of equipment or misinterpretation of circumstances (e.g., if a cusromer
dialled a wrong number and reported that the phone at the number he intended to call did
not ring).

The qpes of faults reported do not easily fall into defurite categories. In some cases more
than one fault may have been involved. And the further back in history we look, rhe more
we have to rely on phrases like "potential," or "could well explain," or "were likely'to
cause," etc.

H34185
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As shown in the Technical Report, there were faults caused by congestion and under-
dimensioning, equipment problems, software problems, incorrect data entered, faulry data
change control, and lightning. Telecom diagnostics sometimes concluded that there were
no fauls (I'IFF) in cases when there were faults. Since the cusromer was generally nor
satisfied throughout a period of more than six years, it often took Telecom too long ro
resolve fauls.

In summary, hundreds of faults were reported by this customer. Some of these reporrs
were made when the customer misunderstood or incorrectly used non-Telecom devices.
But many were based on insufficient network facilities or network equipment which was
not working.

t
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1.1

t.2

NOTES TO TIMELINE

RE: MR ALAN SMITH

General Note: A block on the Timeline does not necessarily imply that the faulr was
continuous for the whole period.

)<

2.6

2.7

2.8

2.9

2.t l

2.L2

2.13 Not known when this condition cornmenced (several reports over Februgry and
March).

2.15 Faults in Warrnambool, Heywood and Sebastopol exchanges.

2.16 N{r Smith denies being briefed on MCT or its effects on slow cleardown of calls, thus
behaviour consistent with real faults was observed.

2.17 Regular congestion confirmed on peak periods on Wednesdays and Sunday evenings.

2.18 Confumed 1816 - 818/93. Could have begun earlier.

2.lg Reports included busy, RVA received, one burst of ring, short calls.

2.20 5 calls from Daylesford caller to CB received dead line.

2.21 Effect on Goldphone 8 March - 19 March 1994 (intermirtent no dialrone). H 3 4 l8I

2.22 AU CB traffic lost due to programming error at Portland AXE.

(i) Many instances in the busiest hour of the week where probabiliry of congesrion
exceeded l2?o on calls between CB and other locations.

(ii) CB RAX exchange could only handle max 8 calls to customers connected to it at
any one time. 66 customers wcre connected to it by t99l

Switch fault found June 28: bclieved to have been a "hard" fault for 2-3 days but may
have been interminent from March 1991. l2.5%o of all local and incoming calls losr
during "hard" period.

Range of problems with RCM over this period.

At least 33% of all calls from Melbourne and interstate to CB dirccted to RVA for ar
least 16 days.

90Vo of callers to CBHC received busy or congestion tone.

Exchange software fault Portland AXE. 
'tt"

Exchange hardware fault Portland ARF.

t'arious calling problems for 4 days due to RCM equipment gamage by lightning srrike
(November 1992).

Various calling problems due to RCM faults for 50-70 days @ecember 1992 -
February 1993).

Some problems may have been due to intrinsic operational limitations of these unis.

Calls misdirected by Telecom to fax machine during January and up to 812/93.

2.2

2.3

J
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Scope of Report

This Technical Report covers incidents and events potentially afferting the telephone services

provided ro the Cape Bridgewater Holiday Camp during the period February 1988 to October

1994. It is based on a review and analysis of all the source information, itemised under
"sources of lnformation". It focuses on the real technical difficulties experienced by Cape

Bridgewater Holiday Carnp during the period in question, which we consider to be within the

normal realm of Telephone Companies' responsibilities. It does not go into detail about the

mis-operation or incorrect understanding of the customer premises equipment (CPE), where

these would normally be considered the responsibiliry of the customer.

t
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l. Period - February 1988 To 21 August 1991

The significance of this period is that it covers the time from take-up of CBHC services with
Exchange Configuration'A'unti l  this configuration was changed on 2l Augusr 1991.
Services were provided from a Rural Automatic Exchange (RAX) connected to the Ponland
ARF exchange.

l . l Potential Source of 'False Busy' during period February 1988 to 2l August 1991

(i) Many instances of congestion in the busiest hour of the week on calls between Cape
Bridgewater and Portland: congestion on the Inter Exchange Junctions

The following is an extract from the Telecom document produced by the Commercial and
Consumer Offrce of Customer Affairs, 'General lnformation Document REF l, An
Introduction to Telecommunications in Auskalia, Issue 9 December 1994', which we find
describes network dimensioning as it was performed during the period from 1987:

"6.4 Network Dimensioning Principles ..1.

"Dimensioning is the process of determining the quantity of equipment needed
for a particular traffic volume. Dimensioning is a major activity in network

* design, and is required when an entirely new telecommunications faciliry is
being planned or when an extension to existing equipment is required.

"Dimensioning is carried out in accordance with the following principles

%
toTime Horizon:

"Network dimensioning is aimed at ensuring that
enhancement is able to handle traffrc for the busiest
following the year of installation.

ttTraffic Base:

the next network
season in the year

t

"As traffic is of a random nature it is necessary ro obtain a standard
specification for traffrc value for use in network dimensioning. This is known
as the traffic base. Two measues are used.

"The first, the Rubas, is defined as the busiest 50 half-hour periods in a 7-day
week.

"The second is the peak weekly reading * (weekly busiest), or rrrodmum
naffic intensity observed within the week and is specified for key routes.
Weekly Busiest excludes special events such as Christmas and days on which
"spot specials" such as one-off STD and ISD price discounts, are offered."
(* D Read - bord/italics) 

- --- r--- 
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"6.5 Design Grade of Service

"Telecomrnunications networks are designed and dinrensioned in line
with the principles described above to carry the forecast uaffic at a
prescribed Grade of Service.

"The Design Grade of Service for individual routes needs to be chosen
in order to make decisions about the amount of equipment required to
carry the offered traffic. In choosing a particular numerical value for
the design Grade of Service for different situations, a number of facrors
a.re taken into account. The main ones are:

. customer service,

. safety margins necessary to cover errors in.traffic estimates

. unforeseen overloads

' equipment costs-

"The Design Grade of Service chosen .in any panicular situation
represents a compromise between these several competing requiremens
and will generally be better than the prescribed Grade of Service."

there were reported periods of congestion on calls into the Cape Bridgewater
RAX acknowledged by Telecom: Telecom h,linute ot"l2/5/92, ref. Telecom
Ausnalia B004 Appendix 5/1, "Congestion between Cape Bridgewater and
Portland had been prevalent as only five junctions available. This sinration was ro
be upgraded with the cutover of Cape Bridgewater RAX to an RCM [remore
customer multiplexer] parented back to Portland AXE 104," and

Reference (8004 Appendix 5/6), to the raffic profiles (graphs - see pages 15 and
16), pooling the weekly busiest hour traffic. These indicate that there were many
instances mcasured in the period 7/11/88 to 10/9/90 where traffic Portland ro.-CB
exceeded 3.0E, i.e. the probability of congestion was the order of lT%a wii{r an
average of.2.48, i.e. probabiliry of congestion is 6Vo (the reasonable level would
be l?o to 2?o). These graphs also show similar congestion in the CB to Portland
direction.

Whilst the graphs only cover the period November 1988 to September 1990, rhe
raffrc profiles would indicate continuance of this situation right up until the
exchange replacement (21 August l99l) and potentially a trend of higher
congestion as the number of customer were increased from 50 to 66.

The busy hour generally occurred during early evening (7 - 8.30pm). Maintenance
Testing (TRT - Traffic Route Testing) from remote locations did not detect this
condition (ref: TRT test results 8004 Appendix 5/8 test period March 1988 to
July l99l) as the tests were conducted during the time 1200 - 1800 which is
outside the busiest period.
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Conversely, traffic outside the busiest hour (order of l.0E or less) would receive a
satisfactory grade of service on these routes (probability of congestion less than
l?o on the junctions between CB and Portland).

