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F.o'I.documents,lnternallEIsrRAlttgrsY'{t*on15August1991'
include 'i/c calIt':J- ai ,eceirirg i"flgiiiignot '!:' it? not e'g' tun callets

ftom colringwor; pV7lietil. ir,iriui beei s continuttrg, probrem and he is

rosrng a totorauiiness. i sora t 
"iio^ 

f.i * ** nito'y that the prcblem

msy be in the uih,-.-i"a that the ,ZiiAi\t/8 unuldsoloe fftese prchlems "'"

and

"there are only fiue tines Portland'&pe-Bridgeunter' If aII arc bttsy caller

gers d lorzg tone.lqiC 730 - S p.m.'-i oi; S ' A-eb p'm' 4 bt$v' 'RCM roill fik rftis

poblem.

L John Blackle's communlcation (A4055S) to Greg Bannlster on 2 February
- tgg4 provldes further details of my telephOnetaults.

F

Ratl:
To:
3ubi.(c
9rt :

Erd..Jdlr
Bltilrr.Anh
C$ratteocrr
wcd||l*ry. zftenrtf lit tt*vlx

G.dg.

Ttrr |.dronrdoo b! lr.€ en QF alcgrorbrdq.r tsrdf Gd f'6nr|Fd:

i) LnS r*reorrrrwcr lsr d rtrr proum h cty rgl |.otrodd-fili'lt|rrltwrt
dcr{tr|.C cNrn {sd €.@,s' QrlPrrl

Q \4ad|n Ofr€|dr t|lolrtllif,tlt tt'| ulr| tcrt Gtb'rtt l-* ?'..T:11 uttrE rd

ri..rf, f.Eo,it* XirtrUrtorrrrdllt {dhdt tlpatDsfPen C*DB(ilrr*td$erlFl
rnr.ft('d0t
i?a3-t-pir,,* (nt Fr+ fhr Crprrngr1trrlqrfrsr6rrt rlh*f uid cf nsrt:rr

QTong edvL6 m. thd to t& hu'rrdgl|. LrS rtlDcrnr dd tu Glcrl't' tnt Furdrr on gr ' 
'

pio*Fr wf ar Wo* Sprclcdsr qorfl*t h Ocnbr 1{l'

M rh.CrtiB.uesi.titQrrtsrl.rterdbffii'f'fltdDrql5rr9|lt'dtrrtrlr
rr|sd|n6rfiqp.3.i'td3*'

q ft. q?. S.Ce.vdr eaqr U ernfl cod8 .a d alFqt3 fs-l-q|I b la'$'

tir rrrdm rcn r ? hcd;Q.; ; d;b.fi;165|iirraid Wtrrcir gtsurarl.

fhr qrrdon rrrrlr*.rrry Cd.tre sr fa btrCrF. Ittlgliltq4.g llf tr-QgC1t"T1!
l*11i4 rnWo* 8prc. Tsre rrrr nr OCoa Fs35 Oirr.il Crrq/hntag tdtcodrd gerp

urrryerd..

I tavt enrnfrrrl ro csrrcrtrr Pcrdl$Olctc cr(l s ITB cf('i'||t8tfi0Oa pd|.t* (o|C -Ad

smfrr Oesl bra11. UrUstnrff. no.t b.1rtFdtgdc or & crr hrh, l6b Blbr lalorcd tp
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Telecom Secret

brucr Involved Dqring .5c Rcloludo! -Frcton CoCridcrcd

l. Alrarcqtae*cdSlS0k

2. Chsnccs of legal *tioa - Uth

3. Cbanccs of racdir aetiou. t0096

4. Poorln6'e1p*o of Telccoan:
- hisoricrtlv_ ,
- l'f .?tffi- T t.rr PocleDd problco EEd b Ocober
-, wirisb rnd c.bliag issrcs
- RVAoncolgestioa

\
slow rcsolutioa of gosc problctas bo$ r*boic.I aod crsiEs

C1CT iavolwaeat:
cbelccs of clrss astion. :ffi:;ffiffiffi
- AdehidcPfrEr
- MGasrUa
- Porrl&d

Evideoce ofproblcms:
- Many lettcrs srting th probreo of not getiqg ttsough to Alan snith- Pcople prcparcd to rruke statcncua of froblcos- Ctains *,", Algb"d nrag hitrnclf frod bis Ooldphonc and aot got rlrough4- Arrctcl gnd Onbudsuraa botb.t d torrble gcGtgbrugh
' Many chins whicb dght be difEcult to arbn ariarc in co*r b,ut vould bc

crcdiblc i! tbs ncdig
: Visbility ofbrsiness forthc funrrc. increascd hokilgs sincc the scrvicc
Psriod oftine

Costs incuned:
- Additioad phooe calrs ro chese up btsirrcss - abqrr $1000- I4gsl cosrs - rbour t1000
- CanpsFparcd butnotrun
- Adverrisiag
- TinG

Alan's tlac a'd othcrconscqucatirr cos* - hcsrth, stlers. etc
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Telecom Secret

c0400?

10, Loss of hrsiness:

ff$fftft* 
prrtvcould Dot contad A!a'(cideoce in rcacrs - 5r0,ooo- Erc8potrdng - abour540,OOOorcrrpcrioC

I I. LoJs ofparucrship:
' Al"o chi*s Stcp'ooo loss.becarse hc trd ar opporuaity .o seu a sharc in tis

bwiucss but this oppo;iliv;H;; fterocoid p** srered heffi,T.HT*H*t$ ffi* r,,idm;ffin senrice
12. possible legnl eosb:

iiaH"T|- 
legal acioa Tclecoa uDuld iae'significaat rcgal costs to deftod- If Telcooa lost, wc coutd- Esd;Ed wbat possiu. 5!lf 

iacnAJao sei6's cocs

t t' 
frHff ;lff ffj|}lT:ff*'s once has beca a.ti".ry iavor ve{.

t - 
;R*r#:ffi' trH#Lf * indeperdent arbiralor to n:sor ve

ts' ttt-tffil9" -.I ba'e spoka.ao_Al* s3,h rcqurarrl (da'y) over a period. Imeprior'fi"Tfi 1tr'qp;,u'*i[r;r.,Hr*m.nr",hc rrrprc 
" fT* {".i*"ai""recd;il,;h }rchT rwr,,ry **

*!x ffi*tft,1*i**" -*li u.., a *Ek and A'srer ardRoss ia s"tr"*o ror hi." ; ;'#'H ffi'*," ;.ffiH*f*'g*pendteburyl u.* rp.J.H,[ 
"T $ilil;; u hrsr Bruce aven3ed

j{ cdrs a wcck r+;; il sr1". i. "rr".l*o.e &c Area il**o\ *: ffi;ft T"'*lf:;*i#nx f; :y5,tr Bridscv*cr
tt'mTtljl? - Ir& saithb *:?-br€'s u,t,. r*twolr.rcra*d rad qprnnea r*g;Tg6;:Jig.trtrI:.,*nTffiHrfu ,
cornpc's*iooffi "ffiffifr :r?C*ffiffi'ff ^:",.TLir h probaUy the il;ff;r,b.,r11G,i,i. ;; opioioa Aren smith!crsc was aot a good t; 

lf, 
i.*i"n t ,". *;;;rrs tnrnr.riticr - given his'1 .

RP?oot02.Doc
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Telecom Secret
c44008

I do aor believe it trould bc inTeleconk intcttst o have

TO wT7€rEfl P.3A
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orcnll' '* s'i.'t erephone scwicc.!1d *qs &om poor cndc of nct*or*
ffiffiffi;;*J**"; with so.c afu*rb n aacct *r*r.
I! &e nedia Tclccom rrould not brvt looked good a a tne c/tcn welr€ ,rorkingberd o inprove &ncral.,r*;r;;;*,

ln e legal bade, Terccorab charpe of wiaaiug would ta\rc b h cbout suso. rre badpublic{ty forTel*our vould hr* bce" sigificaar

Io uey vics wcrc A{* sEith b wla a tcgal bantc te courd iorr beeu anracoi:il3fr ';ffi ,"Tfl ,tr;,fl t.xl'*Hrffi _*ffi""
ffi"ffiSffilf connercial juderqcar r coosidend ir be&r to
ldr S*ith's couanrnicatioa anaqgeucat is que$ionablc:

: ilHrfiil33*.F;.8-;00s,il;;;rsuo not ser up- *s*d*.ffi#ffift'ffi,;
- Telccorat defat h ddr,rbroa earsaliry 
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Alt

- ltc urobcryo rrte -".lii L"tlU.i U't- *;r.t h.* b.*
b ldcrlctuG qE S rd. Yo btturi*6aa'dfudtiddr cdf

frc gooa n-r 16 flrltffi c ugfur cr!- G *u ru critg
h#-- .rdid'o bc crilbdl'd* ii:ful i r titb fuar c*dlllt
ht c drr, nnr mjt a& odreb cl[.rb tg&ttr& @ by lc
cdry lrr cr.$dg$s 6q.n 

|c$V gqF.r,h._ :
Whrr b EqoirGd ir rLrr dc a'd rdl 6rnb &rus ftrtc E tb
clsrcrr !r a@EE[ rD hss ctrF luE n bqpqumcu E E.qqcL
Oncc rc bere r g of sriA Sl' c ejta O 6c'r[trid6e d fu cpdoi. ud
E@ tc$d, Nclrd Pmb ril hflcapl 6e rr RYA b rsfubo rirl
ervritgg$ercocc uban o r[ d.fgr!G$ Ilcc ceraembcn ritr id il
bnlrk*rio-

Ilc gF rrsrfe& Uicrdre dr&rtleel *c rLrrd&c cr RV.{ rLoqH bc, rad it
!ancrlb b6:6dOCd*.

' Tdccmqnc trrc trrt iac. urtb o rc6b €L nas fi't.r 6c
Ebcr DceB cr6tt r3e- fb e[orrb3 trfurc qbc $oqld bc d rod
cocrsl o rb1-" -TT::* 

ifu. 
tr&n*a laf

ltit D..dr b irq@tlh ttc lcrrtwc o rcdca surrnlcoorfbisr rid hdr
ildiry rld tcd$arrnqt Your Gdu rncado rtoldlerncdrud.
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Anyonc vfio uscs a telcphone has * somc time reached a recorded voice annotmcing *The number

you arc calling is disconnectdJ or something similar. within thc tclccomnrrnications industry

tt * -.r*!i are rcfcncd to as RvAs or Recordcd voice Announccrnents (refcr Glossary)'

Among oc iuttiurac of FoI docnments that I received in 1994 was a copy o!-a Telstraintcrnal e-

mail dated iagtgz,ufuich rcfqs to the nd to "lrove a very basic raniew olall our RYA messages

cnd how rr*';;'qpina" lLis e-mail gocs on to say r'... I arn sue wlpn we stat to scratch

qowd *, in irrai lnst of rctwork circunstqtces *ir, tuuppropriate RYA| oe going to line'"

. obviously Telsua wsrc awa!€ of RVA problcms long beforc I experic'nccd thcm'

I
I
I
I

I
I
I
I
l
I
I

From:
To:
s:
$Dfrl:
Ddr:

DPlrd
EE f€
Oe|rf, ffirrtfu JHoltttcc
B\rAl|cassott
SnOey; zs Sefsr5er, tlxF *l?Pil

. l  \ l. .  t t l  I

trw'ql

A03s{4

Bl,

We rroed b tran a vory b& rrr'iorn o! 'lgtr RYAglflq:-ttd lpw Oor ep

#ird n Up ;onut a o;3ond;tp dab r bgnmlc lrtr53tuhi;h b

rg&ctdtoem*dtliien rutcrgei3 e r[ro qr@ylu h3rndalod b

|i;il-or hes Uegr-dsnoaeC rncssage..ltdti Pdltt}t t"rone 
"td;ffi6o-tu sch* cotfiDIs u nn me Urb b al ur trrnilterl

ldil. r b chetly uniidtf'-l ltsts qtty qrrag qtr-cof1gn aarpla'I

"rn "r-n 
ut .,, itB o"n[ 'o|dt .tutd lawil frrd ' lcl d mtuod(

i EillrE:tresrhsorwpropdato mtAs angphe bh''

Gen yOr phase hane sonreona [er1!ly Ere orr€nt lptsotk R\tAl 'nd wtss ilroy

;'{,pre-i 13,rbt eirifiJco.1o uordry sonrtpra6 bercrnptsced ^
uvrh rcfredhn to a; ogeritor d AsHattcb. sofli' tvh"!-mstruts nRes- -
ffi 

';ffiffineOio 
Ue f patty. some rtro,L t a uods slrgtd be dtan@6r

c!ilny .oc .cor36"f ald il; iit"6 U,e cotraruons $,iccd by a single Ht/A
neea-o Ue sp[t b e rultsr of vatytng odions'

Q1r a retated pom. I thhk wr no€d b E\tiox, busy and congastion tones and

;;iff;pt&rdx,ilt aroba m6sago. At x1a tnortstll', n13 t qnbtnors

*rr"fiJt-C#mrriate the tones linan rdsb rrryselq a'6 $ts msy
be cau*tg sorp uru,itd'tsaty etpbdms. We already 9t t e Fice anru1lrcdnsnt sl

;ro..d; hthe il;iilfi,i so maybe a sindar ifbrcactr b lhaiuncliotf
ard-hcal nettrcd€ b aPgwiato-

' 
Oon

6 6
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1999

Januarv l st

ffittr 
sevik Turkish women's Group. compraints about Go*r phone not

January 6th
Portland' I rang. my^c-amp anf g$ an engaged signar. I had only access to rhephone in my office. Otfice'was tocked.

January 13th
Rang 1100 and complained that a friend,-Margaret, could not get any answer frorn
our phone. lt.never rang at the Camp as I was-,in all day. Operitoriold me no fauh
shown at exchange. t

JanuarL!?1st
Two customers report line engagedfrom 11.00 am till 12.90 pm. Telecom surface
next day. They experience a lunny noise on phone, also'Bendigo faults 1100
exchange have same noise.

January 29th
Telecom come out to check Gold Phone and office phone. I was told loose wire in
Gold Phone. Office phone is OK, no fault found.

February 4th
Yooralla Children's Home blasted us about Gold Phone not working. Not good for
children or staff. We again paid money back to-custom"o 

""y:ing 
money fell

through.

contactad 1100 at 11.00 am we were told both phones would have to be checked
by Portland technical staff.

Portland technician found no problem.

Februarv 12th
Monivae College, Mr. Hackett, said he tried to oonlirm student numbers onThursday Bth and had to wait for some time before getting through. 

'

Two students repoted Gofd Phone once again out. (l have not listed when fixed.)

February 22nd
Complaint by Junior Principal that they had trouble contacting Camp to confirmnumbers and to organise activities. This was the week before.

March 4th
Mildura High school said they had trouble contacting camp.



2t21

3

199O, cont.

March 16th
Complaints about customers unable to make contact. I rang Portland Exchange
and was told by technical staff no fault found.

Aorll 9th
Thomas Moore College, Marie Camp Co-ordinator tried to ring from Mt. Gambier to
tell of arrival. Could not get through. Constantly engaged.

Aprll 12th
Ms Penny Besanco, Go-ordinator of Family Group from Adelaide, said constanly
engaged.

April 16th
Jack from Melboume claims I never answer my phone.

Mav Sth
lwent into Portland and rang my phone to hear engaged signal. No person was at
the Camp. Contacted 1100 and was told to wait till lvlonday for locai technician to
investigate.

By this time I have started to wonder where to go. Monday at 1.40pm local
technician arrives. No fault lound.

May tlll June 30th
Had been sick - worried about the bookings etc. Decided not to enter complaints.
At this time I was getting very tired.

June 31st
Tennison College complained their Co-ordinator had tried to make contact with
Camp. We had not responded to phone.

Julv 12th
Sofie Chanoff, Russian Scout Group, did not arrive on this day. I am led to betieve
they had tried to make contact on many occasions thinking I was never at the
Camp. This one cost approx. $1,400. lt was a self-catering camp for three days.

Auqust toth
Frank Saulsbury co-ordinator said we were engaged most of the week when he
tried to phone from Hamilton.

september 1oth
Monivae College found us engaged when tryrng to ring.

October 23rd
Yambuk Primary School said it appeared we were always not at the camp.
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1990, cont.

November 8th
Gamperdown Primary School found us alwaya engaged when trylng to ring.

December 19th
Gold Phonl gut again. Rang Portland. They came and fixed the same day - (that
was good of theml)

December 31st
Brenton Smith, my son, could not get through to camp.

r99t

January
At approx. 1.50 pm the phone dropped out when talking to a customer. No tone at
all. Waited for customer to ring back. She did not! | th-ink she though I had hung
up on her.

January 8th
A Mr. Coyne complained from- Melboume engaged yesterday as well as today. Are
we open for business or nofl Also phone dropped out at 1.ao pm today.

January 1zth
Brenton STitl' myson,. is gefting wonied about me and my phone. How do I keepgoing? is all he asks about. He had yet again engaged signal all day today. Thitburring is getting us both down!

January 15th
Margaret Beare said she rang many times today and I was engaged.

Januarv 16th
I had two drop-outs. today. one at 11.00 am and another atp.4s pm. Also anothercustomer from Portfand said we were engaged when we were not. rri" Berbartizthad tried for some time.

t anuary 19th
I rang the camp this afternoon and we were engaged. I decided not to ring likethis again. I was getting myself into a state!

Janqarv 21sJ
Bi[ McBurr courd not get through to camp at 12 midday. phone rang out.

January 22nd
Terecom found a faurt, I am yet t3 kn:y what they found. A Doreen rang at11.00 am. The phone dropped out twice, one,at 1l.OO am, the other at 1.rl5approx.
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1991, cont.

Januaru zEth
Sri Lanka Christian Group, Mr. Ambrose said he trled to ring Camp but no answer.
Four staff were on at this time as we were catering for 150 penions for four days.
No one heard the phone.

Januaru 29th
I remember thinking this day 0n my dia$ when is someone going to believe me! |
am getting frustratedl I again had yet another dropout, at 3.30 pm.

Februarv 3rd
Maggie from Melbourne said what am I doing on the phone all the time. She rings
often and can never get me.

Februarv 4th
I broke my promise to myself. I phoned yet again from Portland and the line was
engaged. This was at 11.00 am.

February 8th
Mr. Bob Shaw, Junior Principal, said today he tried during last week four times to
ring the Camp (Monivae College).

Februarv 9th-1Oth
Singles weekend. A group from Melbourne had a great time, except that bloody
Gold Phone was out. I had to let 34 persons use my office over this period to rini;
in and out.

Februarv 12th
Ms Karen Gladmen also rang from Portland and said the Camp was engaged at
11.00 am. I was in the kitchen at this time doing moming tea for Hamilton Higtr
School.

February 14th
Things seem to be getting worse. I again ring Hamilton Exchange to ask thern to
send a technician out from Portland. I had another drop-out. Technical staff cannot
f ind faul t ! ! ! ! ! !

Februaru 1gth & 20th
Engaged complaint by customer at 11.O0 am on the 19th, and again from John
Fabics, Melbourne, that he tried to dng from 3.00 pm to 3.30 pm.