(ii) Potential for false busy due to low exchange capacity: congestion within the CB
Exchange

The Cape Bridgewater RAX exchange was very old technology designed in the
1950's for very low calling rate areas, for example (based on the unit having 8
Final Selectors) the following are the maximum calls that could be handled
irrespective of the number of services connected (of which there were 66 in
1991) or junctions provided;

. a total of 8 locally terminated calls from any source at the one time
o if there were, say, four local to local calls in progress, then only four calls to

local numbers could be handled from outside the area at the same time.

These situations (i) and (ii) could well explain many of the 'False Busies'
occurring right through the 315 years of Oris configuration, in panicular during
the July/early August period 1991. These situations would not eliminate the
possibility of intermittent other causes of faults. ..1

1.2 . Exchange fault I2.5Vo call loss on local and incoming calls

On the 4th of March 1991 Mr Smith reported Not Receivr", O"r. According to
the "impromptu Telecom suryey," thlee out of nine Cape Bridgewater customers
indicated that they were experiencing similar problems, but 'inspection did not
identify any problems'. "No fault found" (Npp was therefore reported.

Up to 28 June 1991, several complaints of Wrong Nos, Busy, No kogress, No
Ring Received problems by Cape Bridgewater services. On 28 June 1991, one
of the eight final selectors was found to be faulty. This would effect on averq.g,e:

o l2.5Vo of all local to local raffic;
. l2.5%o of all incoming to Cape Bridgewater raffic.

The duration is not clear but is believed by Telecom to be of the order of only 2
to 3 days; however, the fault could have occurred interminently for some weeks
prior, before becoming a hard fault (and therefore explain earlier difhculties
reported over the preceding months).

o
o
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1.3 Customer Access Network (CAN) Testing

During this period, when complains were made, Mr Smith's CAN and CPE
were tested and/or changed (including replacement of private cable), with NFF
(no fault found) being generally reported with "no subsequent action being
required," though we observe that in Telecom's Network Managemenr
Philosophy of 9 December 1994 [p 8] "effective network management relies on
the detection of patterns of incidents which identify a probable network
abnormality. It may take time for information about a number of incidens to
accumulate to allow a problem to be traced and corrected." And Telecom's
briefrng paper 8004, 12/12/94, page 80 in reference to Mr Smith states of Non-
standard fauls (NSR "details held in service plus records/scratch pad records."
In any case, it would appear, as detailed above, that the problems were
predominantly in the network (exchange, IEN). Testing was not higilighting
these conditions, as it was generally conducted out of the busy periods.
However, reading of the exchange congestion meters (which was regularly
performed) should (and did) higNight the situation. During this period 12 fault
calls were logged on the Telecom fault report system, although there appear to
be several not logged (e.g. l4th August 1991 - refer 8004/5 sections 23,24).

2. Period Post 2I August 1991
I

The significance of 2l August 1991 is that the exchange configuration was changed (to
configuration 'B'), that is, 'individual derived services via an RCM unit to the Portland
new AXE exchange'.

2.I This should (and did) relieve the link congestion problem Portland to CB.
However, subsequently, congestion may have occurred in other links (refer to
2.r7). .,

2.7 Various RCM (Transmission Equipment) Faults

There were consistent problems with the RCM system. Mr Smith's services
were caried on RCM No I until 24 February 1993. This system had a uack
record of problems, and the RCM system components were the subject of
several design corrections (Work Specifications). These issues were likely to
cause a range of problems (as reportecl) over the period August l99l to
February 1993 (a period of l8 months) when l/tr Smith's services were
transferred off RCM I and service improved. Specific problems caused are
covered in later paragraphs (ref: 2.8, 2.9,2.21).
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2.3 Some Calls Wrongly Directed to Recorded Voice Announcement (RVA) for l6
Days, March 1992

In response to complaints from Mr Smith and others from CB, Telecom checking
indicated that due to a data entry error on the Melbourne . Windsor Trunk
exchange MELU) all calls through this exchange to CB (at least 33go of
Melbourne and interstate raffic) were directed to RVA for ar least 16 davs and
possibly longer.

There are some inconsistent statements on this situation:

Ref: Mr D Lucas, Area Manager - Special hoducts letter to Mr A smid,
23 November 1992.

"This fault affected incoming STD calls from Melborune to CB for a peric,d of
up to 3 weeks prior to fault being fixed. The maximum impact on yourLcoming
STD calls from Melbourne would have been up to 50Vo .,,

Ref: Telecom Australia 8004 Alan smith - cBHc services History tp lgl

"Whilst it was initially thought that the problem *iy nuu" existed far a 6 week
period, subscquent investigations confrmed its existence for a toml of 16 days

, 
(refer witness statement of Hew Maclntosh and David stockdale)."

and

"However, it is estimated that the MELU problem would have result ed n 33Vc
of callers from Melbourne (or passing through Melbourne e.g. from South
Australia) to au customers in the 055 26i y\yrx number range receiving RVA."

The Telecom report further suggests "callers could have reached CBHC by
adopting one of the following methods,"

a) 'redialling' (with no contment that the probabiliry of failure was agf,n at
least337o)

b) "contacting an operator" - i.e. STD has been ineffective.

Mr Smith's estimate of call distribution is that 60Va of calls to CBHC originare
from the affected areas, all of which had a 33Vo probabiliry of failure. This in
effect failed at least 20Vo of CBHC business raffic with mis-direction ro RVA
for the period of the fault. The number of callers who may never have redialled
is unknown.

o
o
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' t A
L . ' Sun&y Reporrs, April - July 1992, but NFF (Summary Only)

16th April ]gg2,callers from Melbourne Greyhound Bus Terminal in Melboume
receiving RVA - NFF.

April 1992, Mr Smith 'missing calls' - found that if the answering machine was'plugged in but not in answering mode' the telephone would ring only for 30
seconds and then receive a burst of tone from the answering machinc (rather rhan
ring out to 90 seconds). It is likety that this situation was causing call-in
difiFrculties during this period. i.e. incorrect operarion of rhe answering Lachine
could have caused caller diffrculties.

Iuly 1992, caller reported receiving RVA on calling Smith from Station pier.
NFF after considerable network testing, and no anributable source subsequentJy
detected.

Telecom Testing caused gavoLostcalls to cape Bridgewarer for one Day -
2 August 1992

Telecom National Network Investigation (NM) t"ltion testing locked up all
circuits from Hamilton to portland for approximately one day (Sunday). This
would have provided congesrion/busy to 90% of callers to cBHC.

All Calls Lost for 1.5 Hours Due to Sofnvare Fault in porttano AXE - Blocked
all Circuits, Hamilron to Portland - 28 September 1992

All calls to and from cB were blocked (congesrion/busy) for the order of 1.5
hours. callers to GBHC received No progresi: 2 comptaints relating to GBHC
were reported during this period.

2.7 2-5Vo of Calls from Portland to Cape Bridgewater Failed for Five Days due rti?
Register Fault and congestion on the portland Exchange, ? october 1992

One of the 40 registers in the Portland ARF Minor Switching Centre was faulty
for five days (2 - 7 October). The effects were:

(i) I in 40 (2-5Vo) of calls originating from the ARF and ARK exchanges on
Portland would fail (inconecr wrong number, RvA, etc). Ther efore 2.5?a
of Portland area traffic to CBHC was affectecl.

(ii) In an endeavour to locate the fault (and the 'MELU' fault in 2.3 above), in
a letter of 23 November r992 from Mr D Lucas, Area Manager - Speciar
Products:

a)

b)

o
a

c)

2.5

2.6
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2.8

"Congestion could have been experienced by callers due to a combinarion of rhe
two faults indicated above and the volume of resr calls being generared by
Telecom to locate faults. I understand that some of your customers expressed
this condition as 'getting 

busy tone' when you were not using the telephone."

RCM I Failure due to Lightning Strike 2l November 1992 Affecred Service for
Four Days

A lightning srike on 21 November damaged the cape Bridgewater RCM
equipment: Telecom received 22 customer complains from CB customers for
No dial tone, No ring received, noisy. No complaint was identified from GBHC,
however RCM I was affected, and this was the unit CBHC services were on.
The condition affected services for 4 days, before restorative action was taken,
which may have been less than successful, refer 2.9.

Various Call Problems for 50-70 Days

Network 'reception' breaks during STD calls - (reported 6 January 1993 - faulr
occurred two-to-three weeks prior to this).

Believed to be network problems (ref 8004 l/4), and occurring in RCM I -
RCM I was reporting a large number of degraded minutes--i.e., minutes in which

lerror ratio is worse than I in 10-6 (ref 8004 l/4 internal letter of 12 July 1993
reporting on this matter).

Problems had been occurring for some time (such as, clicking, breaks in
transmission, and callers not getting through). Mr Smirh's services (wirh rhe
exception of the Goldphone) were transferred to RCM systems 2 and 3 on
24 February 1993. Mr Srnith's services were affected for ar leasr 50 days
(probably 70 days) whilst the RCM problems were tracked down. Telecom
initially investigated CAN with NFF, but subsequenr investigarions 'revealed 4
problems with the CB RcM' - i.e., it was a network problem (refer to rhe copies
of correspondence dated l2 July 1993, and further system difficulties occuifing
early in 1994 - 2.21.).

Telecom Pair Gains Support expert group (E-mail of 5/3193 from RM) found on
RCM I:

"Major problem, faulty termination of resistors on bearer block protection" -
this is believed to be protection against lightning strikes, and the problem could
have been in place since the repair due to the strike of zl November, and
"another (problem) caused by non modification to channel cards" - that is,
modification to correct design faults (as detailed in Work Specifications) had not
been carried out.

o
o 2.9

o
o
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It is understood Telecom issued "mandatory" Work Specifications in l99l ro
correct design fault conditions relating to:

. false answering of calls - False Ring Trip
o loss of speech during calls - VF drop our

ln the letter of 12 JuIy 1993 copied to Stockdale and Morris, reference is m:rdc
to (DM) degraded minutes (minutes in which error ratio is worse rhan I in l0-6,y,
('ES') error seconds (seconds in which errors were detected in rhe Cyclic
Redundancy Check character sent with each frame). The system, panicularly
RCM 1, was registering high levels of ES and DM. A test on rhe 2 March 1993.
run overnight on RCM l, resulted in: portland to CB 43,5a0ES - i.e. for a 12
hour test period, essentially every second was errored and also 450 degraded
minutes were recorded. CB to Portland direction, 246ES,l DM.

Suggestions are made by Telecom employees, for example:

"In my opinion ES only cause problems when digital data is transmirted, and
have no effect on voice services, and DM have only a minimal effect on voice
services and may cause an occasional audible click", ref Wimess statemenr of Mr
I-eonard Banks, para 8, dated 12 December 1994. ..1.

The signalling system which sets-up the call and supervises calls, including
answer received and call clearing, is (as explained to us by Telecom personnel)

'transmitted in ttre channel associated with the service, and is transmitred as a
data signal: therefore as indicated above, high levels"of ES or DMs could
markedly effect the call set up, answer and clearing sequence.

2.10 Three Numbers in Ballarat Received No Call hogress (NOP) when Calling
CBHC-2February1993

Fault was subsequently found in the caller's PABX equipment at Ballarat (not
cBHC).

lf

2.Il Problems With Cordless Phone Operation, February and March 1993

To enable reception of calls whilst Mr Smith was moving around the camp site, a
cordless handset system was installed on line 055 267 267 during the period ir
was connected there were sihrations where the operation of this unit caused
diffi culties, for example:

. l9 February 1993 - reported 'problems with Telecom (sic) cordless phone -
the switch was not operating correctly preventing the phone from ringing'
(the unit was obtained from a Retravision outlet, not from Telecom).
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C.C. Man+cr Ncnvo* Invcstigarioas Ae DJrockCalc
lvlanagc Commcrcbl Narvork Suppon An. R-r\,{oris.

aPORTLAND - CAIF BRTDGEWATEs.

I -- ----=

. To Managcr

Warroarnbool COG

f-rr
Subjcci Porrland ro Gpc

Brifuaurarcr RCM Sy*rn.

5.C5

DM
ES

Fnrn El
Pat- Caios Suppon

Fi. xsiu.

//
D3ll l2rb Julv 1993.

At thc rcqucst fil -tiMenag3r, WariaasrboolCOG. (CPE) , NSS-Mclbouroc, ?al'
Gain Suppon Sccion, visitcd Ponland cxchangc on 2nd March'93, to invastigatc problems rcponcC
on rhe Ponland - Capc Bridgewatcr RCM systcrn

Iniria.l reporu wherc of a vocal qrs:omcr ar Capc Bridgcwarcr *rnpij;ng of VF cur+Fs in
onc dircnion. The customcr had bccn rransfcncd offqysrcm l, onto systcms 2 znd3 on (hc z.tth
Fcbruary'93, and had cxpcricnccd no furthcr problcms. lnvestigarions revcaleJ that systcra I w'as
running a largc ngmbcr of dc3ndcC minurcs (DLO and crrorcd sccond5 (ES) in th: Ponlanci to Caec
Bridgcwatcr dircaio4 ihcsc crrors could bavc trrlscd tbc \IF a:r-off'problcm.

Inidal crror countcr rcadinss:-

PonJurd to Capc Bridgewucr dirccrion:-
Systcm I Syscrn 2 Syncm 3

sEs ..0.-^.., 0._. -. 0
DM 45993 ; ,3342 \ ?
ES j '  65s35 ( OSS:S 

' 
t '

t. '\

. \----

Capc Bridgc\varcr ro PorJand dircction:-
System I Sysre.rr 3 Synem 3

000
l t 0

246 '151 23

At this shgc wc had no idca ovcr what pcriod of rimc *rcsc crrors had accumulatcC.

Altcmpls to tcst thc inground rcpcetcrs using *rc 'tdos" system whcre unsucccssfirl as tirc
strapping rccords could not bc locarcd.

Othcr faults idcnrificd wirh r-hc Capc Bridgcu'arcr irsrallalion whcrc:-
-thc prcscncc of 500FIz. noisc on all customcr lincs at -58 dBm causing minor noisc
problcms.
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- cablc ducs into both rhr: cross connc.t ca.bincr and thc concrcr,c hur whcl.' U t U ;
scalcd allowing tlrc ir.gr"rs of moisauc, w*rich could affccr thc ciror couorc.r
dcuilcC abovc.

--tJ:c alarm systcm on all rhre RCI'{ sysrcrru had nor bccn prograrnmcc. Thjs would
travc prarcnrcd any local alarms bej.og ancndcd back ro ponJld.

ic:- Ponland to Capc Bridgcwucr dircaion:- sy$cm l, 4 ES

r 
- sysrcm 2, 3 ES
- systein 3, 0 ES

Cape Bridgcwarer to porJend dircsrion:- sy$crn l, I ES

:3lili:iFi

li
t

D
for Supinising Enginer, Narional Swirch.ing Suppon _ Mclbourne.

-r

:

i

I
I

I

I

^ The bcarcr pcrformancc was monltorcd ovcrnighr and ic,realcd rhar syncr, l. in rhe ponhrd
to Capc Bridgcwercr dirccdorl accumuJarcc approximarCy 450 DM's a:rd 435O0ES's whilc sys:crns 2and i r:cordcd no crrors in cirhcr dircion.

A problcrn wirh rle insrallation of thc cnhanctd iigbhing prorcaion modulcs 
'rn 

thc IDS block-at Capc Bridga'vzrcr was discovercd. A-ficr tlis problcrn irs r.-clif"a and rhc bezrcr monirorcc
overni.ahr, no DMs or ES's whcrc reordeC-

- All thc SE boards uscd in thc Ponland - Capc Bridgcwatcr RCM systcn iravc now ben
-. 

modif,cc ro clirainate rhe 5o0Hz. noise problcm. SE boardi lxralled in rhe ponland - Alcoa RCM
I s)'slem wherc also mociifieC ro ellrrinaie a 5OOtIz noisc probtcm on cur over. .