Februarv 21st
Circus time had arrived. Another type of complaint had started. Two rings then
nothing, then one ring then nothing. I did not list the tlmes this day.

March 16th
Football Club, Warrnambool South, had tried to make contact all day and night. No
answer on the phone. I was home allweekend.
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May 20th
I have written obscenities In my diary. Could not get out on the phone at approx.
1.30 pm. I again rang a Ms Robln--- at Hamllton and just about crled on the
phone. Get a technical rnan that knows somethlng about phones.

June 6th
Mr. Mick Morrow Camp Goordinator fom Portland Tech., tells me I don't answer
my phone. Also I seem to always be busy. Late in the aftemoon I hear a funny
nolse on the phone.

June 10th
I have entered in my diary constant complaints from Melboume. No names, just in
brackets (SO MANY TIMES).

June 13th. 14th & 15th
Obscenities yet again entered in my'diary about Telecom over the three pages of
these days. I feel at my lowest ebb in many a year.

While typing these extracts from my diarles I teel so angry, so
sad that an Austnlian Utility could be so heartless. I am today
(Sunday, 29th May, 1993) wondering how I have putted
through allthis.

June tzth
Portland technicians say they have sent report to the exchange for further
progress.

June 25th
Maggie complained to Telecom that phone is crook.

June 26th. 27th. 28th
Engaged............. Engaged............. Engaged............. ! ! I

June 28th
TELECOM HAVE FOUND FAULT IN D(CHANGEI!

July lst
Margaret of the 1100 Bendigo Exchange heard the funny noise on the phone, a
burring two days prior, yet no record of this. How can this be so?

July 8th
A Mrs Ferguson from a Melbourne Group tried to ring all last weekend. We
seemed to be engaged most of the time. I have not heard from this Group again!! I
WONDER WHYII
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July 18th
Lutheran Church group tried to ring yesterday. Dead phone. This group were from
Hamilton.

Portland technicians cams out today and replaced our phone.

Auoust 2nd
Had another fight with my partner, Karen. Why didnt she notice the tirne of today's
drop-out! 'What for," she says, ono one listens anyway!"

Technician from Portland tells us they checked our line on the 5th August, and
found no fault.

September 23rd
I have iust a time entered in my diary of 6.50 pm. I think this was a drop-out,
although I am not sure. l(aren, my partner, and I have agreed not to fight ovbr the
times of our telephone faults. lt is getting us both down.

October 8th
Tennison College, Mt.Gambier, tells me they have rung many times without making
contact. I do not like to ask now what problem as I am starting to think people ari
seeing us as nuts!!!

Oclober 9th
Portland technicians tell us a 1100 fault had been lodged yesterday at Bendigo, but
they had lound no fault.

October 13th
I am told by a Single Club in Hartwell that they heard a recorded voice saying this
number (o55, 267267) which is the Camp_number, was not connecteO. t iep-orteO
this to Portland and Hamilton exchanges. They found nothing.

October 24th
Robert Palmer, Camp Co-ordinator from Heyrtrood Primary School, said he heard a
recorded message on our phone - a repeated voice, as he rang three times, that
we were not connected (055 2672671. I reported this to Hamilton Exchange and
they found nothing!!

October 30th
Glenthomson Primary School Principal complains that he tried all day the previous
Sunday to make contact with the Camp - to no avail. I have entered in my diary'What Now!!"

November 7th
Talbot Primary School, the Camp Co-ordinator in passing said she had tried on aparticular day.to ring us at Cape Bridgewater, but we never seemed to answer the
pfone. I again have an entry in my diary apart trom the complaint, "Christ Alt
Mighty! ! ! "
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November 21st
Hobert Palmer again heard a recorded vclice that (055 267262') was not connected
again, ttuee times. He then rang 1100 and they say they found nothing.

November 26th
Mrs G. Crittenden from Haddon & District Community House, informed me today
that she had tried just before this conversation to ring the Camp and had received
a recorded message that we were not connected. She rang 1100 and they said
there was no fault to be found. She then rang straight through.

November 28th
Mrs G. Crittenden from the Haddon Community House yet again experienced a
repeated voice on a recording that (055 267267) was not connected.

I contacted the Hamilton Exchange and conveyed my views to a lady. I was not too
polite to her.

December l st
St.Johns Ambulance Social Club tried to ring twice and got the same message -
that we were not connected.

Karen, rny partner, and I have another fight over another drop-out on the phone.
She thinks 3.20pm-3.30 pm, what the hell is going ont! Two persons start to argue
over a bloody phone servicell

December 12th
Mrs Johnston - | am not sure where from, but it is listed in my diary - sent
brochures to Ringwood Lutheran School and when she rang us back she heard a
recorded voice that (055 267267) was not connocted - twice in a row.

December 23rd
We have two more drop-outs at 11.15 am, and 1.20 pm, and also afunny buning
at 11,00 when we dialled out.

December 31st
Maggie from Melbourne rang to wish me a Happy New Year. Again she said we
seerned to be engaged a lot. Why lhe hell can't I do something about ittt!

19e2

January 7th
.Painters Group from Melbourne arrived. One artist lady said she had tried lor at
least three hours the week before to rnake contact, and finally gave up.

Today, Karen found me crying. I was finally understanding what my business was
suffering. lt may have been what that artist had said. She gave up ringing in the
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ilarch-21s|
Mr. Watson from Melboume had tried to make contact with the Camp at least five
times. He had rung the Camping Assoclation in Melboume to see if he had the
right number. I have not heard from this chap since.

ilarch 23rd
Would you believe this. Four drop-outs today: 1.50 pm, 2.55 pm, 4.40 pm,
4.45 pm!

March 25th
Complained to Hamilton Exchange about these drop-outs. They sent yet again
another Portland technical man and again he found nothing.

March 30th
Gold Phone is reported to (Bendigo) by myself. lt has a buring sbund and nothing
else. I am told a technical unit cannot come out till Monday, lst April,
ls lt April Fool's Dayltt

April 9th
Portland technicians came out today. They find nothing and t have this feeling they
think I am imagining these problems, or is it they know we have a problern - but
where?

Aorll 1lth
Had a fight with my partner over why she did not record the time of a drop-out.
Poor womanl

Aprll 13th
Delacombe Cornmunlty House came for a week. The organiser said they tried to
make contact from Ballarat on quite a lew occasions but we never answered the
phone. (My diary in words, 'So Whaf) | have started to now live with this problem.

Apr[ lsth
Maggie from Melbourne says Why, Big Shot? You usually get things fixed. Get that
bloody phone company to do something with your phone!" She had once again
been trying to ring me during the past week without successl What,s newt

April 30th
I have started to crack, I think! In my diary | have written 'Where are all the phone
calls? l'm told allthe time 'Busy, busy, busyt'where or who do I tum to?',

Ulay 13th
lagain rang from town outside the Chicken Bar, Engaged at 11.00am and there
was no one at the Camp. I had come in to see friends.

Mav 20th
My phone was dead when trying to ring out. I rang Hamilton Exchange to get
Portland technicians out to the Carnp. Flxed in Portland. Did not come out.
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end. I knew now why our advertisements, promotions, had not bome fruit. I was
losing my partner as well and could do nothing to stop this roller coaster.

Telecom had found another victim. How harsh ls that statement, but how true to life
those words arel

January 1 lth
bJtarat Community Group East, anived, and during this day I had another drop'
out at 3.15pm, and another at 3.40pm.

January 17th
I rang Hamilton Exchange to inform them that we had another fault on our line. I
was not contacted by the Portland Exchange to verify.

February
Haddon Gommunity Group leave. I am assured by Mrs Crittenden she reported
both times to 1100 that a recorded voice was heard, and the Bendigo 1100 had
not reported anything to me on this complaint.

Februarv 14th
A Mrs Kempton complains about us not answering our phone when she rang so
many times during this week. I explained we had a telephone problem, but got the
leeling that she thought we were telling a lie. We never heard from her again.
Surprising ??l!

Februarv 17th
A relieving Camp Go-ordinator from Hamihon High School informs us (What's
new!!) that he had not been able to make contact early last week. lt appeared the
phone was engaged.

March 9th
Peter Turner from the Australian Social Centre, Hartwell, rang to tell me he had
tried to make a booking lor his Single Club. He had heard a recorded voice that
we (055 267267) was not connected. He tried three times in all to make a
connection. He rang 1100 and they got him through, yet they never reported this
fault to Melbourne.

March 13th
I have again written obscene comments in my diary. Yet another recorded
complaint. I have no name to this complaint.

March 16th
Mrs Vander Savill, Historian from Heywood, had twelve guests at her museum
looking for accommodation. She rang the camp this day and heard a repeated
recording that (055 267267) was not connested. She tried again and the same
thing was heard again. She later has explained that she thought I must have run
loul of Telecom and not paid my phone account. I then understood, as I have
before, what effect this recording and the bad service must be doing to my
business.

?4
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March 16th
Portland technicians find a fault in my phone. They tell me on file that that was the
trouble. I still have this documentation.

March 17th
You had better believe it! Telecom today Informed me they have found a
network problem and thls ls what was causing the recorded messages.
Yesterday I asked how come it was my phone. I have yet to have gn answer to this
question.

March 20th
Two English backpackers had rung from Alice Springs today to inform me that due
to a cyclone they would be late aniving by bus in Melbourne. They informed me
they had heard a recorded message that (055 2672671was not connected. As they
were new to Australia they had wondered if we were, in fact, here at all!!! Karen
and I both wondered if we were there, or here, and I still do wonder il I am all
here! ! l

These backpackers rang an operator who likewise got the same recorded
message, so the Telecom operator rang Melbourne, who likewise got the same
message. How could this be so? lt was fixed three days ago - or was itl Well, we
linally made contact and this couple knew they would have a bed when they
arrived in Victoria.

March 23rd
Portland Tech. arrives again, and once again Mr Mick Monow asked whether we
were still having trouble.with our phones. Knowing why I still asked him why, and
he had had trouble making contact with me during the last week.

March 25th
Backpackers arrived at the Greyhound Bus Depot in Melbourne. they rang lGren to
lind out information. You guessed it - a recorded message that (055-267262) is not
connected. THEY TRIED THREE TIMES and then rang a faults operation at 1100,
who likewise rang and heard the message - another Telecom employee actually
heard it. I am led to believe that she rang agaln and got the very patient English
tourists a connection. They have arrived in Victorialt

March 26th
1 100 from Melbourne must have contacted Portland Exchange as the technicians
came out yet again - to no avail. No faults found.

March 30th
We decided to enter all fault calls on our year planner above the phone as they
started to get a lot worse.

?r
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As this document has been taken trom my diary records all other records of drop-outs,
complaints etc. have been entered on my Year Planner.

I have letters on recod of two individual people - one a school teacher and one an
Australian social club, both complaining that the many tlmes they have tried
unsuccessfully to contact us indicates; in their estimation, that our business in folding up.
Reading these two letters I realize that I am folding up tooll

Telecom have a record ol these numbered laults lrom April to September, including drop-
outs, constant engaged signal reports, dead phone, complaints that we do not answer our
phone. The total number is 56.

We have letters from Clubs, Schools, Church groups, and private persons, who are aware
of these faults.

I have two fetters from Telecom management stating that my phone service from
September 1992 is now up to Network Standard, lt was on these two documents that I
allowed myself to be put in a position where I had to take lesser compensation than that I
had shown Telecom I had really lost, not only in a rnonetary sense but in the future
goodwill of my business.

On 13th December I was led to believe my troubles were over as I had talks with the
Victorian and Tasmanian General Manager, Gommercial Division, Rosanne Pittard, and
was given this assurity.

tt mattered not that I told her I would be paying out my partner, lGren Gladmen, because
she had weeks before been close to a nervous breakdown. This lady had come in to the
business with a financial figure close to that which I had received from Telecom as a
compensation payment. lf Karen had not injected this money into the business when she
did there would have been no business today.

I accepted this lesser value for the sake of decency. After all, I could build on a half
business now that my phones were fixed!

The health of a human being that had helped me was my priority. I could after all build on.

Welcome to the realTelecom World of deception and liesltttt

I did not start entering anything into my diary until December 30th, when it all started
again!

No sooner had I started to advertise, send out literature, that these troubles I had thought
were behind me commenced yet again. Believe it or not, by 4th January | had broken
down and wept!!

December 30th
At 1.30 am, 10.45 am the phone rang just twice - just as before, then nothing.

?t
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Sth July 1992

:

I
IVIr Alan Srnith
;RMB 44oE i
Cape Bridgewater
Podland 3306

Dear Alan

Futher to nrylprevious letter in Fgbruary.

r Turner

. . ' . ' - . . ' '. : '

?n
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Tefecom Australia
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Please find encrosed doc'ne"a"ar"r in regrard to a Gradeof serrrice couptaint rroa l{r Alan Suita 
-oi -i.p.

Bridgerater. sH u! \
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"J 

r.i;-'=;fr ilr-" s.storers arecorurested to AXE.

9?l- yor pr.eas_1 i'v_estigqte tJris probleu and provide !ewLth a written 
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r dn fonard this to r,rrsrith and our roiai Federal udLi-- before nlrat isdlready a diffieurt sicuation, gets rigbt out of ha'd.

ffinrices rtanager - Ear*ton 18,
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Posal Address
PO Bo.t 356
Glen \Maverley 3150

1 September 1992
Mr AIan Smith
Cape Bridgewater Holiday Camp
RMB 4408
CAPE BRIDGEWATER 3306

Dear Alan

TVe have not had the pleasurc of mecting. Ilowever I bave been briefed on the maners
relating to the staadard of your telqlhone service.and recent communications between
Telecom and younelf. Let me fint assure you that we in Telrcom are committed to
ensure that tbe service prcvided to ali customen is of tbe highest possible standard.

I undentand that since our recent tests on your sendce were completed you or your
re.presentative mei witb seaior Telecom rnaDage$ from our National and Corporate
offrces. I also understand that at that meeting you cxpresscd cooceurs that your service
was not operatiug at required levels of performaacc and sougbt an undertaking tbat
actios would be talen.to rectify this sittntioo.

/'Whilst 
our recent tests inaicate tlat vourlery g to norm4lglqglk

d
tbe tests which have ber,a conducted. J[s eirn of this surdy is to coufimr &e sandard
of service you currently receive and to check that tbere are in fact Do ongoing
problems. This testing could also involve an additional chect< of the communications
equipment at your prcmises, if you agrec. I anticipate tbat this study wil! be complet.J
by early October and I will be bappy to discuss tbe results witb you then, should you so
desire. Should this investigadon identify any faults in the Telecom component of your
service they will be rectifred io accordance with uormalpractice.

Iet me close by assuring you tbat I arn personally committed to resolving this mna
and I am available at any ti-e to discusS your conceros and aolon: osoorhrnities to
resolve our differences. f c:o be contacted on (03) 550 7500, should you wish to raise
a-ny frrrtber matters with me..

, 4  , ' t t
/\m*,.,-,t /U*rb-,L.

Rosanne Pittard
General Manager
Telecom Commercial Vic/Tas

ID: RP010902

' : .  
t
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ffi Telecom Australia 
o1:

Telecom Cornmercial
540 Springrde Rd
Glen Waverley 3150

Postal Address
PO Box 356
Glen Waverley 3150

TeI: (03) 550 7330
Farc: (03) 562 1926

18 September 1992
Mr Alan Smith
Cape Bridgewater Hoiiday Ca.llp
RMB 4408
CAPE BRIDGEWATER 3304

Dear Mr Smith

Thank you for your letter of 10 September 1992 regarding the quality of your telephone
service at Cape Bridgewater.

May we assure you tbat Telecom is committed to providing a qiialiry service for all oui
' customers and this commitmeDt is supported by a technical organisation capable of

responding quickly and eff,rcieutly to a service difficulry should there be a need.
\ r  I

N-TVe believe that the qualiry of vour telephone selvice can E nranntjed agg atihoueb it tr

would.be impossible to suggest tbat tbere would nevir be a service problem s'e could
see no. reason why tbis sbould be a factor in your business endeavours.

Should you stilI be concerned about the abiliry of Telecom to prwide a reliable senice
. may we offer the sewices of our Area Manager, I\dr Mark Ross (telephone: (053) 370

211) of myself (telepboue: (03) 550 ?330) as a contact sbould you wish to discuss anl
cunent or funrrc issues.

Yours si-ncercly
@ -1
tffa<=V_

Bob Beard
Service Manager
Telecom Commercial Vic/Tas

' 
ID: BBI8090t

Ef Aer..ri.'r t.r.com
()a)at Ptcuoly luoDonng Acttt.li.'l

l5
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MON 28/09/92 203020 tA
MO[.] 28r09,p2 2031P9 tA
MON 28l09/92203t1:57 ONU Ola

2{h saF{ersar: 831 Pit, ca[ from Anstd r€pr€senilattue (03 42Ss866) recehlgd STD pbe tlren'ncildngf on two
calF.
CABS dda forthe Apalty shows:
03 4288866 A 4 PRBL 90CT9a UVEP 3
MISS A E DAVIS CONN DATE 3 NOV sg ACCOUNT NR: 03 4288866 011
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Telephorie (03) 550 7579
Facsimile (03) 562 1925

Exchange Fault Clearances

23 November, 1992
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$**.A.stralia
Telecom Commercial
Vic / Tas Rcgron
5rt0 Sprinryale Road
Glen Waverley' 3150.

Mr Alan Smith
Cape Bridgewater llolidaY CanP
Btowhole Road
CAPE BRIDGFNTATER 3305

Dear.\lan

Thank you for your rcquest regarding nemork fault information which has affected your

telcphone scrvice number 055 267261

The network faults found and their imPact on your incoming calls are notcd below' These

faults were repaired permanently at the time of detection.

t. A fault at Windsor exchange in Melbourne was calsed by a oetwort pro-gfam ctunge' This

programming cauSed a network rocorded mcssagc to be givcn to some callers and was

reprogrammed on 19 l\{arch 1992 which ftxed the fault. nris rurn affected incoming sTD

calls from Melbournp to Cape Bridgewater for a period bf up o 3 wee-k1 prior to the fult

being fixed. The mocirnum impact on your inconing sTD calls ftom Melbourne would havc

been up to 50% and would Uave dcpended on e,xchalgc traffrc at the time of call anempts'

2. Another fault was found in the Portland exchange on 7 October 1992 which was giving

local callen wmng.numbcrs or a networlc recorded message. ltris {art! was found and ftxed

on that day. The iault was frnt rcportod by yourself and ohcr local neighbouring disuict

custome$ on and after 2octobcr 1992 bui u.oor" of its inter-miuent nanrte, was not located

and rcpaired untit 7 Ocrober. Tb fautt was causcd by I of 40devices in the excbange called
',rcgisiersn and acording to test call dala, affected a maximuo of 1.5% of incoming cals

between 2 Ooober ard 7 Oclober.

Congestion could havc bccn cxperieuced by callen due to a combination of the two faults

indicated above and the votumc of test catts Ueing generatcd by Telecom to locatc faula' I

understand that some of your customers expressed this cpndition as "getting busy tonen when

you were not using tnc rcfepfrone. Test t"tuts by our network inve.stigation section indicarc

that network congestion bas not occurpd sincc tire r€eqir of thc Pottland exchangc fault on ?