- 
Thc problcm i,iscating thc c-blc cucts has sincc bcgr rcaifcd by thc local lincs nafi.

NSS-Mclbourne bas continucc to moniror thc Ponland - Capc Bridgewarcr bcarcrs sincc rhe3rd March'93' ln the period &om r}c 3rdMzrch93, to tbc l7r.h March'?.?-, ,h. crrors on aJl rr.,L-ec' bcarcrs haye bccn minirnal.
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. The unit as insralled (by Mr Smith) did not providc tull coveruge of thc slte

(these units insinsically have coverage limitations). Consequently, if calls

were taken on the cordless unit and the handset was moved out of range of

the base systern, the call may not be correctly cleared down, leaving the

service in an apparent 'off hook' situation.

The unis (it is believed 2 qpes were used) were trialed for some 3 months and

then removed.

Z.l2 Loss of Calls to Cape Bridgewater 008 Due to Programming Error by Telecom

On I December 1992, Telecom provided CBHC with a 008 service, in theory to

be directed to the main business number 055 267 267. ln fact, the 008 service
was directed to the 055 267 230 line. During January (the actual dates are not

clear) a facsimile machine was installed on 055 267 230. There were then

complaints received on the 008 service (ref: G Close Report, Section 18,

Telecom e-mail of 812/93 "caller tried several times from Werribee on the 008

number and got electrical noise'). It is believed the 'noise' was the facsimile

machine answering the call and trying to establish fax to fax connecdon, as

would be expected. It would appear that the 0p8 service was incorrecily

directed to 055 267 230, and was redirected to 055 267 267 by Telecom some

time after the facsimile was installed. Test calls after *ris were successful. (ref:

G Close Report, Section 18, e-mail of 8/2/93 - 'I have arranged to have the digit
'translation on 008 816 522 changed from 055 267 230 to 055 267 267 to avoid

VC calls on the 008 line going to the fax machine').

2.13 Some calls to Cape Bridgewater Lost During High Traffic Periods

Incoming Calls ring once, on pick up receive dial tone - 25 March 1993.
(Several reports over February and March)

For some time Warrnambool AXE was under-provided with call supervision

devices ('CL-blocks'), causing calls to drop out after one burst of ring dg5in-e

high uaffrc periods through this exchange. This affected calls sourced fronfthis

arla, which is estimated to be in the order of ljVo of CBHC traffic, althou-eh

only some of the 107o would have been lost, and tlren only during high raffic

periods. This was a 'known' problem and had been occuning for some time,

(Uut it is 'not known when condition commenced').

Telecom indicates (ref 8004 l/41):

"The fault was due to insufficient software blocks (CL'c) (sic) at WBOX which

was conected by 30 March 1993". WBOX is the Warrnambool exchange'

2.14 Nl Calls Lost for Nine Minutes

Cape Bridgewarer Exchange - Off Air for Short Duration on 29 March 1993

a
o
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All CB services off the air for 9 minutes due to a softwarc fault in thc Portland

AXE exchange.

2.15 Period 3rd April - 5 June 1993 - Network Faults Causing a Range of hoblems

Some Calls Lost

o 3 April 1993 - CBHC has difficulties calling Heywood, fault found in

Warrnambool - Heywood exchanges affecting all callers to Heywood ('line

. signalling failures on circuits between the Warrnambool AXE and

Heywood ARK exchange - ref 8004 Service History, p58).

r 5 June 1993 - Callers from Sebastopol having diffrculry calling CBHC -

fault in Sebastopol exchange, "which would have resulted in customers

calling STD destinations from Sebastopol interminenily experiencing 'no

progress"'. (ref - 8004 Services History, p59)'

2.16 Malicious Call Trace (MCT) on Two Lines Causes Siow Cleardown of Calls:

MCT was placed on267 267 and267 230 - 26May 93

The MCT provides a Calling Line Identification (CLD facility for galls

originating from modern exchanges and a 'last party release' facility fs1 galls

from older exchanges; in the latter case it (MCT) effectively removes the
'protection of an inconect hang-up. The effects are covered in the witness

statement of Mr David Stockdale of 8 December 1994- "'

(i) Telephone 'dead' for a period of 1.5 minutes after hang up.

*I7. During NM's second investigation of Mr Smith's service, we inadvertently

caused a fault ourselves as pnrt of implemented testing procedures. This fault

arose from the use of the 'malicious call trace' facility ('MCT'), that was placed

on Mr Smith's service at the Portland Exchange in an attempt to ensue more

detailed data relating to Mr Smiths incoming calls. The additional infornlg:lion

(specifically Calling Party number information) was required so that we eould

more accurately match possible problem calls against his fault rePorts. Mr Smith

knew this form of testing was bing undertaken, as we had discussed it with

him.* During the period that malicious call uacing was in place, when Mr Smith

received calls from exchanges that can only provide limited detail regarding the

A party number and hung up his telephone, there was a 90 second period after he

hung up that the Exchange connolling the call believed that his call was rlot over.

(Limited call details can occur for exchange technologies such as step by step.

This is known as Partial Calling Line ldentification, Partial CLI). As a result, if

parties attempted to call Mr Smith within tl;is g0 second period, they would not

be able to clo so. Likewise, if Mr Smith attempted to make calls during this 90

second period, his phone would appeal to be 'dead' with no dial tone.
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"18. This fault is likely to have had only a muginal effect on Mr Smifr's
telephone service and was possible only between late May 1993 and early

Rugust 1993. The customer whose complaint alerted us to the problem u'as

calling from Horsham."

* Mr Smith disagrees that any such discussion took place, and denies that he

had any knowledge of the MCT faciliry being implemented or its potential

effects. (Statement made at visit to CBHC on 4 April 1995). However, a

srarutory declaration made by Mr Smith on ? April 1995 indicates that

Mr SmiOr does not have a clear understanding of the MCT faciliry (coPy

artached). No Telecom letter to hirn informing him about MCT has been

seen.

(ii) If the Telephone (at CBHC) is inconectly hung up, the call 'continues'.

On 9 August 1993, a 008 call is recorded as 132 minutes duration (and so

charged?) whilst the actual conversation appeared to be for only 15

minutes - that is, the caller cleared after 15 minutes - this, as stated below,

was probably because the handset at CBHC was not replaced properly.

Normally calls are under 'A' (calling party control) and on 'A' hang up the

call would have cleared (charging stopped). ,,However the MCT faciiiry

ovenode this normal situation. Again, Mr Stockdale:

"19. The party calling from Horsham who alerted us to the MCT problem
' reported that they had a telephone discussion with Mr Smith which lasred

for about f,fteen minutes. However, the SMART't0 line event monitoring

records suggested.that the call in question lasted for two hours. Mr Smittr

believes this is evidence that the network has seribus problems. My belief

is that Mr Smith did not hang up his phone after the call was completed

and therefore the SMART 10 equipment did not record his call as ending

until the phone was later hung up. I base this belief on the testing

conducted as a result of the discovery of the side effect of using MCT, as

well as analysis of CCS? data for the period that the MCT facility was in

use." :f .

MCT removed from 267 267 on 19 August 1993, and from 267 230 on 9

September 1993.

2.17 Congestion on some Peak Period Calls to Cape Bridgewater from Areas Beyond

Portland. Warrnambool to Portland Exchange - potential cause of 'false busy' -

30 March 1993 to APril 1994

On 30 March 1993, Portland was retrunked/connected to the Warrnambool

exchange rather ttran Hamilton. This meant all STD calls to CB came via

Warrnambool to Portland. It would appear the route Warrnambool to Portland

was under dimensioned (ref 8004 History pages 60' 6l).

o
o
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It was confrrmed that caUers to Smith from Melbourne were receiving 'false

busy', - callers were receiving congestion. Telccom's Network Operadons
group confirmed that there had been regular occurrences of network congestion

during peak periods on Wednesdays and Sunday evenings. Corrected 6 April

1994 by 'increasing the route capacity by 30Vo' (theZ route was increased frorn

30 to 60 ccts - ref G Close report, Section 18, copy of e-mail of April 6).

Potentially this route had been under dimensioned for some 12 months

investigation indicated the route change was as follows:

At 30 March 1993

o
o

Warrnambool

l5 lrc

Portland

t

.,

3

15 0/G

30 - 60 Bnil

rrc
cyc

Acccss to/boo
'rcst of wqld'

BAll.:r

lrcoing to Pontaod (aod CB)
ouB<nag
Borbwty

o
o

ttre 
VC and O/G routes 'overflow' to the BAV route: thet is, if all 15 circuis in

the given route are busy, then a free circuit is sought in the BAil route.

On 6 April 1994 the BAil route was increased by 30 circuis to a total of 60.

This would indicate a 50Vo increase rather than 30Va (based on the assumption

that the 50Vo of the BAil circuits are available for overflow in a given direction).

2.18 Calls from Portland Payphones to Cape Bridgewater 008 Drop Out on Answgl -

18June-8August ,1993

Fault reported from CBHC on l8 June, 1993 - subsequently "discovered that

calls from coin operated pay phones connected to the Portland AXE 104 would

drop out on answer when calling 008 number. Inconect charging analysis data

at portland AXE 104 (PORX) was discovered to be responsible for this

condition" (ref 8004 Service History p59). Duration of condition is not known,

but corrected on 8 August 1993. Only iffected calls to CBHC 008 number from

payphones in Portland area (order of 2A payphones) and calls from the

Goldphones to 008 numbers.
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2.19 Many Reporrs of Call Problems but No Fault Found Period June 93 to lr'larch 94

Many fault reports were submitted detailing "busy" (BSY), RVA received, one

burst of ring occurrences and recordings of short duration calls. Testing was

performed, NFF. There are instances of BSY being reported and call data

indicating that in fact that was the case - the line was genuinely busy.

2.20 Caller Reports Call Failed Five Times but No Fault Found, Receiving 'Dead'

Line,l7 August 1993

A caller from Daylesford received a 'dead line' on five different occasions on

calling CBHC and was furally connected by the Telecom 1100 operator. Call

data indicated each of the five calls had a 'conversation time' of less than 20

seconds with the 'calling party hanging up'. Subsequent testing did not identify

any problems.

,' !'1

2.ZI Cape Bridgewater Goldphone Affected by lntermittent RCM Faults - Potentially

Caused by a Further Lightning Strike on 8 March 1994

DifFrculties had been experienced by the local Telecofn staff in detection of

interminent fauls on the RCM systerns, notably system l, although issues

subscquently discovered potentially affected the alarming of all systems. The

issues are covered in the following reference, letter of 24 March 1994, from

David Polson, Technical Manager (pages following). The oniy service adversely

affected with regard to CBHC was the Goldphone - this was removed from

RCM I on the lgtn of March 1994 "as a precaution berause ongoing

investigation had not yet discovered the interminent no dial tone fault" (ref: Mr

Ross Anderson's Witness Statement, para 28). -,

2.22 All Calls Lost for Tluee Hours: Cape Bridgewater Exchange (RCM) Off the Air
-25May 1994

Some 13 complaints related to callers to Cape Bridgewater receiving RVA or
NOP (ref 8004, History p6l): "An investigation into the complaints discovered
that the code required to uansmit calls to 055 267 Xy\X [i.e. CB] number was

inadvertently deleted during data changes at Portland AXE 104. The data

change in question occurred at 4.30pm on 25 May 1994 and was remedied on
the same day at 7.35pm."

In effect all Cape Bridgewater was Off the Air for some 3 hours.

o
o
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2.23 Continued Repors of Cape Bridgewater 008 Fauls - Conflict re: Charged Calls

and Answered Calls

Throughout the period of operation of the 008 816 522 service (December 92 to

present) there have been continued reportings from CBHC (or callers to CBHC)
of:

o calls notreceived (answered) but charged
. caller receiving RVA
o 'call but line dead'

It is difficult to attribute these conditions over the period of occurrences to
specific events or faults. ln considering these complains, an explanation of the

operation of 008 services may assisu (ref: to Configuradon 'B').

When a 008 )OO( XXX number is called from anywhere in Australia, the call is
directed to an Intelligent Netrvork Centre (INC) which is dedicated to processing
"Intelligent Network Services" such as 008, 1800, 13 tjpe services. In the case
of 008 services, the INC:

. anallses the 008 code and translates it to the"fequired destination code -

i.e. CBHC, to 055 267 267

sets up the call to the required service from ttre INC-

supervises the call, and cost accounts the call for billing.

3. Other Sources of Problems

It should be noted that during the period December 1992 to October 1994 the order of

225 faultreports were made concerning the CBHC senrices, as recorded by l ctucrtn'

Notwithstanding the above documented faults and problems, there were problems

quite evidently caused by mis-operation or misunderstanding of the CPE.

Issues relate to:

the answering machine answering calls automatically with tone after 30 seconds

of ring (around mid APril 1992);

handsets occasionally being left off-hook for extended periods (Mr Smith has

stated this only occurred on one or two occasions);

interaction of the cordless handset (period of 3 months, early 1993) causing a

range of problems, as detailed;
H3{?ll
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a range of callers making 
'test calls' on behalf of CBHC confusing the real

operational picture during the later parts of 1994 (Mr Smith believes these tests

would not have caused confusion).

Impact Assessment

An assessment of the impact of faults on the CBHC telephone service is made here,
based on the criterion of whether the particular fault did or did not cause thc level of

service to drop below a reasonable level.

l.l (i) Over the order of three years, the probability of congestion du" to network
dimensionirrg during the busiest hour of the week was around l29o in many instances,
and around 6Vo on average during that busiest hour. l-2?o would be normal.

ASSESSMENT - Service was less than reasonable'

l.l(ii) Capacity of S locally terminated calls for up to 66 customer services may have

been reasonable network dimensioning for the area at the time, although the limited

capacity may well have contributed to the congestion (false busies) rePorted.
fn tne absence of other explanations for the false busies, a reasonable expectation
would have been that the capaciry should have been increged within a shorter period

than3rh years.

ASSESSMENT - Service was less than reasonable.

l.Z A hardware fault affecting an average l2.5%o of all local'to local and incoming

traffic was detected, and persisted for at least 2 - 3 days. While such a fault can be

expected to happen, reasonable service relates to the time taken to return the service to

normal. For this degree of service loss, a reasonable expectation would be repair

within less than 2 days.

ASSESSMENT - Service was less than reasonable.

2.2 Problems with RCM l. 
{

These problems continued with RCM I for 18 months. For a range or'problems
(ultimately a$ributable specifically to one of three parallel systems, each s,"rvicing

different customers) to persist for 18 months is deemed unreasonable.

ASSESSMENT - Service was less than reasonable.

2.3 A reasonable expectation of service would be that elrors of this type (data

entry) would be quickly detected through confirmation testing or checking at or

immediately after the data enr!, with uaffic impact of much less than 16 days'

ASSESSMENT - Service was less than reasonable.

o
o

o
o
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2.4 Reports relared to a small number of calls incorrectly receiving RVA. Since

considerable network testing was done on at least one of these calls, with NFF and no

subsequent similar pattern of reports, reasonable service may have been achieved if

appropriate advice was given to the customers, and the fault remained 'open' and not
cleared.

ASSESSMENT - Indeterminate

2.5 Testing by the group within Telecom who were responsible tor the
investigation of the most complex nefwork faults (NNf) caused severe lockup of
circuits and therefore congestion for I day.

The lockups were accidental and avoidable.

A reasonable expectation would be that if and when testing is necessary, it does not

cause major detriment to general service provision, and, test tcams (eg. NNI)

understand and monitor the impact of their testing.

ASSESSMENT - Service was less than reasonable.

2.6 Softwarc fault for about l% hours. As all servicewas lost for this period.

ASSESSMENT - Service was less than reasonable.