October.
KO z8 03

Unid A'C'N' 0sl
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I
'-venot€dyourconcernsregaldiogtimetakenbll:11*overrectificationofservice

ouficulties and tbe churging of yoyr r"*i.. to buiiness priority. I rccognisc yiu have reported

service difiFcurties "*rl-iJ"g 
p.4od Jdttt;J eaddtarly iin.. october l99l' These

service issues werp addressod by Td*;;t;;30'0m test calls were generated to detect

and repir tfre proUflms. 1.n ,ii* takcn by Telccom to. convert your service to business

priority in our f"ufi managrt.n -ryr,",o 
Ja' conntt"A UV tnt f"i' tf'"t the billing utd order

issuing systems *ffiffit 1,*.{*iJ-as 
a business iince 6 April 1988' The fault

managcmcn ryr,rriJ*;pd^,rd,o iniio[business priority on i6lune 1992 and will

f*""i -f funher confirrion in regad to this matter'

while I fu*y understand and sympathisc with vorr fnllntion in having to contact and liaise

with many Tctecom pcople in the p.r,l*v 
""i"o-aTg 

h that cunent methods of

communication bctwccn Telecom -o y",i.Jrr are satisrlctory and achieving the results

expected bY You.

our recent convenations have lead me to belicvc that you and your callen are not

experiencing any ,;;; Jimcurties J pr*ri duero irrr Auitt ristcd above bcing rocated and

raail*d' Would you pleasc confirm .r,i, r... in writing .o mc at your earliest convenience.

Additionat precautionary work perfgrmed by Tcllom yhere your service was rewired

approximaref, rg ;oiti, 
"go 

piurtn" f*a -unding trt-t i"""ff"mn on 17 November 1992

will also contriU,rte ; g..to rcliability of your selvice'

Ihavealsoarrangedfortheconnecdonofancwfacsimileservicetobeconnectedatyour
premises this week as pcr your request to me'

on behalf of rerecom, I sinccrely apotogise forany inconveniencc caused to your business

and trust that you will continue to contaJt mc with any future requests or concerns that you

may trave in relation to your communication requirements'

I
I
I
I
I

I
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I
I
I

I
I
I
I
I
I
I

Yours sincerelY,

-l ''7
l- tAI n/ r{*,

Don Lucas
Area Murager - SPecial Products

K02804
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Fth 06{l?9ill AtHct

ftom (os3) 3x4u From

Co"tti. Qrvtcs
To

Problcnrr with COc 8rt$arru GrrFnrcr

055 26T257

MIKEROBINI
95 / 0 6 0 J . 0 1

?5

-- Minute

.Oncnc'

,)

It ir my urrdcoanding of tho $qucooe of 6rcotl:'

a?
A-X\t -Cutovcrtut$ UIAA

v

-  l6 iufu.
-affa* -ll

I 
/-. 

t;\'Q'vl cta-t-ct*

. Cusomc ConPlrinu rs N'R'R'

l$ttt9 Z ' Cutbmcr Complrints ctlt't bc crllod

lTlSlYl . Problem.found rt MEL U whictr would hevc crurod m:r T3blIGt
parcndng o, *ntirii,fr;til1riEl U d6g; Oignt tru!tsns war urcd) to hrt/c r

call frilnrc Curtomer 0J326T267 wouli not hevc bccn rblc to bo runt'

Tbe trunlint anangcmcnB for Vic urd toffstt-P it fuch thst MEL U b only ooc

of thcso mqfor mrnk cxchrntcg, otf,oit l*-g*dtto, EL Q, Brllrnt, Morwell or

t'loolap (Occtong). If the c"tt *u tt"itJi-"L.iy of tmsc-o$cr cx'clru3or' lt

would luve boen succcssful. 
:

Ilrc prcbtem doar no! apPcaf, al first thought, ro F e drnlroducd-ol T''
athcr a hult conairion eoiil ,#if" il il;:-a*tng e pmStem to thir codc only'

. . . t2

/6



\

N
(\

)

tarn

i $rr.

ii
lfi

[.

#
3q
Jt-
q) L.-

\-'
r-t

\ .

I
\

s
r-
J
r-

(r
|J^

tr
trgL

s
b,*

^ l

c*
\Y

.--r.t
,r
\ \
ASI ls
l ' f  i

t --
I  E -\t
\s

lJ ,(

?\
\

$.d
\ f'l
f \-

. ls
\.{'

-s
a'

- : tF
c\
?- =s

FS
T,
i:h

i y,s
rU

9*:

o Etot5-
' 

f .i {g-i
r ' .  1 '

f iF
g ,!.
t :b

rG

3 it
i  s.  i - l

-o A'l
f$litrr,r
ttlLErrir
f teFt IGE-1"1 i$ ltl':^
tr; [{. t?I=='
I  i8F TTRFL^I R F'J,S
rTlr ldin'
nl iF l  '1 ' ' r
I l.i i {Ff$.$:r r
l-, P\ Pl!\- 

t* fitr\ I Ir-
i

I
I
I
I
I

J
f l
\

.F
ft
)

:v
. )

\

r
F

.  
' ' d h

,€

. _ ,
a

#
. rtr

r
o-t\.

)
flt
f-
r

\,

*

ttr*
2

\ \

c,-l -f
s

q-* 
F

ss

\

\

t
t

$
l
t
3

i '
€
(.

/6



32

detail to explain the rsigniffcanoe of Telecom's fiailurs to ddequdely

advise Mr Smith on matters relating to this issue.

Sionificance ol BVA prohlem

81

The first written communicdion fiom Mr Smith to Telecom

complaining of the RVA problem was on the 20 June 1992, followfng

on fiom a tanlt rcpon nude by Mr Smlth on 16 lrarcn 1993

complaining of this fauft. The letter was addressed to the Hamihon
Manager of Gusto6er $eMes. Mr Smtth'e leder provides an Insight
Into the significance of the RVA ptoblem tom the customefg
perspective.

Mr Smith detailed In his letter how an English tourisil had informed
hlm of nceMng an RVA message after dtempting to calltho Cape
Bddgewater Hofiday Camp trom Mehoume a number of tlmes in
sueession on a day in lriardt 1992. The toutist had informed Mr
Smlth, after snentually gstting thrugh to him, tttrt she had reeivsd a
me$age stadry thd Tt ls numbr E rct nnneded.' As tho tourist
had callsd l& Srnith the pmviurs day lrom Adelakb, she knw thst
the camp was in op€ration and thd the Camp number shouH be
connected. The RvAmessage was obviously inconec't, the call
shouH have been oonnscilsd without any message being received by
the calling party.

In the letter to the Hamilton f,lanager of Gustomer Servicas Mr Smith
noted that he had receiwd comphirils of this RVA message pdor to
the repoil from the English tourist bn taviry hd s n any other
a,mplain0s', I ffi rct puttwo aN ffi Wether.' (Ihe'other
complaints' rsfened to by Mr Smith are the other faults he had
expedenced on his seMce.) Mr Smith stated in the letter that he had
made sorne futher inquiries on the RVA issue:

tnve@diots to.numerous sources, frcm wfidt t t et erqlectod
inErides rqaffing literdure wfid, I hd sen[ all brotryht a
slmilar repty. For the prtd: Dwmber lgsrl b as late as April
1992, those dnging were told .......-Ilrlsi number Is not

. connectad?"

82

I

Alan Snith dnfr - Brua liFrtthews Printed: Z March ,994 t7



83 After noting that his eamp must meet certain cdteria set by the

Education Department to be lised as an approved excu6ion venue,

Mr Smith went on to detail ths potential damage to his reputatioq of

the RVA message:

F'lve wedc qo a fiend, ln Jest, sid: 'fm gld to see that
yNVe pid your phone blll'. Those v(otdr' alttrwgh sM ln

fun, give a pretty g6;6t61te smnalion of the opiniorc derived

upn heartng ........'Thle number Is nol clonnecfrad.' Whd

efted M it have on the gorctal PtAb? Whd efffi &es it
have upon pros@e pffinl? Woukl yat recommed a
yanue whk/t agryars inapble of partng iB UIE?

Mr Smith was also concemed that if a group of leacfies met and wer€
disassing the Cape Bdrtgewater Holiday Camp comments may be
mde strch as ?9teer dear of theml They ant even py their phone
uil.'

85 As Mr Smith points out, the RVA message had the polentlal to
severely darnago hls buslness. An lmponant polnt in rcldon to the
posslble finandal impaa of the RVA message on tho Cape
Bridgeruater Holday Camp service is the camp's dependenoo on
group bookings. ln June 1992 the camp talifts rarped lrom $15O0 to
$6OOO per week, so the loss of even one booking because of the RVA
poblem could mean a subsiantial finarrciaf loss. On cal[ng up
Directory Assistance a calling party would have been infomed that
the number was conneciled, but many callers would prcbably not
have taken this adion, aocepUng the contants of the RVA message at
face value

Fange of possiblg causes of RVAs gn the Cqpe Bndgewater Holiday Camp
service

From examination of Teboom's documentation conceming RVA
messages on the Cape Bridgeurater Hotiday Carnp there are a wide
range of possible causes of thls message. A trst of known carses of
RVA messages attecting the Camp is provided bsbw, atthough this
fist may not identlfy alt possible causes of RvA on the camp ssMoss.

Nan Smith drafr - Brue ltatthevys Pdnted: 2 Mercf, 1.991 lY
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Incorrect Dlalllng of Cape Brldgewater Number

g7 ln certain circumstances incorrect dlalting of the CaPo Btidgewater

Holiday Gamp number could produce sn RVA msssago. Telecom

documentation canvasses inorect c$atting as a pos$bh cause of

repons ol RVA tnm callers tryng to oontact the Camp. A analysis

from Teleom's undenaken by Telecom's Nalional Nsturodc

Investigation stales:

ft ls wrth roting tltd W dlrg @l55 267 26 we oMin a

lemate Reorded anrputwment'The numbr yw harte Alld

E not onnedd, ptew.......'. lt is therebrc lpsEiilefrred spne
of the raqfted RVA nuy rctate to ,rtsdidled twmlrlrs-3€

88 lt should be noted, howeYer, that most callers wouE be expected to

checkthe numberthey have clialled and/or attemfled a second or

third call, whlch would minimise the poterrlial of inonect dialling as a
sourco of npoilrs of RVAs.

RVA's orlglnatlng from Portland reglon due to 'lntermlttent dlglt
storage problem' at Poilland erchange

89 An'intermittent digit s{orage problem'was lound in a legisfier in the
Porttand exchange and repaired on 7 October 1992. This problem
couH cause either wrong numbers or RVA's on calF made from
subscribers on ARK exc{ranges parented of the Poftland exchange.
Subscribers calfing Cape Bddgewater Holiday Camp from these
regions couH therefore have e:gedenced RVA's when calling the
€oP, and, in faci, some $bscribers did and reported the problem to
Teleoom.'fo

On 24 November 1992 Tefecom's Area Manager - Special Prcducts -

Gommercial Vic/Tas wmte to Mr Smith and said thd the 'registef

probfem would have 'ailrctad a maximum of 1.5% of irwmlng carlls
betwaen 2 Mobar aN 7 Mober 1992.41 lt is not clear how the

$lDocument eilillerl Analnss ot OSS 267 26T prcblem - tom M9B
o poOaUty Savlfi and who ebe?- noed b bcats qn€s or nrcrd ttris - abo lrportan0 tor

setthg tlne frarp for drrdon d prcblem

Alan Smith dnfi - Brun tu/gltthews Printd: 2 March 1994 t7
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35

duration or €rilent of the problem wore so precisely identlfed,
although the duration appoars to be based on some fiurlt rcports lrcm
local subscribers in early October 1992. The analysis provided ls
challenged by a flle note made W the Hamilton lrianager of Customer
Services after a conversdlon wtth Mr Smlth on 5 Ociober 1992:

tlr Smtth receivd a lettu from a ldy .-.----Yttp lives in

Heywod. She datms (onl 22t9192 (she) rang 267 267

betvnen lo and 1l am. Reslved RVA mrye this numbr is

dtwnnedd.ru'l,g26726725|9/92nang|tutt9.20am
onwar8 Ttimes tgtrdved RVA nryo' Ztim€6 lb

Rrytl€tr', No Tono. (note: cafis]s number was f|om 055

prellx region)

Other evittence also surggests the pnblem had exlsted for a bnger

pefiod than a 5 day pedod as Mr Smith was informed. An undated

note from a Tecfinir:al Officer d the Portland exdtange to the

}lanager, National Network Investigations - Melboume discusses his

investigdion of the matter. The Tectrnlcal Offier had contaded the

Heyvuood caller, who had told him stre had @ntactod another

surbscriber in Cape Bridgewater'in many omrsiorts ---- and
smetimes sDe gets a rwrfrng QllALE)'$taltirq the seMco had been
disconnecied. The otficerwerrt on to say:

We have had quite a few olntp/aints trom AHK'ttl anslomers

Qnduc,irtg HEYD) abut this rearclingtz

It appears that the RVA problem the Heyvuood caller was
experiencing when calting Mr Smith and another subsc*iber in Gape
Bddgewatsr was significantly greater than 1.5%, and had been In
existence for some time. F19m the recent irjbrmation provided by the
Heyrvood caller vla Mr Smith the problem had commened d lsast
10 days earlier than the pedod Mr Smith was informed by Telecom- lt
should also be notsd that the problem seems to be quite sgvore, at
least from callers fmm the Heyroorl region.

,llOO

rhmre

Alan smith d/€lft - Brue lrattheun9 Printed: 2 Ma|rc'7- 1994
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lnbmdon pmvlded by the Hey'uood caller suggosts tbis partiolar

RVA problem had almosil oeftalnly been In existene br a mucfi

longer pedod than a fern wseks pdorto the fiarlt being repalred. A

c*rrcnology of eronts on the Cap€ Brldgervder Hollday Camp
provldod to AUSTEL by lk Smlth notos thd the samo Heyt ood caller

had tded to oontad him on 16 Marcn 1992 ard eperienced an RVA

when dtemptirrg to soo il accsnmodation was avallablo d the Camp
for 12 guests at her prenfses seetdng ammmodaffon In the Cape
Bridgewater aroa.re

94 The letter prcvided by Telecom's Alea lrlanager - Special Prcduc'ts'
Commercid Vk/Tas ls a further demonsffiion ol Telecom s Inability
to co-otdnds cusilomsrs'complaints. Mr smhh's faith in Telecom's
fault investlgation prccedures and Integd$ musil have been fuilher
eroded by a letterwhlcfi mlnimised tho exlent and durdion olthe
'relaf pioblem, partiodarly when the 5 @y pedod of the pobbm
whicfr ls arlmttted does nd lndlde ddes klentifyirp expedence ot the
probbm vr'hlch Mr Smlth had repoiled to T6lecom-

lncorrect programmlng of Gape Brldgewater number codg at
Wlndsor Dlgltal Trunk Erchange (MELU)

95 Ot aflthe ldentfied causes of RVAs on the Cape Bddgswater Holday
camp servbe the most seyero caube, in tetms otthe volume of
inoming call traffic affec.ted, ms when the Cape Bddgewatgr number
code datra was not conectly prcgramrned d the Wndsor Ugllal Trunk
Exchange (MELU). The lengrth of period that this probfem exisiled,
howevsr, is contentious. Telecom wrote to Mr Sr$th stating the
problem ocrned br a marlmum of three wseks, wheroas Mr Smith
argues, from inlormation provided to him by callers to the Camp, the
problem exlsted for at leas{ 4 month#l.

As detailed above, Mr Smith's knowledge of this RVA probbm was
firsfi brougfrt to his attention W an English toudst trying to contacil the
Camp in trlarcfr 1992. Frcm Tetecom s I-EOPARD feult data,6 the first

'stnb cal muU not haw trr*od yla llELt unless she cared the oos rurbor, as cal was a
bcalca[.

AIan Smik dnfr - Brun lldthevrs Printed: 2 Wrfi 1994
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repon made by Mr Smilh complaining of thg RVA uuas od le itarctl

1992. LEOPARD reods trvo prior repoils of RVA frcm other Cape

Bddgeweter subscdbers, with the ffrst of these made on 4l/larctt
1992.

Telecom's Area Manager - Special Producils,'Tdecom Commeldal
VieJTas wrcte to Mr Smilh on 24 November 1992 prcvidng
infornation on the duration and cause of thls particular RVA This
letter was the first written communlcation to Mr Sn$th providing details
on the nature and duration of the problem. lt was provided 8 months
afler the fault had been rec{ilied, after numerous communicafions fiom
Mr Smith conceming this matter. This letter stated:

A fault 4 Windfir axdtatge in Melfuume was crlusad by a
netwt/r prqram &ange. This pogrammitg atlcrd a
network reo,rded messagle to be given b sme allers, and
affeded lnamtng SID carlr from Melboume to Bt@ewater for
a period ot up to 3 wseks piorto flp tsldt bing fixed. The
naximum impad on ywr inaming SID carb from Melbume,
quld lurve been up to 50% and would have depnded on
exdtarge traffrc at the time of ell dtemft. The Wtrlldsrlr
exdnnge was reprqnmmed on lg tlraroi- ,gg? and this has
redifred the groblsm.l8

The time taken by Tetecom to povide this information to Mr smilh
indlcate<t ortrome negligence on this matter, patticularly given the
sevedty of the problem to the cape Bridgewater Holiday camp
service.

Telecom's argument tor the maximum o week duration of this RvA
problem is based on both custorner fzuft repods and data number
changes performed at the wndsor erchange. After seeking
intormation from a number of sources this condusion was reacfred by
National Netrrork Investigations (lvhlboume) in a repon dated 2g
August 1992, over 5 months alterths fault was rccfitiod.47 lt is

98

I
99

+a3o - a4 t$rr ga -
rseal - coBpAt(

tlom Snilth cays 9 rD]ihs. hn Smfh otlinaly sab 4 monhs.
Adlpc Recpest -nfial bthb?

. --
tIAIan Smith dnfr - Bruw lvlatthews printed: Z Ma'rcft tgg4
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101

100

assum€d that this analysis wirs used as the basis for the letter to
Smith ol 21 November 1992 which stated that this prcblem had
oocuned 'for a Wd,od of up to 3 weels;

On 5 February 1993 the Manager - National Nots/ork Investi,gations
(Melboume) prcduced another report on the issues of RVA and NRR
from the Cape Br@ewater Holiday Camp. This report was
di$fibuted to othor National Netwofi Investigdons lvlanagerc, to the
Manager - TaJVic Commercial Business, Commerdal & Consumer
Businsss, ard to tho Manager Warmambool Obra$ons Management
Group. In regard to the MELU RVA errcr, this report stated:

An exd prW that thls data enor was effedive br is diffrwlt to
obtain fut ana@ ot MELII lnlormation indides thdthe &ta
dlrrnge w* ln plw tor appronnAdy 6 rreefts.4s

In mld 1993 a brlefcase containing file informafion was tnadvertently
lsfr d Mr smith's premises dudng a vislt by Telecom Natlonal
Netuprks Invesiligation personnel, and Mr smith subsequentty viewed
the ontents of his file, which contained the 5 February l gg3 ropoil.
Mr smith noticed the discrepancy in the duration of the MELU RVA
problem, and alleged to AUSTEL that he had been mis"advised on
this issue by Teleom. Teleom responded to AUSTEL snafng that
ths 6 week porlod ldentitied In this repoil was an oror, and that the
earlier 3 week estimate was coned.re

1o2 AUSTEL has also viewed some documentation relating to the period
the data orlor at MELU was causing RVA on calts to cape
Bddgewater. The cirrcumstantial eviderm indicates lhe probtem may
have oe.rned tor onty 3 weeks, but no precise or deliniuve duration
of the problem can be ascertained fiom the available data. A more
aqrrate ass€ssment of the dutation of the problem wouH

r%o
47 69|4 - t{ry Madntoerr brtfanagsr - NNt - zB Argust t99tf
4sm{flb -forrpage

Nan Smith dntt - Brue tilatthews printd: 2 Mad, lgg4 l7



39

undoubted[ have been assisted bJ a mudr earler examlnatlon of the

Problem'5o

103 lt is apparent lrom Telecom's documentation thd no Investlgdlon of
the durdion of the MELU data enor poblem would have been
initiated without the pealstonoe of Mr Smlth's complaints on the
matter. lt also follovs thd no inve$igdion was Intended Into lhe
circumstances wtricfi led to tho eror o€uning. The ladr of thls
process nalsas serious S/e€ilions about Tefecom's abilily to ensure
such erors are not repeated.

104 The assessmont provHed to Mr Smith that up to 507c ot STD calls
from Melboume to ths Cape Bridgewater Holiday Camp would have
been affected by tho MELU RVA pnblem appears to bo acurate.

Coneluslon

105 The advise povlded to Mr Smith on matters relating to the RVA
messags caused by the data enor d MELU ruas inadequate. The
impresslon conveyed by Tetecom's letter of 24 November 1992 to Mr
Smith was that Teleoom was certain of the maximum duration of the
RVA problem, a certainty whicfr ls not oonveyed by intemal
oommunications on the mdter. lt should be noted thafi the odginal
advice prcvided to Mr Snilth must be assessed in the context that Mr
Smith had zubmined a claim for oompensation.

106 Telecom also failed to investigate the causo of the MELU RVA within
a timeframe which rrrould have assisted a more precise identification
of the duration of the RVA problem. This was a lailure to initially treat
this issue with sufficiont gravity.

RVA Problem tor calts made from publlc payphones

107 comptaints of RVA have been received from callerc using public
payphones trying to contact the cape Bddgewater Holiday camp.st

a9Neod b tdonl[y doolr€il s,ttlcn mak6 |his claim
sosoqrmentafion shown and discrussed with clitt Mathieeon onl]/trjgn.
5tsee 18a - Maclntosh to Excharpe Managers.

Alan Smith dratt - ilruoo tyktthews pdnted:zMarchtew 
I T
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RECORD OF @N\IERSATION BETWEEN @NSTABI,E TIMOTINT DAIII.,STROM Al{D
I{R AIAT.I SMITH ( COI{TINT'ED ) PAGE 12

Q54. Just one last tht.ng AIan that I t ve got, ttrere r s a
letter here that you r ve nritten to ttr Pautr. RITMBLE of
Telecon?

R:tght.

_ . Ql55 - . Ary{ J.t relates - to , a conyerqjrtLqn- that ypu had on. the -
31st of June wl.th hin?

llmhuh,

And I bell,eve Lt also relates to the bus?

Rlght, it does yes.

Conparry matterg etcetera. lfhe €trJ.ng tnat I I n
LntrLgued bV ts the statesent lrere that yourve given
Mr RIIMBITE your word that you would not go runnlng
off to the Federal Po1ice etcetera?

lhhufr.

Can you tel.l me what he badrground of that Ls?

t{el.l. I rang Paul RT MBLE uP and, I sai-d J.ook, I rrant
sone sort of, cJ.arLficatJ.on wLth all these, I saLd
we, we get people sayLng that ry staff no longer, as
soon as I le,ave, ttrat tlrey, turn me back they r re
away. I sald we get peoBle that are sayLng that
thls person no longer here, and I went ttrrough aII
thLs, wtrat you've got there. And I sald, now I come
up with the docr:ne,ntatLon, I saLd wLth Malcolm
FRASER that I spoke to Malcolm FRASER and I know
dann we)-l I dLdn r t teJ.l anybody. I sal.d I come up
with this docunent and I said and ttrere t s Do,
nobody, nobodyts gLven me any LnfonmatLon to, to, to
where you got all thLs Lnfornation frog, And he
sal.d well look I ' Il, I gald r1r. r the one thJ'ng I
want to know I sald, how the bloody hell dl.d you, or
what nade you felLa I s wrLte thls notlficatl.ons
the slde of these colunrrs of people I've r
sal,d I want to know. And he sald look, well It
anythl.ng, lt€ aal.d, Just don r t go nrnning
Federal Pol.J-ce. I said I wonrt go, I
you what, you do the right thing by me,
you gLve Be some a letter bacl< on thls,
wonrt go off to the Federal PolLce.
letters regardJ.ng ttrat, and I
WamLck SMITII too.

And that, I mean that rel
monltorJ,ng of your senrl.ce

A .

A .

Qs6 -
'  

A .

os7 -

tr.

os8.

A.

' do
ttre

\
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RECORD OF CONVERSATION BEII|EEN CONSTABLE TIMOTIilT DAIIT.STRoI'! Al'lD

I{R AI,AI.I SMITH t COXTTIUEO 1 PAGE 13

J.ndlcate that monLtorLng was taktng place wlthout
ygul consent?

A. That was before I, found the other docunent undel

mallctous caII trace, on ny 267230, Bs I sal-d they

travenrt got bac,I< to me slnce.

Telecon?

A. Yes. He t s orstomer Response- unit ' WhLejl would be

sort Of nqmbe,r, nurber Onb .nderneath l'lr BLACI('

O,
And he Ls fully awatre . of our LnnestLgatlon Ln

relatLon to nonlt-orJ.ng of telephone senrLces?061.

A. Oh Yeah slxre.

DAIILSTROM Okay. Superlntenderrt PEIIROSE trave you got any

questions.

PE}IROSE
Q62 . trhanlcs TLm. ![he lnforuatLon ttrat John MCMAHON

passedonyou f , ronAus te labou t l l vemon i to r lng .Do
vor-Lrrow w6ere lre got ttrat lnforuatLon fron?

A. No, but tt, Lt Ls I'n an Austel documerrt' - I c1n't

ifi.a it but lt wouldnrt be that hard to fLnd. At a,

Lt's anazlng because I wanted to put Lt lnto oY' ry
own submlssl.on but it t s a doqunent saylng t/tr SUTTH

was one of tn; peopre ttrat w€lre, the lLnes were Xo'

and lt's rearlf to that, verY sLmilar to that one

tha t l t | s in theTe lecomst r r f - f .So l . td l .dment lon
GIen t{aters being John MAIN and lt mentLoned me but

it dLd say thaf the certaLn times of 1993 that
l.tr SMITHT s l-l.nes Ytas, you l<now was monltore'd' And

thatrs when I fl.rst fnew right' Arrd then I come

across me FOI and of course tf,at, that clarLfLed tt'

O.

PEI.IROSE Do we trave that document. ,A.

DNIITSTROII Yeah I thlnk Irve seen lt souewhere before, *rfgplYs
vLrtually a m.trror of the doeurnent we sDoke' ulDou!
earlLer. 

* -{+qS, 
*€H

t". j=:i::: .'"*" *tg$fuffi
;. yearr Lt,s very crose to that *"^$f^Sp*
DNILSTROM Wttere, it I s an internal report 

":Ef*ev44'^:' v^Y "":", 

":t"r 
.= d":

PENROSE
Q63. And lLve nonitorLng as far as
PENROSE

aural# ts

23a
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FOI document A.10148, a copy of a letter dated 10f/94 from Austel's General Manager of
Customer Atrairs to Telsua's Group General Manager in charge of the COT arbitrations, confirms
the visit by the Federal Police. In this letter Austel notes:

"Yesterday we were called upon by fficers of the Australian Federd Police in relation to the
taping of the telephone semices of CAI cases."

A
AUSTEL

ArtrnAurr{ffiauttollirt

3lrorcrpf

l0 ftbnnry fcla'

MrSEhdc
GtupGsnrd llrnrgrt
Al$trAflin
TETSCS*

FrsXilI.ll$GD $4g8fi

E rrlf fbd(

COf;h-.l|lai'

YrfidnrirmrrcldnoriW dffiAlrtdrn Fafrl Polah
nrieH}il'lrF I dr rhlbr ||llbs d ccF w,

Ohilr tr }trdsn ltou bfhs snilfrrd bft3 rgrtw rnd m
crp-nrDiltrc it pcal go AUSTE- ry q.Cotr gl .c-fir TfEcqtlunlinr

lf Tdnn_b_At51g.mrAc,lltl. tt r$a trFr tlwbrru rFF!.d ryTdEm bAiS
rffi nlrilrDtr brttir rdrton of-lrr'QEqU{iilerof PoIc. '

Yormdrronf

Jetul'Hffma
0.ilrrt ltrtf.r
Cmsmrrtilllr

$rw
Ar014B
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All CB serviccs off thc air for 9 minutes duc to a software fault in thc Ponland

AXE exchange.

2.15 Period 3rd April - 5 June 1993 - Net*ort Faults Causing a Range of hoblems

Some Calls Los:

o J April 1993 - CBHC has difFrculties calling Heywood, fault found in
Warrnambool - Heywood exchanges affecting all callers to Heywood ('line

. signalling failures on circuis benreen the Warrnambool AXE and
Heywood ARK exchange - ref Bffi4 Service History, p58).

r J Junc 1993 - Catlers from Sebastopol having difficulty calling CBHC -

fault in Sebastopol exchange, "which would have resulted in customers
calling STD destinations from Sebastopol interminently experiencing 'no

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

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

MCT was placed on267 267 and,267 230 - 26May 93

Thc MCT provides a Calling Line ldentin""tion (CLD facility fe1 galls

originating from modern exchanges and a 'Iast party releasc' facility for calls
from older cxchanges; in the latter case it (MCT) effcctivcly removes the

'protection of an inconect hang-up. Thc effecS are covered in the wimess
statement of Mr David Stockddc of 8 December 1994. 

''-

(i) Telephonc 'dead' for a pcriod of 1.5 minutes after hang up.

*I7. During NM's second investigation of Mr Smith's service, we inadvertcntly
caused a fault ousclves as part of implemenrcd testing procedues. This fault
arosc from thc usc of the 'malicious call tracc' facility ('MCT'), that was placed
on Mr Smith's service at the Portland Exchangc in an attcmpt to ensure more
detailed data relating to Mr Smiths incoming calls. The additional inforrrgtion
(specifically Calling Party number information) was required so that we Eould
more accurately march possiblc problcm calls against his fault reports. Mr Smith
knew this form of testing was being undertakcnr as we had discussed it with
him.* During the pcriod that malicious call racing was in place, when Mr Smith
received calls from exchangcs that can only provide limited detail regarding the
A party number and hung up his tclephone, rhere was a 90 second period after he
hung up that the Exchange conrolling the call bclieved that his call was not 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 Smiih within titis 90 second period, tlrey would not
be ablc to do so. Likewise, if I\& Smith attempted to make calls during this 90
second period, his phone would appear to be 'dead' with no dial tone.

C.
o

H3420?

DMR Grouplncand
Lonc Tclecomrnunications PN Ltd

*?
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DArB 18-1-94

cl8rs,
oN 1It8 18th oF AUGI 6f 1e83 ISEI CAIJS WsnE I{ADB

DI83C,fLT TO }fr,.SHI$I r:rcU AlT S8'B SOUIP}GNE PIIONE I{TJI{B8R

As BBQUBSI8D gY DAltS srogKDAIA. IIE RB$tLrS rEnB IHAT ltt'

rtFB:t cALt wAs EltccEssE'I., ep cornnnsrtlolt loOE, PIACE

HoHElrsR SuBsBe[rBNI CALTS Ell@tINticBD slsiY soNB'

1 EEIJIEiTB I UADE ABc)t'T FIVB CAIIJs EEFONE I TN6 AGAIN

EUCCB8SEIIIr.

I IIA6 INFOEI{O TTIAT TIIB PNOBLEI{ WAS CAUSED ET U'C'I'

EACrtJIIlr PARAIG;ISSRS Ot{ ttts clts'Iat{gRs SBR{IICE At{D I EEttB\I8

$$r I FORI'IARDD nilB INFOsttAlION EO 1IIB clrsloltB8.

\ tno FoIIohtINc DAY, TIII| lt.C.T. FACILIITES 8&ltltED. I IIADE

uonB lEEl CAIJS A$t ot llHIGt I{888 SUCCBESFUIT.

Ft'tlMAR DETAIIE ARB RBoRDED IIIEIT DAIIE STOCTDN;E'
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This facsimile from 60 minutes dated l8 June 1993 is self explanatory.

Etr
minuh

60 MINUTES FACSIMILE
....t lR.ALAtt..$tl l .T8.t. ' ......1.t.t. 'r.-. 'r"" 'rtt 'r 'r '  rtrr 'tr" 'r"" 'r" 'r ' l

..,.fp.55L.30.1, 3.1.0.r.... ',..rr.itr {o.r tr.'......rf r" " ""'r't""rt'r"r"'tl

,.....J.V.b.l.Ltt..9.f.F.S.g,,....r............rrrrr.'.....r..'r....r.......r.1,r........

,.....JultE. JEtt*. $191,..,........No of pggaf .tr,.....

Te:

From:

Dslo:

I 't't

s0t4€

''{i

Deln Aulru,

Jusr I NorE To LET You KNo}| rHAT I ttll sol'lE TRoUBLE

cETTtNc rHRouGH To You oN Tl{E PHoNE t"lsr TxunsDAY'.

PnefrV IRoNtC CoNslDERl.NG fXl f  I  r rAS TRYING To CoNrAcT

YOU TO DISCUSS YOUR PHONE PROILEI'IS

Tsg pnoar-gfi OCCURRED AT ABOUT lhll, 0f rne '008n NUI'I8ER

I xelnO A REcoRDED HESSAGE ADVISINC t{E fnrr '008' }tAs

NOT AVAILABLE FROT.I }TY PHONE AND ON YOUR DIRECT LINE IT

WAS CONSTANTLY ENGAGED.

Apren ABoUr HALF AN xoun I cot{TAcTED SERVIcE DIFFIcULTtES

tn SVoreY, TxEY CALLEII THE LoCAL opERAToR ltl YoUR AREA

HHO REPORTED BACK THAf YOU }IERIN,T ON THE PI{ONE BUT THAT

THE LINES tN YOUR AREA I{ERE COT{GESTED AT THE TIIIE.

AWARE THAT YOU HAVE
YEARS IIO}I AND }IISH

BEEN HAVINo PFOBLEI ' IS  L IKE THIS FOR

YOU THE BEST TN SORTING THEI' I  OUTI

A.drcs unlhrl taol st otl la7)

.s lNcERf LY.'

2lAdsnnn |cdtfosgh;Ll
PHr (0ll) {tt girt t^f O2}lta 06Zt
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(a) Statepreisctyforrrlratpaiods, ifary, ttrc rlqedprsblctns withtbc Chinrnt'stelcpbone

tcrvicc abated.bemrcco F6flnry 1988 and Augurt 1994-

AngwerQuwtion 9:

(a) Abdod is a g4twf usedto sly, tbd therewere dncrwh in md rrorrnd luno and luly

of f9$ tbat lHiovadtt Foo6 r+crcbefcrthm thsybad beeo. Tbt howwrer was only

for a tvo Douth pdiod. I did d one tirne tdk to ln Cupbell tlrottgh $!oss, I vas

nafting out of tbir bnsiDcss, lbfu€! weno so bad rrith thc ordomcr corytridg L tbot$bt

tbis flas tbc onty optim' Erccgt e tivhl pryort. Pey of debs rnd stlrt lwrvhere else.

Tdccom havr onty to look C tbs rcporb ofthoRCM iu April 1991. Crn tbs" borcstly

ray thsy gnrs mc e srricotbd thcy thcrDsdvcs urgnld bilG accptd in I cmncrrid

cilr,iromcd. n!$brrc a took at thrt RCM eOiqpcc to svco srguctho cilstotn€r rrs

v{r@8l.

o
10. 

'Ir 
rdrtionoprge l3l

The (lrimurt hrs Srtcd tht persons eaployod by tbc Oafuorat,locrl budnccscq prospocfivc

dicntq rdurnhg cliecrls, ticnds and asociatcs hava all wiurerrcd ard ogcdcnccd thc probtenu

tho Claimant has rllcgcdly hrd rrith his tclephone *nice.

(e) Pruvids sf,ccific da& ofwtrat doeuncoacioq if auy, har baco srboiaed Uy the Claimrt

to nrpport tho dlogUiott that persool qlopd ty tte O&!d, local bush€cscs,

prospccthr clietrt* rrturdrg Glicrts, Eieods rnd rssorirtcs brvr dl witD€ssod and

qcdcnccd the probleos tbd tho Oainrnt hsr dl?gedly hd with tir tdcphorc serricc.

AnswcnQucdion 10: L69 165

(a) Inuy lcttcr of claino, reftrvrcs 200r'',2005. 2oJf,,,2W7,2(X}E, 2009, 20lg 2011,2Q12,

nD,2014, 2015, 2016, 201t, 2019, 2frf20,2(Dl, 2un,2tn3,2gw,?o2J''2wl, ?frtzt,
?o29,2o3q 2931, ?St\2033, 2034, 2035,2039,2038, 2039, 2040,2041, 204'2,704-3,

r g  c s 6 t ( 8 ? 3 c
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x)+1, /M\ 20df., 2a7, 2(Nt, z04]g, 2050, 205 l, 205\ 2053, 2055, 2056, 2057, 205t,

2059, 2060, 2061, 2062, 2A63, 2c6/', 2n7 3, m7 6, ?ff|/7, 20?E, ZWg, 20E0, 20E l, 2032,

20g3, 20t4, 20t5, 20t6, 20g?, 2bgg, 20g1,2vg2,20g4,2w5.

ll. In nlrtion to prgcr 1,6 ud l7:

Tbc Clafuratt std.s thEt he'sttecbed correryondcocc' &on clicnts md other hrchecs op€rdor!

intheCapcBridgsnrdcrareawhichshorthatlnyrlo ulf€red Eeverc Fault conditions witbtbcir

scrrricc from Tetocom-

(a) Pro'vidc detiils ofthe locrlisr io the Cfdm Documcm of tho 'rthcbod aoncryon0caoc"

frorn clicots and otbcrbusinca opcrato! in thc CapcBddgnrtctaa ilil€h shorytbt

they also srfcrcd s,s\trre frult mnditions with thcir scrvicc fiom Telocom.

Auwer Qoetion 1l:

(r) -'2W3,2108t11E 
irrlusive, 2075 a!d2il73.