2.7 , 2.5Vo ofthe traffic from the Portland area to CB failed for 5 days, due to I of

40 shared devices in the Portland exchange failing. Based on Mr. Smith's estimate on

another matter,less than 40Vo of CBHC incoming traffic originates from this area.

Therefore on average,less than lfto of total raffrc to CBHC was affecred-

ASSESSMENT - Service was on the margin between reascnable and less than

reasonable.

2.8 RCM I failure due to lightning damage. Lighming damage to communications

equipment would be expected from time to time in this area. Reasonable service
relates to ttre time taken to return the service to normal. A reasonable expectado# '

would be repair within less than the 4 days acnrally taken.

ASSESSMENT - Service was less than reasonable.

2.g Evidence of problems with services on RCM t had been sufficient to cause

Telecom to move the CBHC services away from RCM I to RCM 2 and 3. Later when

the RCM equipment was examined by Melbourne snff, evidence of severe error levels

had accumulated on the counters in the transmission equipment (particularly RCM l).

After corrective action, these severe enor levels were no longer accumulating-

o
o

H34273

DMR Group Inc and
Lane Telecommunications PtY Ltd

Pagc !4
30 April 1995



o
o

A reasonable expecntion would have been that given the poor quality of service on

RCM l, the diagnosis of is fault(s) would have been achieved in less than the 50 --/0

days it took before the CBHC services were nloved off RCM l, and any work

specifications associated with design faults would have been performed at the earliest

possible time (ie. 1991 rather than 2 years later).

ASSESSMENT - Servicc was less than reasonable.

2.lL hoblems with the cordless phone were not srictly a responsibility of Telecom,

although local Telecom staff appeared to be involved in the oPcration of the units in an

endeavour to assist Mr Smifi.

ASSESSMENT - Cordless unit(s) caused a level of problems during a 3 month period

which were "outside" Telecom's area of responsibility.

Z.lZ Incorrect programming by Telecom meant that callers to the CBHC 008

service were ac$ally connected to a fax machine from some time in the January -

February 1993 period. It appears that the 008 service had worked for some time

before the fax machine was connected (ie from December l, 1992to some time in

January 1993), without the error being detected but, at the time of connection of the

fax machine , the error became obvious. 
tr.

It is unclear how long the diagnosis took after the fax machine was connected, and it is

also unclear who was responsible for testing that the services were working correctly

whenthe fax machine was installed.

AS SESSMENT - Indeterminate

2-L3 Some calls to CB from Warrnambool area were lost during high traffic periods

due to incorrect dimensioning at the Warrnambool exchange. It is not possible to be

definitive on the actual impacL As there was a known solution to this problem, a

reasonable expectation would be that the fault was detected and corrected as soon as it

began to havJa significant impact on calls. It is not clear when this point was reached-

ASSESSMENT - Indeterminate. :f

Z.l4 All services were lost for 9 minutes due to an exchange software fault. A

reasonable expectation would be that the whole exchange would not go "off the air" at

all.

ASSESSMENT - Service was less than reasonable, although only to a minor extent.

2.15(a) 3 April 1gg3 - All calls to Heywood were affected by line signalling failure on

circuits to Heywood exchange.

ASSESSMENT - Service was less than reasonable'

o
o
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2.15(b)5 June 1993 - lntermittent "no progress" on calls from Sebastopol to STD
destinations. As CB is remote from Sebastopol, and raffic from Sebastopol to CB

would normally be small, this condition would not reduce the overall level of service to

CBHC to "less than reasonable" provided it was not present for more than a few days.

ASSESSMENT - A reasonable level of service was provided.

2.16 Use of the MCT facility was not understood by Mr Smith, thus some call

symptoms occuned which appeared to be real faults.

Reasonable service would have included explaining to Mr Smitlr's full satisfaction the

function of this test facility. This apparently did not happen.

ASSESSMENT - Service was less than reasonable.

2.17 Some peak period congestion occurred over a period of 12 months. It is

unclear how significant the level of congestion was.

AS SES SMENT - Indeterminate.

2.18 June-August 1993. No pay phones in Portland areas could call 008 services

(including CB) for seven weeks. As this was a fault with ciuite specific symptoms, a

reasonable expectation would be that such a fault would be corrected in less than the

time actually taken.
l

ASSESSMENT - Service was less than reasonable.

2.lg In these report cases, no fault was found. A reasonable expectation'

particularly considering the previous history of the CBHC services, would be that

either the cause would ultimately be found and explained, or the faults would remain

"open" ie. not cleared or completed. It appears that neither of these outcomes

occurred. Nevertheless, it is unclear what the impact on the CBHC services was.

ASSESSMENT-Indeterminate. 
f .

2.20 This fault appeared to be confined to a single occasion (though affecting 5 call

attempts). A reasonable expectation would ue that this fault remained "open".

AS SES SMENT - Indeterminate.

2.Zl lntermittent effects on the Goldphone resulted in it being removed frorn RCM

I I I days after the potential cause (lightening suike damage to RCM I ). At the time of

removal, the actual equipment fault had not been found, although testing was

continuing.

This seems to have been a reasonable action and timescale under the circumsBnces.

ASSESSMENT - A reasonable level of service was provided.

o
o
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To

From

Subject

Date

Fi le

Atten[ion

David Polson
Techaical Manager

Cape Bridgewater RCMs

?4 Mzrcb

h:0094?

Conrumcr CII Derlgn end
ConrL'ucljce Tul/h
CA.rJ Tc<|rrrcpra

PO Bor 115 eetbi.atVr 33S
l22 Afirulrmg Br Sh Ballarat 3CC

Arshali!

Telepfrn Ol f+fg9
Intematimd 6t'53 33&(g
Frcr,lr:riJo gt3 @533
llcfilo OtE 503 89?

Pager C$ *!126

Igg4-

t Following a request &om Service Delivery for assistance ai Cape Bridgarater late on 19.3-94 iarrived at PortJand early Sunday morning oD tbc zu3-g4.There was iprobJem witb R&{
system no I bctweeo Portland ard Cape Bridgewater tbe prarious day. Ongoing problcaswrc
e<pericoced by ansomers sincc 8-3-94 on RCM number i. firc probi"rns ;;;;Jy.i;-
very sbori durarion and he.d often cleared by the tirne $a-ffarrived on site.

It appeareC that the line sysrem was intermittently failing for short pcriods of tirne (15 sec;rds
or so) and then coming back up. The qystems are all on copper bearers with l0 rcgcnearors onthem. ThE RCMs arc fitted with auto power fced restart cards, and-the alarras arJinpun<i ro
AI'{S. Occasionally on a failure the channel cards woutd loosc t}reir programrning *a O"rt,. Xo
alarm indication is given for this. The SCU fail liglr d Capc Bridgewaicr and etS at porJasc
would also h up, althougl this was notcoNista$t u for a long p.rioa of ilma. The SCLj erd d
common cards had previosly been churged by local staff

We were ablc to duplicate the SCU fail lighr coming up *it-h a short bearer break on g t*r
modd and was aszurned wc were cxperiencing itttermirtcnt [ne sysicm faiture on thc syncn.
The original installation was for 2 RCMs wittr g regensrarors s.nd. *p"**ry filten fqce.chdireaion of transmission. Stren a third system wu reguirec, consideiable air6crit;A 

-"

experienced in getting the third s)'stem working to ruih en cxtenr that arr additiona1 r%.;l '.,,ssinstalled bstwecn locations 8 & g.