O n. In rdedon to prgc l?l

Tbs Claimaat hss statcd tbat Teleconr failed to maiotain Lcopard rcoords or aoy other fautt

rccords over a long poriod of tima.

Statetlrebasis uponwbc,h it is rllegdthat TetecomfEilcdto rnrintain L€optrd rccords

or ary other fault recordr sver a long pcaiod of tine.

State wbrt documentatio4 if ary, has b€o snrbmitted by ths CLim.nt to srpport tbe
alcgcion that Tdecom hac hiled to mcidain Lcopard rccords or any otbcr fautt recordr
over a iong period of time,

L 69 166

(a)

(b)
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ius abdrt ilnoc $atcS? Ol?t tid thros tirm beforc making r contact. 60 l'fnnos Team

I

f'

ovw thee quuten of ur bour, thrn onlyds 1100. Ilrese canh found in 2001-2158

refuence.

Rs: Refcrcoca 2001-215E.

Sister Donncilon, Iorrcto Collge
Rob6t Pdffi, HcD'fiood Ptinary Scftool
Gladys Criaodm, llrddm Cmutty Houso
Cdhy Liodsoy, Iladdm Comunity House
Touy Spccd, Ilrnihon Scconfury Collqe
Mkur Mdi!, Nortb Bstnt''!
Vader Sari[ Hclnrood Mmun
Sydnsy Ortrow & Arsocileq Budn€ss Cqtsultarts
nfirn Cros$ 60 lrfinilc TV Prcgru
RobcrtWdksr, 1/tt4 lyfuDro Strcct, tvtaclm{ Vic.
C,mie l&noo*, 256 Abst Suea, Southl{clbome
ErcodaWhitc, Wrltacdalq 1100 tr! hqthlwgh
9ritish Torrisb, l7 truly 19{14 ttro Statcs, I 100 trrt thcln throngh
Pcter Turner, fusErlian Sochl CoFe, Cambenrell
fm Cnosrodilidb Ct*c*rn, victoris

?ortlad tlcdin& druvcoutto canpto mrLc cootact
tin Hunpbriesr Mt Gsnbl€r
Iina Vclthrryzc t StahroryDccJaration 1100
Phillb McDonough & Associtcc, Ios Adlustas

Tdecom hurc kfren tom 1992. ilill not rcceived under Freedmr of Information"

tL rn rdation to pegc 47:

Thc Claimurt has smncil thd thc iocidcm with Ntr Anderroa 'higtrligbts tbs dwnour nd

attitrrdc of Tclecom in respoct to imesdgating my ongoing p'roblanu.'

(a) Stato wtrat deapaaour rod utitudo of ldecm is said to bs dsplayod by the r?or&d
imideot.

L69 LlY
Answcr Qucrdon Zl:

(a) t rcftr ypu to Page 34 wbcm I *dc tha Urc of Tdccom hrd no desire to
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OREC,

I ACCEPT YOUR AROUflIENT. I GUESS I REACT FROTTI FRI'''RANON.':l_

R€Earus,
Greg.

r*ffiS.rpugmt-*il,* ,,*po,c,,*s
GREG,

H'mffi

c0{0e+

ffifr[i ffiEfiF#o** | FEEL ilE irsrA REsmNsE fs A Brrroo ABRU'TAT'DDEFEilSN/E. CA|trr
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I ALqTI{ERE i,AY BE OTTIER POSTTNG MESSACES THATV',.4I{ N'CU'DEDON
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Thursday,6 May lg3

Alan Smith
!3gg !4-€ewahr Hotiday Camp
RMB 4408
Cape Bridgewater 3306

2 ,J i i::;

ttz aaxYull roAD
Yraw ta|lx vrctorta tota
?tLttHoxt totl a37 tata
ract|t|rr {0t} a3r ,ara

Dear Alan,

I Tl lqFng !o cgnfirm our involvement i1 the continuing problem you haveestablishing the impact of a defrcient telephone system oi your business.

since the issue was uncovered and reported to us by you some two or two
Td " 

half y.ears ago, we have had occasion toiiptiirito-tiaoy popte ttrai
they should.persist tele,phoning or even write to id t" ,"aE contacl It hasbeen ctear that several have wanted to make contlct but been unable;they haverung us to find out why.

T9n th.ousandcopies of the Resource Guide (in which you had vour last
i*ffT:l? *gS direct mailed to schmls and given away. Vin,atty att
,tIg^TJ,g 19u9nir."r, with advertisements such as yours, exp€riencio anmcrease m enquires.an4 bqokittgs. It is clear to me thit the'rnamrnction oitfr.phone system effectively deprived you of such gains in business

we havg had, even this year, people_still asking why they cannot get an
*yTFT.IgT-phon+!number.^wehavetri&totxpraln-totr"tf, 

-tir"t'you
want ther business butarehampered by * inadequa6phone system.
However rm nor sure that they dg persisr mepnbni r& mostiampsites isthe first line of business andenqgfoi'; any pnomotion i";rttrdli6;f 

-
cannot reach you to pursu€ their interesfin hiring yorn sie.

lf:Hry Y..tlln yotn efforts to convince the authorities that your businessnas suftered to the extent I believe it has.

Yours sincerely,

%H&>/l
/Drlr-MacDowaf

Executive Officer

25s
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ii,Austcl's Gencral tvlanager of Consmer Aftairs, John tvtacMrhon, was becoming more conccrned at
-tbc 

cvidgncc COT mcmbcrs wene pr,oducing; evidcncc of continuing complaints likc thcse, as well
agcridcoec of incorrcct charging. These trro prroblems - peofie not being able to get'through and
.calls beiry chargcd incorrcctly, comc togethcr in a note from a Mrs Haddok tom,.Groydon. Mrs

: tladdok wrltc rcgarding her problems gatiry tbrougb osTL lr{ay 1993 and how shc continually
. . rcaibcO a recorded voicc announccmcnt saying that my phone had bcen disconnected. She

comncotcd that she tlrought tlris messagc was 'quite strange'. My Tclsaa 008 account for that day
- (sec belorr) showcd a nrmbcr of very short calls. Apparently I was'bebg cbarged f,or RVA

mcssages!

9OS - Natlonal Dtrec,t Dlalled cails continucc!
Deffion

I
f
t
t
I
I
I
I
t

, H
'5€

'.' 96 '

. 6-7
.ee

5 € '
. &ro

5-t t
9r2
st
e2

De?e lime Origin
T.rmlnailon polnt 0552ff257
21 M8y 0243.pm 05
22 tvlsy 0$46 am CFl725' .2,W lGOt un o3,725
2,W t20O p.n 0fr725
Z,fiz\t 020O pm qt?25
?2ltiny 01t:23 prn 03725
22 May 04:21 pn 03?25
Z,Mzy 08:24pn 09725
2,May 08:37 gn 0:t725. 
22 May 08:46 pm 03725
23 May O8:00 am 03225

continucd
0ss267267
0s526r25f

. 0s526"2rt
o552f,'ti267
06|5?f'n5il
0552A1267
055267267
055267267
-oss2F,7267
0s5267267
055267267

Rrta

Dry
ry
Dalr
oart
Day
Day
Day
Mght
Mght
Mght
Econorny

3:48
020
0:05'
O:OG'
O:OS I

0!07
0:04.

t2:04
2232
5:15
3:59

26
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TO Drvid Sbcghod
Mnqcr
Noturork InwlilUlonr

Cryr BrtrgsntmHolldoy
Camp

Rormro Plturd
C.ocrll Mnrfr

vsc/l{

t? Junc. t993

nh

orh

. 1 i . ,

oblt,

I ro&r to our tclqfionc convcnattot}l rcgrrdlng tho nglal contrlnd ln Mr Mrdnmch'r
bdcf,crs.

Plcorc ftnd rurdrcd r lcttcrftom Ausl roqus$lng infumfurcgnrding lhrrlnddott,
Whlltt t con rcrpond b the datrilh rqrdng thc ffiomatlon povl&d to hlm $ thc dnc of
scttlcmcru I canrnr cctrrFnt on thc rnrhtlon bctrrcGtr wlnt Mr Snltb $a! told ond thc
cotrtootr of thc Nohmrk Invcslgilfonr filer. t nocd you ndamcc ftr fis. Can wo
discnlr uroon u pocrlblcplco*?

4^4 /;w*L
Rosannc Piarrd
Gmoral Mrnrgcr
Conrmercirl Vic/tas

@teem
tfrncmnvltrl|

!Ottrrtinnr
htlh alt
wl|5 illt
r!il.

lrhhrofltto
l|qrtll :
rrilnb6rl0alm

K0328 t
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Pittard. Rosanne

Frum:
To:

Cc:
Subject:
Date:
Prlority:

Neutotd. Greg
Lu"w, Pafri,ct<iBeattie, Ken; pinet, Don; Can
:i;tt i;ffi;:'iffreniamin. r"o, rr"^"1?,bitl3; Pioa'd. Rosanne; parke,:5::.:nlgFE . r i. : bl*iJ,i.,il:-i;l#"K:?,,T;S
Vornviller. Chris

ca4054

5pm COTwrao-uo

H,ffnoo*. 
T JuiY 1ee3 5:28PM

f,!:T:li":',ft':gd;"J;;l?:ffi?S5nT"iliT::ffi":tatement sayhg bmadry that rerecom qrnnor
I5!,: n* contacled the Senabr,s otfica and taf, a mac.o^-.L^.lfi tJg;fli j,nm:*;:#.1;l?,:lihfrfiHil1l",*?:H;:1ffif.?im""tff ff "f*.The confidentiatitv arangernents can be defendett in terms of 

":_..:g:!enb 
being @mmerciar arangemen*;:;o,:l"t 

rele@m mak-dail;#";il;en* wirh aH 
"on 

ir 
"Lstomers or comrifrar reasons on a .aily

The total follow'on media ilbres! in the Bosurct lnq-u11y story has amo-ufte_d.b hree cags. one fromu(cnange newsretter,'one r.m rAir 
"io-Jn" 

rromn-iiitJn-iioi;* of the Herard.sun.
| :lYt:", F"t 9 linton 

P gp"I"o f9r gome decent tere"ornms excrustua 
"r,r". 

;.;,.:,:H';":il"dilt;JefmTih,l5#il;ffi qil)T:ff ftyil:ffi f,,'*ih$T,Hnoj#i0",'
Ross' can you and I cau-cu.! on maytestraring gli,nton around an exchange^antt showhg him the efbrts weve
gone to' Even on a confidendituii,", [';ighistdffiHru# Graemd sclor"r nn-J every time.I think it shourd be acknoded-g{.g:at .!9,. 

!F to ?ecome derighted. we arc dearhoyr tnJ ro;l:i;; ;;sl9'd 'lg o,"v ;'ftiffi ffiJT fl:" n,"re to weaken ard eiva rhem a nst t'ri ordo'ani, rhey woufd. i;r-nv qeu rind ffit; Gt;ilii;;;llj."*0,, 
"r* 

orl-viciJi and then conrnue tocomptainaboutou;"tt"gHt;;'*,ri*-j

ffS;';!:ffiff.:i:ffi"H1T,fi'S3g#g,":ff31l*9r"[Hf* in rhemaiorpapers and tum them on
Regards,

i
I
i
t

I

I
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. f o lvlaaagcr

Wrrrurnbol COG

f-
Portlard ro Gpc
Bridgs%&rRCM Syaan

)r,

flr
Pdr Grirs Suppon

)Gl32.

; 970?

Suti.d
]t:

tab rury teB.

C.C lu{enrgcrNcr$Jort bvcstigerioos Arr DSoctAlc
Muryc; Cornncrcrt Narrrort Sugpon Arr hJ,ior:is

J**ffi';f#;i*ArER'
At thc rcquctt -l#lF,t}aanager, Wrrroaobool COG. (CPE) , Nss-Mclbortrnc, Pair

Gain Suppon Scctioq visitd Pontaad cxchaoge oD 2Dd Mardl93, to hvesigarc problcms rcponC
on ftc Ponland - Capc Bridgcsrarcr RCM syuca.

Inirial reporu whcre of r vocal curiomcr rr Capc Bridgcrnrar *rpt"iiUog of\rF att-oFr b
one direcrion Thc cugomcrhad bcgo tnasfcncd o6spo I, oilo syscms 2 and 5 on the Z{th
Febnnry 93, urd had ocpctieocd !o firrhcr poblcnr.Ilrrqdtlenr rclrc lc.l that sysrcn I *el
running e luge qrobcr of dcgredcd minrrci (D]4 d crmrcd lcconds (ES) in Oc Ponlud to Cepc
Bridgervzrc dircction, rhcsc crrors carld bara carrsd tbc \4F at-otrprobtem-

Infuial crror canntcr rcadings:-

Ponland ro Crpc Bridgerratcr dirccrioa-
Syscrn 3

0
2
E7

Capc Bridgcurrrcr ro PorJ:nd. dircgrion:-
Syscsr I Synen 2 Systcrn 3

sEso00
DMI IO
ES 246 75t 23

Ar &is 4tgc rrc hed no ftl* -o

Allcmps to t6t thc inground rcpcatcrs tshg rhc'trios'syttcm wherc unsuccessful as the
strapping rccords could nor bc locarcd.

Othcr frults idcntbcd with rhc Capc Bridgcwe,tcr instellerion whcrc-
-rhe prcscncc of 5O0Hz noisc on dl c'.slomcr lincs u -5E dBm cilrsing minor noisc
problems.

o
Sysrcrn I Sysan 2

SES ,,, ̂ .0.^.. 0^-.
DM ,- .'4599,8 ,' /3?42 i
Es ,r 65535 ( essrs 

'
'\-- \-"

t r .

l f,lelecam
llrtoof 3r.irl*5 3r7rn

e..q
5FF
5C*Es.
laacrrllt
A'lrb

H34201
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- *fl" ducr's hto both thc cross connccl cebina ud rhi concrcrcJrur whcl: [l , b i
tcrlcd altowing rhe ingrcss;iil;;, -rti"r, could efccr rhc crror couore'
dcuild abovc.

:$i rtarrn sysr9 on ell rluce RCM syncnrs had not bccn prognr:urrcd. This worrld
nrvc pra/rrrtd ttry local rlarsrs hiog arcndcd back ro pbnttrd.

ic:- Ponlurd to Capc Bridgavara dircrion:- sysrcm l, 4 ES
r - Dfsrcm 2,3 ES

- slarcrn 3, OES ...
Capc Bridgeurarer ro ponland dircaiou- sysrsn l, I ES

:31fri:lEi

for Supinising Enginer, Nuional Swirching Suppon - MeJbournc.

" 
Thc bcarcr pcrformurcc was monirorcd ovcrnighr rna i""catea rhl systcar t, in rhc ponland

to Capc Bridgeuratcr dircctioq acarmularcd .ppro*ioiray lso ou, and 435008S,s whilc syscns Zand J r:cordcd no arors in citircr dirccion. ...

. A problan wirh tbc iusaltation of rhc cablrcad tigbtrring prorccrioa modulcs in rhc IDS btock

ovcrnighr, no DMs orEi,s whcrc rccs16.4.

All thc SE boards ui"e in rlre Ponland - Cepc Bridgcwarcr RCM sysrc.zr iuvc now ben
t modif,cd ro climl'rua rhc 500llz noisc problcor- sE boards insraltcd in rhc ponland - Ajcoa RCMsysrcn wherc also modifcd ro ctiminare r 500ltz oo;p;;L oD cur ovcr. .

Thc problcm 6fscating thc cablc cucrs brs siuccbccn rcdificd by thc local lines nafi'.

NSS-Mctbournc bas conthucd to moniorocPonland - Cap. Bridgewercr bcarcrs sincc thc
;g,Y]nc}:i.}*r*n:d &om rrre riau:ro e3, ro oe rzui'r.r.r, ej, rhc qron' on rr thrce

t

H3{e05" i ?
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issocs b bo ad&€ssod in'thc FastTruckScdanatud propocoil utiuation
pooe&res

Thc Cape Bridgemater Remote C\rctomcr Multiplcrcr ACM)

7 29 Mr Smith of thc Cape BridgcwrloHolid"y qq, one of Sc origitul'
COI Cases,rcpffiod a significant lcrrcl of ftults whcu scrviocd by 6e uttognc
ARK ochange at Capc Bridgewarcr. That exchange was replaocd in f991 with a
dcrn A)(E digiul exchrngo uPutland ogcthcrwi6 aRmc Aumcr
Multplexcr (RQlvf) u Qpc Bridgcwaar. It rycars 6at.&crs wcre poblcos in
thsinsalluion of theRClvt ard thatthe atam sysmwhbhwas @ailtobo
acdvzad when the levcl of fanls cxeodod a spccifiad &rcshoH wss not
mnncood cfrocrivcly. Itc alrm syuco uay harrertoaincd nmopcrativc fc
sre lE mon6s Datapmduccd byTclecm indicatcs 6at during 6ar 18 mn6s
mcsird of thc RCDrt capodty, incl"ding eat put proviiling Mr Smith s scrvicc
was subject b 46,000 mhucs of degradcd scn'ioc (Mnuc dscd 12 July 1993,
Tcloaomb supervising Enginocr, Nuiooal Swirhing Srrycr lvlclbournc o
I{anegcr, Iflarrnambool Oonrot Operarions Crroup).

7.n It is difficrilt to roconcile Telocoo's rcccnt c*planado of &G effocr of thc
RC}fsfurlt ol Mr Smith s serrrice with Telecm's ocrtr ootrGmporanoous nocs of
irsctrect.

7.31 Ttc cape Bridgowam RcM aot was oggnoeod by a ochnicrl crspc{t
&oo Telmb Natbtral Netrvork Invc*iguims tcam in JuIy lwl. Irc thco
wtotci! thc folloring tcrEs toTclccom's tvfuragcr, wrnranroolCcorral
OpcnUoru Crroup -

IniM r4lorr wae of avocal cust(mur 6 Cqc BrWawtq
complaining olw cw-offs [a tcrmrefcrring o loss of voie
ommuuicationsJ tn orc directbn. Tlu cuswnq had ben tan{arcd off
srltcrn I, otrb systans 2 and 3 on tlu 24th Fcbrucy gJ, arrd had
qcrienced rc finlur problems. Itwcstigdtbrs ranaled, tttar systa n I
rftrr nmdng a luge nwbcr of dcerel nfuu*cs (DM) and *rored
seconds (Est rn du Ponlanda capc Bridgatnu dlrccfun, srtcsc errors
ould have cawcd tluVF cut-offproblent,

(Minurc datcd 12 July lgg3'-Tclacom's Supcwising Engtnccr, Nuional swircbing
Support, Melbourne to lvlanagcr Warnambool COG)

a
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7 32' Tcloom's re rtocnt (18 lbhruary 1994) sumery of rhc cffoct of 6c
fault upm MrSmift's seryioe uas o te fdlowiqg c.fruct-

Ttulaultwottld twc upcdonty sne lan bvcl tois ontlu
rulgtttssbn of cowqsafions in tlu portload m @, Bridgnata
dir.qtbn.. :

There v,vs a low probahility of ury oeunatu 6.caII drop ott or brwct
on Mr Sn ithb obw o ma*e or teccivc uIIs..