witl a srspect line system we proceeded to do a trios resr when ,lJ *6: *.. oE aBa h:ringadviscd Nenvork Muragcrnent. we could not sec any rcgcns. suspecriog faulry srpcrvisoqv ./ ,.pairs a rcgcn was opcncd ond pairs toned only to 6nd Lf regen hourints were connccrc ropairs 5 &6 aod thc terminal zupcn'isory conneded to pain I l & 12. Thi-s orplained or:r Ejjurc
to find &rly re8enerators. With this churged at rhc tcrminels to pain i &6 wc could scc drcgcns o<ccpt thc cxtro ono installed berween 8 &9. Oc investigrting this caus€ the zu;rcnirc,y-
Pairs El t-his location were on pairs I I & 12. This was reaif ed enabliog g-rc tcsing of csrjr
rcgcncrator. LFthc linc rystem f3ilsd rve sbould now be rble to tocsus€ lhc farrlt. Thc oriei,ul
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acccprrncc rqrr rca'rlrr ehour 6-lrcr re:ting ar portJaad 
0T:o-. oo) rnd CrTc Dr-id6cryarerQocation l0)' tn orr tesrilg no reading was obtaincd at m rnd tlc T,aainjfor iocatjon r0 wastlre regenerator and not t-bc-cap eBidgewa,., t.r-i*l as shown on r.U, rin she.q.s. RC?yftemxittaj reSeneralors do rot bave tle TX end Rx monitor points ccctcnded fiPu?ot't' AII ororir dd.J to rlrc di.Ga.rti.l h rd;;ry;g thc fn'lt wirh tbc "j,:ltl:ry Ehor

s'J'tr€tl,tAry r/gts&
It rrnr'st be notcd tl'q-t t5c ar:ry s':pcrvirory grstnm docs Nor c6-c<e t5c b,e.rcr padoraaocc butis uscd as a maintenancc root ii*rc tinc rystem is frulry.

Dwia-g thc Suaday and Mo.nday_thEl I was in atlcndancc rhc rJrstcnr did oot far] e.!.noug.b it wasout of scrvicc for shon pcdoai(approx r-2 roinutcs) for rrios testing.

with funher investig.atjoo it appeared one of our problems nuy bc morc rerpa?l*ie rsratac, aswhen $e reraole tld.** not'opcned for-somc ,ir., trrli , ppeardto be whJn we hed r-bcfailurcs' This would e-:pr"i" orty * fail'res o;;; ;i,cn I was ,rr.,^ or,-r, tl:e door opcafor a large proportion of the tio," on suodayand io,naiy.Anorher scu was obrzlrcc rndirutalled'in system lon 23'3-94- nt;,roit repl^.od has oivio_usry-becn repai.rea and r:ey Lrdeedbe nrspect' Furthir testing 'yix be ;r;;;;fiil;;alry wirh ,r*J,J rrr'pe!.aiuies.
Additionaj testing has con'5nned that the replacerl scu was.indlf aury. No ot-her probreroshave b.* experienced since rJ:e scu; repraced on rbe z3-3 94

DMid Polson- CAN Trcir.rolory . Ballarat

Ros Anderson - Servicc Del.ivery _ portland

oo
:r
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Sources of Information

The information provided in this report has been derived and interpreted from the

following documents:

. Smith - Letter of Claim (SMl)

. Smith - George Close Report dated 5n/94 (SM8)

. Smith - George Close Report dated August 1994 (SM9)

. Smith - FOI Material 1994 (SM44)

. Smith - George Close & Associates Report 20 January 1995 - Reply to Telecom's

Defence (SM50)
. Smith - Samples of FOI Telecom Documents (SM49)
r Smith - Appendix C Additional evidence (SM48)
. Smith - Summary of TF200 Report (SM47)
. Smith - Bell Canada International Inc. Further information (SM46)

. Smith - Assessment Submission (SM2)

1-200
200 - 400 \.1
400 - 600
600 - 800

*  
-  800-1 ,000

1,000 - 1,289
2,001 -  2,158

. Smith - Reply l8 January 1995 (SM53)

. Smith - Reply - Brief Summary January 1995

. Smith - Further Examples of Additional Evidence Two Volumes (SM16)

. Smith - Fruther FOI Material (SMl?)

. Smith - Cape Bridgewater Par I & 2 (SM 20 &21)

. Smith - Additional information (SM45)

Smith " Telecom Defence Witness Statements
Smith - Telecom Defence 8004 Service History
Smith -Telccom Defence 8004 Appendix File I

Smith - Telecom Defence 8004 Appendix File 2

Smith - Telccom Defence BOM Appendix File 3

Smith - Telecom Defence 8004 Appendix File 4

Smith - Telecom Defence 8004 Appendix File 5

a

a

a

a

o

a

a

a

t

a

a

a

Smirh - Telecom Australia - Ref I Statutory Declaration of Ross Marshall. Ref 2

An Introduction to Telecommunications in Ausralia. Ref 3 Telecom Australia's

Nenruork Philosophy. Ref 4 Glossary of Terms
Smith - Telecom Defence Principal Submission
Smittr - Telecom Defence Legal Submission
Smith - Telecom Supplement to Defence Documents H3d219
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A site visit was conducted on Wednesday 4th April 1995 covering:

. inspection of thc Capc Bridgcwater RCM cxchange
o inspection of the CPE at the Cape Bridgewater Holiday Camp
. inspection of the exchange equipment at Portland (RCM, AXE 104, ARF)
. discussions with Mr Alan Smith, accompanied by Mr Peter Gamble of Telecom

Australia.

t

o
o
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ARF, ARK

AXE

CAN

CB
CBHC
CLI
CPE

DEFINMIONS OF ACRONYMS USED IN THIS REPORT

Elecuomechanical exchanges with pooled central control (registers) of
'crossbar type' provided by Ericsson.
Programmed conrolled' telephone exchange (generally digiull supplled

by Ericsson
Customer AccesS Network - covers the reticulation from the exchange

to the customer's premises fust socket point

Cape Bridgewater
Cape Bridgewater Holiday CamP
Calling Line Identification
Customer Premises Equipment - covers the telephone cablinS, and

equipment (telephones, answering machines, facsimile) connected within

the customer premises. May be provided by Telecom or purchased and

connected by others so long as the equipment carries an AUSTEL

permit to connect to PSTN.
Erlang - measure of telephone Eaffic: for example if at a given instant a

faffic route of l0 circuits has 5 calls in progress, it is carrying at that

instant'5E'.
Interlinking Exchange Network
Intelligent Nework Centcr--handles 008 and billing

Malicious Call Trace 
41'

No Fault Found - Telecom leport code if a fault was lePolted but

testing did not indicate a hard or specifrc fault. This covers instances

where Telecom uses the phrrase: "lnvestigation by Telecom with no

problem being located or subsequcnt acdon being'required'"

i.iational Network Investigation - 'NNI is the final point of referral ln

Telecom for the investigation of suspected.network problems'

No (call) Progfess - caller receives dial tone, dials number but does not

receive any other tones and the call fails

Priva,te Automatic Branch Exchange, similar to a Telecom Exchange

installed on a customer's premise.

Public Switched Telephone Network - consists of Exchanges and IEN

Rwal Automatic Exchange - an electro mechanical exchange of the step

by step (S x S) typt *ttitt utilises successive stages of selection dn' a

rotary hunt based on the dialled digits

Remote Customer Multiplexer - a system that enables customel

telephone services to be carried over derived circuits - for example over

a c;ble carrier system. An RCM of the type used at CB has a 30

customer capacity per system, each with a dedicated line over the cable

carrier systems to the parent exchange

Recorded Voice Announcement--an information message, usuaU.v

provided to Eive basic information in situations where a call attempr

cannot be completed.
Subscriber Trunk Dialling--calls designated as toll calls with frxed rates

per call, type and distance.
Time Consistent Busy Hour (of telephone raffic)

Traffic Route Testers--a system that enables technicians to simulate calls

on the network and conduct network investigations.

oo

o
o

E

IEN
INC
MCT
NFF

NM

NOP

PABX

PSTN
RAX

RCM

RVA

STD

TCBH
TRT
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ATTACHMENT ONE

THREE LETTERS FROM TELECOM

TO MR ALAN SMITH
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Posnl Address
PO Bo.r 356
Gien Waverley 3150

1 September 1992
lvlr Alan Smith
Cape Bridgewater Holiday Camp
RMB 4408
CAPE BRIDGEg/ATER 3306

Dear Alaa

'We 
have not had the pleasure of meeting. Elowever I have been briefed oa tbe rnana-rs

relating to the standard of your telephone service and recent communicatjons berw*n
Telecom a-nd yourself. I-et me fust assure you that we in Telecom are commined ro
eDsure tbai, tbe service provicied to ali customers is of tbe highest possible statdard.

I undentand that si-nce our recent tests on your semice were completed you or your
representative met with senior Telecom managers from our National and Corpoiare
off,rces. I also understa-nd rhat 3t that meeting you expresse{ coocerrrs tbat your sen'ice
was not operating at reguired levels of performance and sought an undertaking tbat
action would be taken to rectify this sinration. 

/
Whilst obr recent tests indicate that vour service is now performilg to normal nerwork

etalea stuay-oi 
"u 

Oi etenEiifrT-vour lervice ano
tbe tests which have been conducted. Jlg aim of this study is to confrrn tbe suldard
of service you currently receive a-od to cbeck that tbere are in fact no ongoiag
problems. This testing could also involve a-n additional cherk of the communicatiorts
equiprnent at your pr-nises, if you agree. I alticipate tbat this study will be complet-*
by early October ald I will be bappy to discuss the results with you then, should you so
desire. Should this investigation ideotify any faults in the Telecom composeot of youi
service they will be rectified il accordance with normal practice.

' t f

I-et me close by assuring you that I am personally corrm.itted to resolving tNs raaner
and I am available at aay time to discuss your concerns a-nd e:plore osooriunities to
resoive our differences. I can be contacted on (03) 550 7500, should you wish to raise
any firrtber matters with me..

n  n ) t t
l\nc"r*,nt /LWa4,L,
Rosanne Pittard
General Manager
Telecom Commercial Vic/Tas

ID: RP010902

\

o
o
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Telecom Commercial
5a0 Sprinryale Rd
Glen V/averley 3150

Postai Address
PO Box 356'
Gien'Waveriey 3150

Tel: (03) 550 7330
Fax: Q3) 562 1926

18 September 7992

lvtr Alan Smith
Cape Bridgewater HoiidaY CamP
RMB 4408
CAPE BRIDGEWATER 3304

Dear Mr Smith vt.

Thank you for your lener of 10 September 1992 regarding the quality of your telephone

service,at CaPe Bridgewater.

May we assure you tbat Teleom is commined to providing a q'riality service for all our
' customers ald tlis commitment is supported by a technicai organisation capable of

reqponding quickly and efficiently to a service difficulry should there be a nesd.
, 1

\ 'We 
believe that the qualiw of your telephone :qrvice c+n be gua:Iant€q 

lnd 
althoue:h.it 

r

at there would never be a service probiem we could

see no reasoD why this should be a factor in your business endeavours.

Shouid you still be concemed about tbe abiliry of Telecom to provide a rei.iai;le s.pr-iie

. may we offer tbe services of our Area Manager, Mr Mark Ross (telephone: (053) 370

Zii) of myself (relephone: (03) 550 7330) as a contact sbould you wish to r-:,scuss &n)

current or furure issues.

^E ci :

flJ Telecom Australia
! t7

Aurr.ahan ln6 ovaatar l

lau(om6on(lho6r cor0orl toa

Lrnrt .d

A . c . N .  0 5 i  7 7 5  5 5 6

o
o

Yours siacerelv

@
6e€i-.SZ-

Bob Beard
Service Manager
Telecom Commercial Vic/Tas

ID: 8B180901

Aurtr:l i : 'r Talacom
Prouoly !!ogoalrng Autltalir '3
Olyhg 'c  t rem |  99?

ag
a?a
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25 May, 1993

}vtr Aiarr Smith
Cape Bridgewater lloiiday Camp
RIVIB 44OB
CAPE BRIDGE-WATER \rIC 3306

Dear Aian

Telecom Aus:alia endeavoun rc provide ar all tines the tcl#b--uuicarioos services i!

respcr of which a cusromcr bas made application, bowcvcr, Teiccom does sot guararlt€

co;dDuous provisioD of, or fault frec, lglgsemmrrnications servi€s. Faults do occur in tbe

nerwork frohr rime to tirne and we work to correfi any fuula as soon as Possible aner they

a.re rePoned.

On the basis of tesr caried out to d.ate, and current measures of uerwork PcrforBaDc3,
ind,icarions a:e tbar the performance of tbe Capc Bridgewater RCIVI (ro which Caoe

Bridgewarer Hoiiday Camp telepboue service is connectcd) is up to nelwotk staldards-

Given the recenr experiences described by younelf, furtber invesrigdsp5 ils[urling

rigorous tesring will be carried out.

O A funher srarernenr will be made upon cornpietion of tbese i:rvesti;:coos- '{

Youn sincerely

/ )  ^;//wr,--,u /ryh,^r.t
Rosanne Pirard
Crcncral Manager
Commercial Vic/Tas

1,..|34225
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ATTACHMENT TWO
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MR ALAN SMITH'S SOLEMN DECLARATION

oN TELECOM',S ,(MONITORTNG 
DEVICE"

H34226



.r Jsi.1i i,i'rrr;' iitgrot cji!:er
CFF€ ERIOG= HDRY C}+IP

AIan  sn l th

o (  C e p e  B r l d g e w a t e r  i t o l l d r y  C a ! | p

P o r t l a n d in the State of Victoria

do solcranly and
sincerely declarc

TI {AT Approxrnar i l y  s -?  daye pr io r  to  r ruae 3  1993, .  r  baa a  phone
cal l  f r0n Tclecon Nctrrork rnvest lg iat lon unl t .  ?hls cr l i
va3 to.  establ leh an appolninent, / t ! ,nc for  tvo inveet lEat lng
of f l cers ,  f ron  th ls  deparencr t r . to . ! t c€ t  6 .  a !  capa Br ldgeeat€
Boltday c l rng. June 3 tg93 ves the nooiaated day, =td artornoo?
f t  vaB  hen t {oaed  by  one  o f  t heeo  o f f l casa ,  b .eaqc .  o f  t ha
cont iDued phone coapla lnt r  by rnyre l f  end o?hers,  f r iecon 

:

na6 conaacblag r  t tgn l tg t l t tg .dev{ce,  go cr tab l { r t r  vhy theac
canpla int t  eerc l ,n  abuncaD€e. .A!  No l tuE, '  e t3 l t  ex l le lned

by .  t h l s  o f f i e r r r  - rh l? . tha  tee t l ng  rach {nc  rou ld  bo  r  dcv i cc
rrherc by thora operet!,ng thie nachlnr could :"{tten co lry

hone convetgatlont. H.ad f Dcca. inf,orrrrrd of suchr I vould

have rarDed , !y  s ln f lc  c tub nenbero,  peopl r  r lnEiag ny

busLnelsr  that  for  a  per lo€ of  t lnre vh l le  ny phonc serv ieE

" "1  
bc i . ng  v leved r  e l l g  canvo rsa t l onc ' cou ld  vca f  ve l l  be

l ls tencd ?4.  W orn p€rsont l  coavetst rc{ens,  Touf .d  r .hen

have brcn carr ied out  i ; } tg  the Gole phone t  .267 Z60,

x  have  D lese l i t ed  th i c  l n (o r r t r l l oa  he re r  9 ta?u?ory  Dcc la ra : i on ,

as  3  vas  ashed  by  Drv ld  l ead  x ,ano  Te leconnun lca t l onc  F??  L td

on  the  5  ep r l t  1995 ,  v la l  3  a r ra re  o f  t h t s  t t cT  equ tpaen t  6n

FY l l neo  . .

AI\ID I nrakc this solernn declantion ionsclcntiously bctieving the safnc ro

be mrc and by virfue of the provisions of an A* of rhc Parliamenr of

Victoria rendcring peircns making a falsc Ccclarrrion punishablc for wllful

and corrupt perjury.

DECfJRED ar \ot s\o\o

Stare of Victoria this \\A'

in thc

day of s.$'\ onc rhousand

nirre br.v:dred xdrJerl\.vt

ffii,lKN*\r*\..\*

oo
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