(Lcrcr dard 18 Rbsrury 1994, Tclcm's cilorry Gcocral Irlan"go, crmu
Aftirs oAUSTEL)

7 33 Tcleoon's'ruc rcocnt asscssocot of &c c&ctofthc OEe Bridgcunrcr
Rctvt furlt on Mr sni6b scwice nor mly omflics wu oc ontcrycrniru
rpct qumod in perrgraph 7.31 aborc blrr alsodocs aa aoqd wirh rcJ€om,s
@nq@oous cAry rcood fcscptcobcr l9g2 rvhich sogs a significutly
higbct goryraint atc of slt drop ow d, no rrttg rc(rtvedtqcnstmcrs wto
wq; rsliru u 6c dcfcctivc ptant tban fc thosc dcpcodcot on thc rcmaindcr of
6c Capc BridgprauRq\,L

hrlsc Code Moduletim (pCM) fault

7,g As obscrrrcd ia Chaptcr Srx, in &c oounc of Tg.lecm's inircsciguion of
Mr: Gilhn's corylaht Tcrcom's tochnbians idcorificd ftulty hlsc c.d"
Mo&rladon oquipment as a possiblc causc of cc[ drq otrc afrccting bcr
b$incsq Japancsc Spare parts (sec Chaptcr Six).

735 Agai& it is diffistlt tormncile,t".*ary*o*rtports of tbis
problem wi& Tclooom's Eor€ rcccot rwort (10 February lgg4) lntitlcd ,Difrcalt
Nctvo*Fquhs - PcIa MultipraRcprt'. sarcns in rhc A* tbar tbe-
impact of tho sic,ncos AJ3s calt cut off hult o iocomng calls was nor
significantmust bc read in li$t of ontcupcancons npcts (rcfcrcnccd in
OuptcrSix) rhar -

'--- tle problan, wlpn soa,tved,,wdll ga.nqalty dcs the cw ofiproblan
which wc prceW as tlu najor aisaaw cotftondng ow cnstontqs."
'EvWrrce ensr tlat Cu W ue wldespread in the rcgbn ....,

on
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lN THE llATTEn (,F an Eleluauvrr Psro(|crrr' lv

G f""t Trad( Abitration Prccedure dated 21
Atrfl 1994

Between

Atat{ suml
Clalmant

.and

TELSTRA CORPORAflON LTD &adlng as

TELE@M AUSTRAUA

I
I
I
I
t
I
I
t
I
t
Ip
t
I
I
I
I
T
t

w|TNEssSTATEMENToFGoRDoNSToKES

l, GOBDoN SToKES, Student, of -13 Bentinc{< straet' Portland,In the state ol Vlc'torh'

;"6;t;6dncerely declap and alffm ss follout's:

BACKGROUND
t. I commenced emptoyment wlth Telecom ln 1967. I lnitlalU :pTL.22 

yeap wlttt

retecom's Gounth/ Nqvo* ilsinoeri"g 9191n i'cNi'i ILddtilg,SFPiU
swirchtng equlpmenr and 

"*J"iJ"quii,tfrnt 
includiru N(E not

exchangesii-,i..r"j,nq*r#fHlllitff ffiTJl#t#"tr#*suctr asRCM sYstems' Betwe
CNE.

z. I transfened to Network Operatlons Portland tn 1989 and b?twoen 1990 and

1ee4 | was rssponsible o, ffiit;{i"ffi,1|6i-:+lpm*t at ths Porttand

exc{range, Inctuding tt 
" 4IF.;04 ild;"g", tft"'fnFtxlrtange and assodated

equlpment such aj the RgM;frlni; "frkit 
tonn""t* cilstomers to Portfand

$(E 1O4 exchange. --
3. In 1g72 I obtained a Telecommunlcations Tecfinlcians certlffcate' In 1975 |

::aiffi *-t"ffi:,:imumm';6;p5,+mgq'fri
to speclfic arsas of work ;;;tipt*t[ "ffii" 

tltt- ielecom networlt (for

exampte, in reLfion ro fO1E *O Ani eictranges and RGM eysterns)'

4. ln February 1994 I lEft Telecom to further my stttdles'

MR SillTtl

5. Mr Smith Inltially made oomplaints concemlng. his telephone. t"ryi* to Telecottt's

11s rautt rEportng nurno"r.'E'ift.tt-'ffi-" io-i rtirr urat rnay have related to

the Poilland'excfringo wer€ generally retEned to me'

o, I regular|y telephoned ffi Smittr par{or|ar|y dlring ]ry?.1l11903 
to o|ariff the

details of complalnts ho rr"i'r"i" ln rehtion-6-hb telephona- eervlce' I nwer

erpertenced any abnormal pdil'" in attempUng totelephone Mr Smtth'

32



I
! CaPe Brfdgewator RAX

I Z. Untl Augnrst 1991, Mr Sml[r's-tetephone Trvlce was conrrected to ihe Gape

A6Ogewiiei nuraf-Automil E,qtg,g. CRN('); The Rt;( ewltdted 11' foael

! Cape Brklgewater teleph;t iaff,c- a;d tebphone trrafflc tdhorn CaPe

I AdAgewad; ,ryas swftcfrei- rf" n. Portland AFF exchange' There werc 5

ontgolng clrctrhs and S dd,tg;*rn" iretureen the RN( and tha Podland ARF

| "x*,*de-ail'td;;i.r 
ur6'RA1&"8 hcnttate a madmum of 5Incomlns and 5

t outgotng calb at any one tffi.iilt 6pott*t to recognlse urat Cap€ Bridgewater
b essentlally a rural 

"t"".-in-tt"f 
arebs tetephone.tramc peal* occur after 6:(D

I iltlinld*ers have nnisfrJ-mar uodc'Paope sEeti@ to mal* booklns'
. wlrh Mr Smtrh,e carnp F,rdt-"r r*,got-teadrers)-Y*H.lgTFlly :-"qr,
- tefpfrone-a;ss to Mi $ffi'drri"t"lf* hours ot d:00 am to 5:00 pm' In rural

I ar€astraoiuonarbuslness'iioursare-perroororowtelephonelraffrc'Accprdlngly'
any congesrton aaury piiir;-silrin'o s oyiii.it of ttire RN( would have had a

i minrmaf etfect on Mr srrt[,, i"r6il*;;Ma dur'nrg tradigonal busrness hours.

I torU"nd to Gape Brldgewqter RCu systemr

. ̂ - g. Stnce August 1991, Mr Snrtth's teleptrone eeMce at Cape Btidoewater has been
'- ;ted to the Porttand NG 104 

"xcttani"'by; 
Ii6M *'ELm' The Porlland

- connec
! to Cape Bridgewatet R6il;;t"ttt G.Fiaa'maOe uP,of 3 saparate RCM

I ,ystems, eaciiof wnfcfr f.-iaparUfe J ho6ing amodmum bt S0 subscrlbers'

I g. After the Portland to Cape Bddgewater RCM qptems rveg-ln*atted' I bocams

aware that the perlorman; t tf,e_ systeme couio b€ measqred using the faclllty

I fnown as CRC. t checred me CRC drtot *r-tit# tgulqt.Fj**n thE date the

t pGM sysrems war' instJpO and Febru"wJdga *.Ln t lbtt tetecom' Ghecldng

tho cic counters In thls way was.a ryrmar maintenanoa practlce' I oan recall

Its- checking the CRC 
"ount"rJ'p*i,9 

rurar# iip6:r1yhen i drecteC the CRC
I countErc pre March f gggl Od not oUservJany erroo-qlTdd have lmpaated

r upon the telephone g"i.L-iidtii.O io C"p"-'etidgerytel:ustomers' A typical

I readlng for.each RCY;itffi. *""-S- to-fO-en6raO sooonds' no degradod
- mlnutes and no severely 

"i-t"O 
eeconds. i regunry.dtq* the GRC count€c

I Or poGOi" f*ns p"rtf.,irl"ti' tn[.n Ut Stnn reportea complaints'

| 10. Mr Smirh,s normal tine (055 267 2671, hle facslmile llne (055 25.7 23f1l and fta

.. tine tor his gotd phone iOSs ieZ e60'i*d-;6iq4y all on,dtffarent subscdbar

E cards in the same Rcil"il,i"; d;Ylt,il. ii iJtiruary 1ee3' ln response to
f - : cumplaints from Mr Smif,,TitansieroeUfi'nB ZOZ 26i and26;l 2 services

- trom RCM eystem no. 1, connectlng 267 2gO to optem no' 2 and 267 2dl to

I ,r.d;;. b1 rn"r" 
"#Fil;l",i"99 

* 
" 

pracitrtionanT,msasure because ll

o one of rhe RCM 
"y"t.il"nlnt 

down rtarttiifi wourc gif have two tehphone

- seMces In oPeration.
t
I tt. Mr Smitr's telephone g€wics rrrras of a good etandard as would be axpected wlth

tn" Cap" Bddg'ewaterto Portland RCM system'

I ra. The porttand to cape Bddgewat"r .Rgl/l system pPyigT cape Bridgewater

" customers with a direc{ conhedQn to the F;nhd NG 104 exchange' As a

I result, Mr Smith's teleph;; ."nd" sy$; is clearly one of the most advanoed

| ;fiirsr rt;t"rs ava1a'e to Telecom's rural c{rstome',t'

I
t
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Reforded Volce Announcements

13.|ndgila|exctrangesl|lnumbephatarenotrgcogn|sedasalegilmatenumber
rcsult n re"od"-O vobe *n*noitttttt CnYe'iU"ftg 6ant !o the oilghaung

catbr. tn anatogue exclrang€s-iii!fi'6ii1g-'9t"* recepe nunber unobralnable

tons in the eame arcunr*ard]-in rglr/92r93 the converslon of Telmm'c

netuuofi from anabgue to Ogilit#1"t"gy {uas occunlng thtou$out country

Vldoda. As a resufi, the lflteiftood of cuiiomerrs receMng RVA-wtren callhg

oustomere tn country vraoria"i6id'W6, gren dla[lng -lncor€ct numben)

hopaFed. iif. 
"oufi "*uni 

tiil h"6aie tn RVA conrpldnrs comlng !o my

noriii ourtng thb 1991'92 Podod'

14. |n March 1992 Mr Sm|th {d have .a sen.ur*. ppb|em w|h R\,A wtticfi was

ca'sed by a data enrry p,otn#r'i"iGr s ueliiei*range. Thrs faun exrsted

for ress than threE weer€ *i'drJ to rereco:il''s att"ntoi due to complalnts

b€lng r*"i""i'irim i.""t"r iip"ltrAgewater ***"t" includlng Mr Smih'

15. I am aware that a ffte note odsts dated 24 July 1992 which r€q{s that I told Mr

Tom Leyd;;l-T"i"**'s lteilo* Managem6nt ln relallon to RVA that:

,Netwotklnvesttgafronshoinhavebeantr/,)ghttgtr,I,rlashufthas

gane on forI montls,,

This note reters to the occunenc€ of RVA in the entiro Telecom ruril neturoilc

after converston of anatogue to ctgltai ;; do,];oi F1at" to Mr Smith' I refer b

and conflrm ttre matiers 
-sA 

out i" offi1friiJ of q'fnng PaPer B OO+ whldt

deal with tbe effec;:i G Meuu *Jru;intre seMcss to Mr Smllh'

subssquent to March 1992 rnv pracfpe was to lnJtlate t€€t calts lrcm the i

exohanse of an incomins carJ 9n9rfri[v 
'tilq 

n. 6 iro"teo bv RvA' The

obrecr of these t"ii "iiii 
fr"" ro test d; #"d"td ot *re servncas prcvided to the

porrrand excirange. Tha number or ieEt'iiE 
"ni"o 

b"tw*" approxtm3tely 10

and 100 on each occasbn. llo proEi"mi*"iii *r*uit"o a.'i resurt -of this

testing.

16.

NNI lnveetlgatlons
17. Despite extensive inve$Satlgns conducted by rnysetf-and other-l,ocal Telecom

stafr, in the Jury 1992 ur smiur**iil fii"rdd'rris tereprtone^servroe was not

perfonnhg sadsiacrorily.. r rner"ilrJ;;q;;"d d,[ i;ffi m's -N.ational Network

*m!x#rtliiqi$"*l#"
i l ;-di*"J"toatolln€locatedinit iallyln
Bddgewate;;;d ot rne pottranifi-Caee etidg"""tdl-iCU' The samcs number

forthis rest tine was 267 eri.-SJt-"ffieh Aug,tiiiSe "'9 
also eet up ateet

llne all the way to Mr Smtth's p.tt rto. m9 -segce nutuet for this test llne was

z6t aoand thls line was l"t ,?;ffid; i; Mr $tth for hlm to use as a lacslmlle

and outgoing line.
1g. The thousande of test calh conduc'led by NNI dld not lo -c"t9 any n€twork

problemswhlch could support UiCmnh'e *itoe'ns iUot't hls tetephone servloe'

le. on or ..;;;t;;*nrJines, NNI'. Davld s:tobkdale sl.d'me to remove fie

MGT faci[ry ofl Mr Smrths J,r|;'i irr"oi"trrv-i-rilu"c.ini ucr iacltltv ott Mr

smrrh,s 261 zgTrncoming rinr. iio*"r"r, r oio nliii'ir,"t tlt* recall that the Mor

,. . ' i,
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hollity was also connecbd to Mr Smllh's 2il m fina and the fadnty weB not

remoi,eO lrom thls line urrtlT Seflember 1993'

ZO. At fhe beglnnlng of Nfl'9-199g lnvestigetlon, NNI'8 David Stockdab and Hew

Maclntosh 
"i"ii& 

Mr Smlttr's camp to dls9t139 conoems that Mr Smlth had uiltl

hb rebphone set rc". At the condusbn of this visll, a bdebase belonghg to Mr

Maclntosh was fett at Mr Smtthioptett."s..After rettiEving lhe 9Ftr* lrom Mr

smlth u" rorlon'rni aJi r ot ri ttil;*t to qt"at the contanta of the Gase' whlld

dolng so Ur-Sditficarite out 6 tt'i" cat and gave me a ffle whlch had prevlouely

been ln the brlefcase. Them,ffi;no,rbt u;t ur smlth had looked at what was

ln the briefcasa and from EL-lll call data rEoords lt can be sesr that alter

acquiring ne Utlef""s" Mr Smlth's lacslmile line was pailladarfy busy'I
F
I

b

EOSTraclng
lg.Foraper iodofsevera|monthsrandomvoicemoni tor ingwasundertakenby

mysell on incomlng qF."..*-Stt*'s 267 267 telephone line' The monltorhg

was undertaken to asslsil in the fOdtlffoation of reportbd ploblems to thie servlce'

On each occasion tfre mbnftorf,it iln-"d ttrai tncomiry -9S to Mr Smlth's

tetephone;;;ii*tive and suc&sstur except *tten Mr smlth wa3 engaged on

another call and on at least two occaslons nifren Mr Smlth's phoqe was left ofi'

thghook. 

tarrq rJr ei lEser rrrv ' - - ,v!r_ ___,_ 

+ . . . r !*

Vlslte to the Gape Brldgewater Hollday Camp

20.IattendedMrSmtth.scamponanumberofoccasionstoinsta||ELM||ineieeting
devtces and setf anwverlng eqgipqenJ-l$l tP d;[;tELMl lqp1 contalnlng call

data. I recall that on on" oor"lifi h 1993 n t dni'"iiVeO et Ml Smfth's camp' Mr

Smlth rvas tatking to soms*t;; his telephon" *O subsequenllv ended this

converca'on. Shorrty narsaftJr frir'Srnitf, ;.diil';G;mlng te''lephone call

and I heard Mr Smith rerrnislnJihr"g-idi.ttnJ;rt trad notlust been on the

Pnon"' (or words to that sfi€G't)'

21. On Wednesday I September 1993 Ross Andercon and rrysetf attended Cape

Brirtgewarer H6rioay camp 6 picl( q *l-9lg *t that wb19 produced bv fte

ELM1 equipment we naq nstaiteO at Une camp' ilt"" usual lor us to Pld( these

,"pes up Jn'f W"JnjrA"V 
"nO, "r, 

a courtesy, i" 
"tt"te1ed 

to rlng Mr Smih's

26T 26T nurnber prior to ;d'uldt. Howevir, ftiE nns $ne,waE gMng an

eneased ii-rJ-r.,io "" 
decid; t" n"-iyi." t^: ;iarlryvj Y"n 

we anivEd

vt€ went into thE room *t"ii it"-Lin'ff gquipmeni wai ana otrecked the lhe

whhh indicated rhe tereph"ii-"ir';tf hoolf d;;ffi;"^to.F" term 'H€FF' I

asked Mr smith lf hrs rereptri"J *""-Jn t 
" 

troir 
"nt 

ui 9n^,in.9"iclclv 
walked to

hls otfica !o lnvestlgate. Fril' ittt*o f -oUJt'"J Mr Smtth reach over to

where his telephone sat. ,;'; ;il oi ut s;il'";aion th.e ELMI equiPment

printed'FiiiN-J*hictr weinftpttl * 'So1" oi'iooF' ltherefora conduded that

Mr Smlthbii"pfton" had been off the hook'
\

lncrease aoftvnere blocltg 
rarmambool N(E exch"ngJliqtgt

22. ln March 1993, it became apparent thtt ilP ry
have enough softna' uoJ[5ilhiltd JL" idilfr; durins.peak periods' rhiq

condition only occuneo oufing Pe$ tr*f,c- ;il; *-in"-tiVartnamUool AXE

exciange anir wourd trave-reiud.o n .* .ui#,.i= *rt.." cats wer€ switdred

through the wannambool Nft;4fig" m rif,niitt nuv experisnoe congestlon

tone ' they orisinared rhe ;' * one b:urst 
"lt;;i.iJ 

qlf:: on lift off it they

were betng ca[ed. son"ai-i;tfur#i"; iucri;-thl" are atHrecsed bv Telecom

I
p
I
I
I
I
t
$
T*
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)

N(E staff at Ballarat a8 soon a9.t"$ rsports indioata a problem qe a rssult ol

rcutina drecr<ing ;i;tffi"-bt".d. fi;;;qi" .inirease 
soltutars uod€

occrt€ ae trafftc through:n axctrangJ d;#: fttn t" a nonnal requlrcment as

a-result of IncrPased traffc'

I no Loclr Ups of llr Smlth'c Unc Interlaccr

l23.Frommid1990toF.e!rya.rY1994,overwtr|drPetiodlwas.resporrsibh|orthe
I L"{lltl*l*f: 

r dld rH fi;i"ff"-hd;i6i'rie inteilaoefLr') for anv of
' Mr smlth'e servlaes'

I froblems calllng Cape BrldgorYater from Portland H$pltal

-24.Iamawarefrrat$.Sm]thhasmadefme|ssueo|the-| .a$trat lnSeptember

, leso th;it;r";i Gpr"''td'Jirr-*: +m:flf;i1;;..:"*.Ug*.iI trSl"ilt"frffi*illt:g*ru";m:ru;"d *.to'"iequr'pment u'as
l- t"*"Oi"O bY Telecorrr staff'

R con"tuslon .r a-r,arr

| l '2S.DuringthePslod.ql Iwas_malnta|n|ngthePgrtJ ldex*rarrgemyf i le
rr conrarnrng detairs rerarrng b'irrr srlrr,, ,rrf irn$lg yas ot a slmilsr Erc
-= fite ror the other ,fril'*ru6tld;;;;A;d diretrlv to the Portland

to my

llllTli "r*rience 
in de*ns$fl'4. rg'"TT :::harses' 

ootf a,uJins rrv

lme wlttr cNE ;J ntnn ln-Ponand, n t, my o4ni*--tne-performance of

Fs,*ffi l"u"r"lil['q'q$$*di$ffiggg
inclusive of Gape ffi;;-;t"i *hoti'6rs' ruere prwide

llTff.lilT""*gs Rrov,\lg!.ro Mr smffr wa?-ent" I @ndsilent to be a

very sood te"et ot-lervG fi"H"d to other rural 911:mers'

Throughout the wtrole of my servics '"t l9llT1Jrlr 
Smlth's complalnts have

always been l"y"$g*"d tl*E&ond 
t"n1"t' nripoJlue--assistanca has

baen given by Tele&m personn"f iliii'6ti*" Conii;t"bt" etforts have been

made to ensure nat ttrd tebpnma'-serv6'prnto"o'iJ'iF 
Smtttt tte of a hlgh

iiTffi"* rhrs soremn decraratron oonscrinriousry berteving the same ,o be

true and correct'

tfrisllhaV of December 1994' )

Before me:

| 26.
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j .jThe following Fol document, not numbercd, clearly shows *rai ttre writer
knew where this callei usually rang from even thoug['on this occasion, the caller was phoning from
a different number, "somewhere near Adelaide". How could the writer have this information, if
someone hadn't listened to this call to find out who the caller was?
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I,aterinlgg3aMrsCullcntomDaylesfordConmrrnityHorrsccontactednctoletmeknowtbat
she bad ried.nsrcccssfulty to pbono t"o' l? AugUrsi 1993; first at 5'17 -fm and again at 5'18'

5.lg and 5.20. Each time she phoncd .ttr to"rt a a dcad line. Aftcr thejoruttr rrnsucscssfut att€npt

Mrs cullcn naa reportea tue iautt to Telstra's Fault centre in Bendigo on 1100. she spokc to an

oparator who iaentified hcrsclf as Tina Tina then rang my 008 nrrmbcr and she couldn't gA

through either.

Telstra,s haod-writteo mcmo, dated lTlSlg3,rcports Tira's sttempt to goDltTt mc aod'refcrs to Mrs

Cullcn s comptainiio ttOO,-rootCiog Uc'tiics that lvtrs Oil; had trid to gct through to my

phonc.
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Documc,nt Rll5l9 is a copy of my itembcd 008 account, including l7tgl93. It is quite clear that I

*t *.tg6 for alt four-of thcsc calls, c\.en tbough lvlrs Cullen nwer reached mc' All this

infornation was duty passcd to John lv{ac}dahon of Austel.
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Plnel, Don

From:
To:
Cc:
SubJect:
Date:

Pittard, Rosanne
Hambleton, Dennis V
Pinel, Don; Campbell, tan; Marshall. Ross
AUSTEL DIRECTIONS REGARDING COT CASES
Thursday, 19 August 1993 5:02pM

I believe the direction. jPT Austel regarding cor cases have a number of shorroomings andmisunderstandings and borieve these'need 6 be addressecr. 
- -

re+#4*gg. How.far back do we go? Some of these cases go
leven existed). How much do they want? A warehouseful is not out bfg:t:*i*ryp"yirwh:,grdd'hil;;dil';;';;;.y#Jdffi Gffi ffi:fi 

'fi :photocopying. will Austeliay? ghe last question ras alote - iii** the answer.)
,l

7.The Tesl equipmeil of this sort is very
s^Psrr-rvt" rrrrr r[lKrr|Ts we oo nol nave enough to do this tesling f6r all these customers at the one time. In
:|9lil'lit lv.outd tie up..a vatuable resource *frich is requireo in &her cases where we consider customershave a legitimate condition which requires monitodng.

8' In addition these machines do not work wellat customers premises because ol power supply conditions;t[ese power supply conditions can actually cause incorect readouts.

9' There have been instances with some of the customers at issue, where the customer has interfered withthe.machine - eg,, switching the machine ofl, tearing off the prinor'ir and sticking it back together with partsthat don'l appear to match. 
';

I know I have raised many questions, but they are all important. The mosl criticalis what happens with theresults and how can they be used in resolving these cases

Itlol 
your interim.reply to John Macmahon addresses some ol these, but I am concemed that we will betocKeo mo something with no way fonrard.

Rosanne Pittard

for files

2. some of the documents on the fires are Terecom secrct, some are
!!ifui*td:::r i,:i,:Jilt':iillLi,',1ffi^'"iTfk some have
settlements wilh nondisclosure clauses. where do we srand wirh t-r'rr?ii"ii!t#; $ffi.;paperwglggllT legal action. retuse to associated
any papers

3' Ihe results of t[qfe* are a c9rye#to me. what confidentiatity wiff be guaranteed? Austel has had ctose.o What are the legalimplications if they do? 
f

4'.IIai" Alrstel's capabitity to interpret the results and reports? What standards will they compare themwith? flhere are none) What will their reaaion be to a failed calt? Within aoceptable timii6 or not?

5' What conclusions willthey dare to draw? llt"y conclude that Tetecom was in some way negligent or atfault, there are serious implications forour liability; *e 
"ortd 

oe wtneraUte to some form of acrion by theCOTS - would the Austelieport be admissibte as evidence?

6. What Pro@e COTsggg_qultof thetesring? None ttrope.y'
v

difficulties {or

R10006

on same.

Page 1 g6'r?



lntemalMemo

TELECOII SECRET

Flom HARVEYPARKER

PRMlNml.doc

L9 August, 1993

Group trnrghg Olrccior
Connrcbl t Conrumrr

102f2 Ahhilirn Srser
MEIEouRNE Vlc 3000
Australie

Telephone 03 634 6454
Facsimile 03 634 4587

Ielsba Corpontron Lrmited
ACN 05.| 775 556

Tog

Sublec{ COT CASES AND
AUSTEL

Distib.

Filr

Dat

51,

I refer to the COT cases and Austel's relatd direction to Telecom (refer Dennis
Hambleton's letter of 13.8.93). I have been fully briefed by Commercial managemenr on
this issue. As you may be aware, Ian Campbell ard Jim Hotmes have previourty u"rn
the senior managers with carriage of these cases. It is my intention that Ian Campbell
remain the representative for Commercial and Consumerdealing with these cases, and it
may be appropriate that he lead the team on b€half of Telecom. I seek your views on
this issue and the nomination of the Corporate representative, who would work with Ian.

Austel's direction has enormous workload implications (notrvithstanding technical
constraints and misunderstandings) and also has significant legal complications. Some of
the material sought is under kgal Professional privilege. There could be a difficult
sinration regarding legal liability for both Telecor rnd A,rrt"l were Austel to determine
some fault on Telecom's part. Were Austel to determine no fault, the direction gives no
clear way forward. For these reasons, it may be appropriate for Ian Campbell ,-no you,
nominee to meet with Robyn Davey of Austel, at the earliest possible date to develop a
way forward.

In addition' it would appear tbat Austel has not been abiding by established rules for
interacdng with Telecom and have sought information direci fiom many levels in
Telecom including arriving unannounced at a meeting with Telecom technicians and one
of its customers. Austel should be reminded of the fpropriate procedures and an
assurance sought as to their commitrnent to these procedures. This reminder should
properly be issue via the Company Secretary.

Harvey Parker
GMD Commercial and Consumer

36g,
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129
would have atfec'ted approximate,y one third of subscribers receiving
a servics of this RcM. Given the nature of Mr smith,s business in
comparison with the essentially domestic seMces sunounding
subscribers, Mr smith wourd have been more affected by this probfem
due to the greater vorume of inc.oming trratfic than his nerghbours. (A
summary ol the circumstances sunounding the RCM fauh are
detailed under Altegation (iii)).

Telecom's ignorance of{he sxistence of the RCM fault ralses a
number of questions in regard to Tetecom.s settlement with smith.
Forexample, on what basis was settfement made by Telecom if this
fault was not knowh to them at this time? Did relecom settte with Mr
smith on the "basis that his comptaints.of fautts were justified without a
lull investigation of the validity of these comptaints, or didTelecom
settle on the basis of faulls substantiated to the tims of settfement?
Either criteria for settfement would have been inadequate, with the
latter crileria disadvantaging Mr Smith, as knowledge of the existence
of more faults on his seMce may have led to an increase in the
amount otfered for setilement of his claims.

01

47

Allegatfon (ll) Falture to keep clients advtsed

Inlroductory Comment

48 IAUSTEL has been hampered in assessing Teleoom's dealings with I
Mr smith by Telecom's failure to provide fites retating to Mr smith's

area who first deah with Mr
smith's complaint has not been provided to AUsrEL, although
documents from this file have been copied to other fites. At the time of
writing, no explanation for the failure to provide this fite or other files
has been received from Telecom.3o

49 As a result of Telecom's failure to provide fite documentation relating
to Mr smith some of the following conclusions are consequenily
based on insufficient information. The information which is availabte,
however, demonstrates that on a number of issues Telecom faited to

30 May need to be re-wriltsn il other inlornration comes to light.

37



69

zs 95 10674-01
knowing it, as identification of the probtem is dependent on reports I 2 trfrom other P"opf€ to that subscrlber of he or she nor answerfng therr r s d .phone at a given fime. often such a repoil may be made some timeafterthis cail was atrempred, and tho subscriber;, ;; be abre toremember ths sp€cific detairs ot what they were doing when the carlattempt was made, and so assume they were aosent when the carfattempt was made. rn this contert, information from the capeBridgewater area of 6 0ut of 11 subscriberc indicating they hadexperienced the NRR probfem is very significant, partiorhrfy from anarea with the subscriber profire of cape Bridgewater (refer headingabove'comparative uniqueness of cape Bridgewate r HotldaycampService. for comrrents on subscriber profife in area).

ft is not known what action, if any,;;t"*"r"i Terscom at this time toidentify ths cause of the NFR probrem whrch was suggestecr by thesuryey' or whether an acluar faurt was subsequenily idlntined. tt istherefore not known whether Terecom was In a posrtron to inform Mr'smith of a NFR probrem in the area. Mr smith marntains that he hasneiver been informed by Terecpm of other peopre In his area whohave expedenced the NRR probfem.33

fn June 1gg1' afisr a faurt comptaint from Mr smith, a taurty tinalselector was detestecr rn the ofd RAX exchange.e. The raurt courdhave caused NRR. The infonnation on the faurt rEctification 
"omesfrom a briefing summary prepared in september 1gg2, whic{r slates:

Other atstomep repofted prcblems overseveal days
preceding the detection of this taurt whieh wourd indiate thatiha switdr courd have been fautty tora matcimum of tuo to thrcedays.

lWn 
provided wfth the documents on which theconclusionsi

reports from other cape Bridgewater subscribers over this period orthe detairs of the fauhy finar seredor fault rt woutd have been

70

7 l

39Need to Hentity oroualn srcte fiom smiltr to support this argunrent - rrot srre ir has

siFom Hff#,ilfl'JJ:J:'l o,nn*,o *Gons uril(nown.



Pittard, Rosanne

From:
To:
Subject:
Oate:
Priority:

Pinel, Oon
Pittard, Rosanne; Marshalt, Ross
Technical Options
Wednesday, 1 September 1993 9:33AM _
High

Ross, Rosanne.

lan .has asked me to put together a small team urgently to look at imaginative technical options for the COTcustomers to address their concems. An example would be a fixed niobilenet service wiih appropriate calldiversion facilities, diversions to PAS on busy or no answer, radio options out of area service with calldiversions etc. t think we n^eed a good netw6rt< engineer, a'tof ci iho a gooO lateral thinker. Can you
nominate someone please?

lan's time onthis is to have some options by next Monday and a speedy implementation.

Don

Cot
-_=

Page 1
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Marslrrll, Ross

Fmm:
To:
Subicct:
Dde:
Prioriry:

Ross.

Pirul. Don
Mtnhrll, Ross
FW: RVA ON CALLS TO CONNECTED NUMBERS
Wcdncsdey. Scprcmbcr 08, 1993 lO:O6AM
High

thcrc, $.m8 ro bc ln oplnion rhar calls from ARE or ARF to AXE h.va a protocot probtem thar resutrs ,^ | |signifbanr call feilurrs. Do you havc any hfo on this? 
' "' 

I t

Don

ffgffi-
Sutiact FW: RVA ON CAU-S TO CONNECTEO NUMBERS
Dle: WcdnGsd.y, 8 September t993 g:28AM .'
Priority: High

don
Here is rhe tirst of the info- The forwardcd mr$ags show an cxample of the RVA problem.

As i mcmionsd h the mcssegcbank last night my test produced a 7.5% lail to connest ( btackhotel I wilt
lorward copV ol trc tcrr es ioon ls I gct nrca tb vicw it

, )

, )

Srds

MIF"
Subicct FW: RVA ON CALLS TO CONNECTED NUMEERS
Date: Wsdnesday, Scptcmbsr OB. l9g3 9:l8AM

--
F

lubioqTvA ON 9A[S TO CONNECTED NUMBERS
Dete: Tucsday, 7 Scptcnrber 1993 5:O6PM

Herc is an cxtmph of ln rva on t call to a conn"cted number, the exchang€ wpes may grve voue clue rc to what the incompatability r6y 6".

076 615 79O ARF catling 076 6t7 2OO AXE

lst anempt RVA NUMBER NOT CONNECTED
2ncl .nomer BUSY
3rd .ncmpr RVA NUMBER NOT CONNECTED
4th atrrmpt Conncqed ok, was not busy previously.

rcgnrdsr

3sRreN$
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CONFIOENIIALHqLLTNGDT\LE

_ &PA_cE

llrlbouttrc Otllcr

CONFIOTNTIAL

To:

A t ;

To frx:

Irn f,ay
Corporrtr Sotlcttor
Tcbcom Aurt.-dta

63{ 8832

Fron:

Dlrrct llnc:
Swl teh:

Fr.orn frx;

Drtr:

Mettor No:
Approvel:

(o3l
(o3t

Oenlrc McEurnte

208 1383
zffi t234

(ot) z8r t567
l0 Soptcrnbrs 1333
rssOSZl Ptn No: Z7q
1)  n f
*-4.4 t r  <) 'va-  1o

Phoor: 83{ 33@

Pagr I d

no tn{oert cr t6 rbrr i€lrllo tu Fte(&Sd sd ccntldgrtlel, lotdd ary rbr drc r:c6 of Cro
fdlv.tdrl' c ctBy sld rbra. 

-It 
tqt-rre rrc thr tlEid rcrilrrrt, oy alrartlflcrr,

c4yta3 G ur. od q. le.frcitlsr tr rtrtetly ps*lb.ltd. lf ycr lrrrt racdwe tbis gralcrtlsr
ln ctu, plaarc ,,-{t!'rly rrk$o tu (rruiff .}"-Ec rrdn .tFfFt;:

(03) 2lt l,3al Frr (03) 2St $e, (I*rmAd F. dr + t6r tf) c telEG IA3UE
ld nnn Ur orglrl farstrlh ta

t El43, lgl Collln StnrG, lhEarerr V& 36 A.nralta

Deer lra N00 7 4e
tCOfl Cgo Stntrlv

x
f

*

rrpcett ot lha lrtucr Irrprr rrt to rrd upoa ot U thcr
$le eoy otbcr larucr you eould lttr ur to conrtdsr pljrac .lol't borltrtc to
eoatlct Ul. noth Frrr?hllh eDd Dutbunrr_srcrrld. bc hrJov to r:rl.t vou rbnrrld.

thorr lre any

ralttcf! cohsrrnlto

Yourr rlncarcly
F RsESt ULq ltot rtNgIr.ArE-L P.Ac E
por:

/1 r, cl
QLp-----2 tt (J^-14

Dralar Mo8urnh

Enc

copy to: Droo,ne lfclr

3?e



)t:) r q.y (i)Rl,')R..t fli it:L..\t; t.R.r ')[.1]l
:  
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Tto contoatr of ^-thlr doerrnrnt ir. prlvlle3od aadtberrof ihr[ be dtcromrn;i;, 
';pred 

or ured ur*routtte feleoom Corporeto SqlteiiJr.'

A. It8 oP_-A .'COT'_CASE

b11si ol undsratr

Set out bolow ore romo of
:sjer.. ?he partlcular, aio
"CoTn cas€rr:

' Coldsn Meessngrrr/Grahsar Sclcrer. Tlvoll Theatn Rqrtruranl/enn C**,o Jepaneae Spere pertl/Ann Gtlls; 
--'--

r Cepe Brtdgewatsr Holtdsy Camplnhn

It - rhould be recoEnlsed, however, ihatixhaurttvs of thooe tharsct"rtlft"",.

4,

J .

6.

l .

2,

3,

dgegryrentiffiEv€r,
nocorr-arlty metchad slth ttrc rbtttty'
thc lnformlUon obtatnoJ.

Tbom lc uruelly s rr luctencc ts
apparcnt or clrlmrd ro.ronr brki6:

t cort
dttftcutty of proof
clrlm har r conrponcnt
lramunltlsr rpplted
Te locorntr rlz,e rnd
opprerr t  vo .

thlr levsl of
to cccurl tely

understandtng lr not
or  cor rce t lV  In te rprn t

a

a

I

purtqo ! clalm througlr ecrurt ooi lon.

3'1 fl
rolrt lng beck to whro Trhcom,r rt.tutory

rbtltty to .Jsfgnd ecttorr provot to b.r

Comnon Ctre.rrgtgrE{cr

slnrlq operrtorr of cmerl busrne erer ge neraty operettng In servtce
SlHSiT,; 

I! pertnerahlpa 
-ero 

lnvolvei ri-is 
-,rsu6lry 

J-iurugnaT*ii"

fll$iffilll,,l""it?L'l,.,illbltltv or vtebrlttv resancirerc or ruosed,
coomon drgtrust of relecorn'r nerworJ< periormance end dtstruct ofTelocoorr clatmr thrt network purforrlan-ci 

-.""otJ" 
;jG ;accapteble

rtanCefdatr.

;:::::rlt 
dlsgsttelacttoo bv the clatmant as to the handung or rh' cl'q by

Dtrtrurt or' Tslscom'a tesilng procedurer. N00ZS0

Numerqug faultr rll:gad, end crsrilod. to be rupportcd by docrrrnentaryevldencq collectad uy- trre ciatirnt, ..but 
",tu"r, 'ao 

not 'ratc1 Teleqom,rtrult rcporilaS reeorda.

thc cqmmon characterlgtlcs ettrlbutecl to ,,CO1. ,rdrarvn from FliP'r .*p."f*"*-'*,rth ttre 
-iollilng

. ;  |  :

confldrntte I snd no prrtthe oxpreri per,ntartoi J

Smlth

thlr l tat la neither deflnlf lve nor

g .
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MET'IOI^NDAHOFADWCE:PRIV'LEGEDANOCONFTDEFII/,AL.AilV'C.OdLC3'.ITN'

( i )Thecaseso fNC lvsa r rdEsso , re fe r red to .above ,make i t c lea r tha tac la im
ro privilegcnl,ro "*po*Lffi"iliiilot.l"tr':rv 

ilte ti"im' A vasue or beld

J;i; ;r i- icptivitegcissecnasnoclaimatal l

( i l )Thedef in i tbnofpr iv i legc indicatcsthatonly .cornmunicat ionsbetweena
IarrTer and a clicni for thc dililIP.;r'. ;rii""ui"q :I 

'::,':.*g lcgal

advice or for litigation (""d;;;;lJxiorrr.b"tJsgn 
q laurycr or client and a

rhird partv for the d"It""Tt";l#f ;i-ryg;;;iwut t" proteacd bv

privilegc(seeBaker'c"ii)tii[-8"'"tcasireferredtosbove).

It is diflicult to see how a dosument' or docurpnts' rrcrely dcscribed as 'Network Data'

would flll wirhin thc defrnitbo or o *riJ.loiioJioo t"tw""" ;;*'"tt arrd client for thc

dominanr purpose ,;";;;;;for litieatili;;;;;"tt"i"n ttt*:en a lawver or client

ffiHt'fu?ffioi-tt,. dominsnt purPos. of litieation'

There appcar to bc 39 claims to legel.pr.ofcssional privilege' which are nrtcly listed as LPP

tn A,uchment t.rcinJdrnf,.r dJtaifed'iil7''*i-"n' i'- ft"ttot' there appcsr to bc ?4

clgims to lcgal pror"rrion"t grivilcgc ru.T i,' e]i""i-ment 2 (fi;;; "i""t 
*iti rhere is such

a veriation between rher. i*o 
"-orrnts 

oi"Lims), I pt*J'liif.t f'ft d'escriptions in

Arachment2 indicates not only ir,"omp-rctl-J inuat{""tt1litt io privitege but also

"r.tit 
*ttich appeor to be cnoneously made'

For exarnprc, it is difficurt to s!g., d,l:* firrthcr-inforrpJr"n being suppli:9fl* a'chart

- Cal anatysts with nanowritten rniiiii'it"'l ":uap 
I ti6u'" Enterprises Call per

exehange.,, u ,r#" :-tfi; ,;aq"ilri-iiliind.r o, " 
'r"i.-oi'r,rrn"ti6n report' could

t 
"it.*a 

by lcgal professional privilege'

(3) made delectlve or erroneous clelmr to prlvllcge' andlor

There is slso ,on. ,J,i.nL;;i6ti... -rring irr"ai". oi rnoneous claims ro privilcge'

For epmplc, in the letter frorn Mr JoF ArmstronB of Tclstra 1o 
Mr-R9Ss Plorrman doted 2t

Septembcr leet, T;;;;-..n".a", ,t", ii'irr"-iili*utrv "Lttin"a 
some documcnts as

privileged.

f;,Y?,1,:3'1"$',:JiJL:,ff l"'#il":"::H!J!{:i:'*whgrvrnakinerlrse'or
seurious claims ,o ir-irit.g". 

'I:. 
"*;;:-;;cr9 

is. 
" 

potJnti"i slttrc.yt't =ot 'u" 
for thc

mssible abuse or tr,I ioit 
-i* 

"{.f1s"1qr"'i";i"'"i 
ryiy1f;gt;t'int 

-faxed-document entitled

tco* cose stratesy. m{kcd. ':c"t fld'";;;i;J"ii-ro 5-"Pl;;;lggr fron' Ms Denise

McBurnie or rru"iiti rtouingaare qrd ;;;:r.nffi"-. ofi; to Mr lan Row' corporatc
'SoGitot, 

Te teco rn Australia'

goarlble)' (Jl'cr lruE'rrrro$v" 'ri- -- gfai*^.t . ' , ,b'd'**" '*-Fl- 
l7 of2l

P -  r e

- rc CoTs

I refer in particular to sccrion 4 on page 6' which States:

"o, criticar,'*n,^* ".l,rJ$\*"1*1ildilf;3g"nfii=:iii#il I'd,ar
Mana6erncnt Art
ManEgemerrt' ?i"-rii'tt[ eorl d iil;';h""ld 'duavr 

b€ to the Gorporate OPltJ*.A
soticitorr oltice. fx" it in order tt uiijinto oncntl'on t[ ptentiet Proteciion o

#tnu.mnffi#:*ffi-,-.W*
FoSrtblc) ovcrlttlotmructn Errs Y- 

: = 
-l- 

.1--,,-'-
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tttrnqcrcoodhlbn &
eilnolrt Rqwrilg

Fr ItRH2r3

r. t3 scgcotrr. tgll
fourl;rr 13
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lrrrlrt
Fi.ll@lo.tr?

Fnchllt's lr$nr ttpor rc (bt Cue Stntegy.
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Frcnr:
To:
SuDfect:
Datc:

Jim,

Phel,Ibl
Hotn$, Jlm
Legal Besanrca
Tuesday, 21 Sryteflb€r. tgg3 1AA9PM

Mdd lengthwith fudbotb rpntirg{an Rowwasrhen). ltrareamne€dbrDedseMcgurrietopronride
$ryt inog o-gn eroqd ano slegeE&-ua sm conp b tr;nDnot /s lretirrg b rmd ue Caye6 antt pict rpthathreads' Shewiflaro*encsorptinptreretonnnorrrprningrarierirg-r@ilcon€spmd",Ee. tw.ntherlo be tho bo.ts br dialognre with th€ cuslocrsrs Wclld ne io-ulc io yut abcrt this, prglerably bebo I seeHarvey this aftenroon.

Dorl

^ f R . ' r t - i
l : w - U  r  J

Pago 1
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Domzd, Non

Fron:
To:
Ge:
Albr.cC
Drb:

Plncl. Dsl
S.y!r. J.n* B.dc.lbn: pilrd. Rc]|m

:Ll=l. l!11{otnp.. Jirn }tenrbt6n,DrrtV: }o. Trnoc Hjdry. T,ruil
vt.-iliFroo'tDqromc! F
Thcrdry. 23 SrpbnDcr tg&t 6:5!F

In u|a qrmnt clrndc Ttlcdtl lLadr b b. prtcrdrly fl!ftr udur llr o npondcno b 0tc coT a,.b|tltt.I lnw rngngn<l Dqtbt McSunb from mriur o prugo ct fi .r. 't$rur !$b h qb rtr rrd I bappropnlle 0tet d conrrpondorrcr fronr 0tc CoT (ind nir coO*.tin* drq5 br drrndrd 11rptdlD'tfi. h tlhtr hfutg of r nply tonr Tclccoln q h l?lt *rct fum FndI I qr trt Thr prrtarrtPPP?|t $l vry liom or{onrrrb cutrnr nd alurninncc r d;;"im€ hn ft. gf,r6t plto.ophy.houEbcbilow.d

Tha mcdtofthh appooactr b:

It diever the Regiom of onourg cotfapondcnor

.!!annliee a rigorous @d rcglma to thc dtelognn
U

, lt provldes a conslstcnt apprcadr b trcsc rrllcl!

would you please ensure that uih ell onbnrcn that erc, (a hew Ore potrisd to D€comc) 1.dour /comptahc, concgponcsncc bpms..dtmugh fruCrli$fii h0!r;ahpd.dgrfrrcilli0rch.gbn.

llltnddy. th€ ]33po||!.to q*tT 
Fr!.pondcne b t rnatlrrbr R.giqtd d.*lon hn twqdrl cnoq;ego

adiotts oonridardion of Ftlctd[s eAlo lti orcurhn udtr situr nrpfo or Sm ]lolnc ll en &n15vt
appmach ls prcfemd.

Don

P.gp 1

r 03 022

IPB
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28 September 1993

Mr Frank Btount
Chief Executive Officer
Telstra Corporation Ltd

Far 6323336

Dear Mr Blount

. coTcAsEs

f! qROears to me quiie reasonable for the CeT CasesSpokesperson, Mr
ucnorer, to express the lruslration that he does in hls attash€d letter, dated 27
seplember 1993, at possibly having to deatwith relecom,o goticitonrrelher
lhan with Telecom personnel direct.

As I understood it, 'Telqcom has given lan campbell personal awuntabttity,
1s a llu senior exeaiive, to manage ail aspeits of ihe cor cese3,(lefiei-
dated 24 August 1993. JR Holmes, Terecom's corporate secretary, o me).'

Its solicilors,'... a&rcss any
direcl..."lo

their ottice. Freehill's letter of 27 Septembei tggg (copy aitactred) to Mr

I QL'ELNS r10.\l). \ilit_tt()t R\L. \',lcToRl^
POS l .11.: F.O. BOX ?J.r.:. q1 KIL t)r R I ). \ lF:l.BOLrRNE. vlCTORlA. 3004

I'E.LEPIIONL: r(tJ' r: i - irn F.\(-Sll l l lE: (03r8203021

r l Schorer $ates that '. . . does not in eny wey prectude . . , thimi ,.. trom
adclressing non legal matters through the normal channCls oi ommunications
previovsly agrae.d..."between him and relecom, it places Mr schorer in the
impossible position as a layman of having to distinguish between '@ncems of a
legal nature"on lhe one hand, end "non legal mattersron the other.

My empathy with Mr schore/s fruslration is reinforced bv Telecom seeminolv
'gno ggg th-ar
he shoufd consider suggest'rbns pul on behatf bf lhe cor cises '... on their
yt^efits., not on a legalistic basis or on the basis that they may set sone
"floodggte' precedent, but in the spirit that the suggesiions are made, namely,
in providing some torm of address and sonte form of resolution to what have
been long standing concerns and issues."

As I indicateclln Ty letter to Mr Campletl. there is a strong feetlng among the
COT Cases of a labk ol good faith on Tetscom's part, lf Fieehill'jbtter 

-

corectly rellects Telecom's inslructions it can only serve lo reintorce that
rttult'u.-7

\ ]efec9.1nox, appsars to have done a .'back ftip,,
) FreehillHollinodale & Paoe. to inlorm Mr Sehorar& Page, to inform Mr Schorer

ffi

I+oc



while having regard lo the amounts involved inlhe ,,commercial resolution,
groposal put by Mr schorer and three of the coT cases I can understandr elecorn wanling to get legal advice on the issues, the matter is more likefy to
Pr]11:?gedv resolurion ir direcr rines ot communicafion are kept open, itI etecom continues to talk direct lo the cor cases and hearg their bnbernsfirst hand.

AUSTEL for its part is prepared to facititate such communicatlons and, if
necessary, mediate on what lunderstand to be the next slep inlhe ,ummerciat
rcsolution" proposal,. namely, the parlies agreeing on lhe teims of lhe proposal
Detore ils consideration at the "Exectrlive counc'tl. tevel withln Telecorin. 

'

Mr Schorer has indicated his willingness for AUSTEL to adopt such a rote il it is
ne.cessary. I await your advice whether Telecom is also willing lor AUSTEL to
adopt such a role rl it is necessary.

Il:tl+f proposing. should in no way b€ raken as prejudging the odcome of
fyul^tr5l'nvestigariodreport ot the concerns expressed and issues raised by
the COICases and others who have expressed iimilar con@rns and raised'
like issues. I make lhe suggestion of AUSTEL facititating advincemenl ofTelecom's consideration oi irre co r cases ;coiierciai resotuion poposal
now because the COf Cases are in dire tinancial straits and beca0ie, is I
have said. befgrs, AUSTEL's invesligation ireporl does not precluoe Teiecom
[qT,qtoltng now.to take steps to address concerns or resolve issues raised by
Inqtvtouat complainants, or for that maiter, those concems and iseues generally.

As Mr schorer has sent a copy of lhe attached letter to rhe Minlsler for
communications and to seniiors Alston and Boswelt I am sending e copy ol
this letter to them.

Yours sincerely

4oc
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ITRAFT - tN CONFTnFNCF.

Consumcr will undcrtakc au irilncdiac inspecrion ot atl etemens of the C.\N anci
ucnify that the service is consrnrcted in a manner that complies with sandard
practice. Any defectVabnormalitics witl be nored utd corrcctcd. Pairs will be "clcan"
betwecn the exchangc and the cussrmcr's prcmiscs with any comnpn pairs cut au/ay.
Consumer will formally cenify that the inipcction has been carried our and record the
rcsults of their invcstigation.

Commercial will rcst thc customer's service and record the rcstresula. This rcst will
F_*pt"rca at rcgular intcnrals (at least weekly) ro ensune srability and consisrcnclr.
Where appropriatc. CPE wilt be testcd. On occasions it may be dcsinble to in*all
recording equipnrcnt at ahc curstomer,s premises.

All achnical reports tharrelate to rhc cusromcr's scrvice are to Ue trcaaca "Llgat -
Profcssional Privilcge", addresscd to the Corpontc Soticiror and forwarded through
I

Thc only conact with thc customer will bc by rhc dispurc managcr or the Regionat
Manger unless the MD Commercial chooses to become personally involved. .{ll
conacs with orhcr individuals will be ret'ened back to the dispurc manager.

The Rcgional General Managcr will cnsue rhar all other elcmens of Tclecom are
advised of thc declaration of a Carcgory A dispurc. The managers of these other
elcrncns will ensrue rhat alt para of their organisation are aware of tho existcnce of a
dispua and that staff arc adviscd thar thcy arc not to comnrcnt on the customef,'s
scrvice. On all occasions only staff with cxceptional "intclligcnce" a$d who have
becn fully briefd on the dispua are to be assigned ro any dealings wirh the cusromer
or relatcd activities.

It is imponant thu opcrational sysrcms (including DCRIS. LEOPARD. Service*Plus)
should be made capable of displaying m appropriarc warning mark against the
cuslomer's recotd indicating hat a scnsitive cusromer dispurc is in progress and
idcnrifying the dispute manager. Local insauctions should be issucd to advise statf to
refrain from comrnenring on service pertbrmance issues but ro rctbr thcse ro rhe
dispurc manager.

t/ K0,05?,r

4tn
coTl306.DoC Revison t:
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Itilclbourac Oillcr
To:

At:

MrDonpinet

Tctccom Ausrrlir

Froo:

Dlnclll::

Swltch:

trlou fir:

Ilrtc:

I}tr$aNo:

Apptunl:

Tofrr: W 2217274

Phonc:

Pqr:

vt t37 ftrtz

l o f

Hliffi'l*,yii?*t#Hff4 coondcodc radcd oary fr thr urc of rhc rffi
intrinrnon-rl-frJr..r,r',"d. rr rnr rrr* f|.y*,g uy Arrniarnoo, ."pyrd;.urc of ibclffi i:ffi H,ffiniHffiHttrffi ffi:,"T

(0!1 2gg t3f t prr (O3l2SS t!6? Gncnrdoort nhe cdrr + [6] !D s Tcla, eA33@rrnd ruurn tlrc cigaiiircrfnffc to

Ittr Ahn Srnlth

I cnclosc a coPy o{ thc lerGr scnt b ql!! snlth .t l.t6pm rodey. I elro coofirm rhrr I
fi'f*'*1,Hr,H?J;!*n:'n*i'6ssiciii;;ir*il-,ourssrirrrwhiconrirmcd6rt

Yours fairhfirlly
TREEHILL HOLLINGDALE & PAGE
Pcr:

U* nnd
Crf,

Dcar Don

Dcdrc McBurnlr
Solicitor

FIIPMELC{\932?r609.7, I Oc,obo, t993 4tB

Donbc McBuruic

(03)2rr t3r3

(03)2tt t234

(03) 2$ 1567

0l Ocobcr 1993

001660539 ptn No: 274(L;*nu
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36' whih in-normar circumsrances 
IFJ ,,r,grr_bg 

-a reasonabre posirion forreiecorn to ac'gPt,.I'9 ciic"ms-r'ilc€S o'n, ior-dr"es-are.beyond the norm -if rerecom is saiisr;ed t';;;j;;:i: q.j.lr"rir" tn.Jrior ,... indtvidtat
ii!3[".fl'*,$lii!!iru[H;3h;',?jf,=,renaore,iriioudnotrhem anew r!_e le.qmg oiir,d'b"rr, meit p,biih izt;fi*rJ,f,It$S?-"Breaker to make^a,lr-oi* iii *I.?rg$1r in6 p,ili,.. .. i*iiduat iint mentsi,;6ii|t 

reasonabte anol,ilo,lr,r c-oi lor!"r'*Jl,o be bound by such a

3l;,'i']ief,',0',2i,H;j'j:*illf.?I3;,i:'.??,:,,nefiecl,rharwhenthe
' not sll rglgy6nt facts were taken into acccunt' 

:1?'X'?l;i3tiJ.1i 
",ii. 

tJJ 
i H'J lJ.n''' n nan cia r ci rcr msrance s

39' As a moder coroorate cirrzen Terlgom wourd, n3i:r?l want afr rerevanrrads to have been taken iriio-...ount 
.The iei,n!'-or'*,e 

,settrement irporaMark /r provide al€pponu.,rv * l::' tt e aii_ ir,i,v *orrq.enabre tne circuitBreaker ro tesr wrrerhbr. 
", 

;il;; ?t in. zoi&::,.afr rerevan, ,acts h,er€n't taken into account anc, toln, .rt*.nr-y-,,r.iJilr, ro take them inroacco u nt' A*e rnari ve ry, r n J'circri b t."r"r J i^"Jitid"i,on n'"y confirmI erecom's posirion aicitrom tr,J'p.rrp"iiiJd'i'n.,iiti" *ercomed by Tetecom.40. Fjnafty. if rl,: 1na^ched terter (Atiachment .D,) datect.T Jufy 1993 lromFreehirf' Horiinode: q rig;1i'iilrrn, co;i i"!rJJ,*ri"i,ors is indicative ofthe wav rnar rr?enirf:rri"rd-"t i lln^"_ nare a-friil"neo rhe corcases inthe pasr, I would be mcre rn-.n i rf,rte cbncern.Jliin& were to have acontinuing rore. I sav rhar dil;i, *,. ronr.iil;f bfier rheir serectivequotation of whar y-9.r_r.hrn rJrr.or.s.generir ;bniiiion, or tradino
ffff:ilfld. omir criricar q.rariricliio-ns ii lil .r;;;'ii.y *"r, reling on to

I'I.,."J,?'J:iiH:J!: n'slgccasion thal.r have had ro re'
:i,-s,.-;*;l8i',;,'i,,JJfo'[Ui#:1,.;;}J*''{#$j?"_*uonlrot and mv relel oieo sdb].-r-ol, r sgdr. ii; ;;*.r Revohrtion. white'H;li"::,.;:H ji?;is-iff :.Jti*,k"ill:llte.ri,gleJ,.il?i,",
"r""[,7*l"r:;;;;oi::ll::If..-"o,iooemelir'i,l'iJ,!]",ac,oprinsthe

+2n
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Trevor

From:
To:
Cc:
Subfect:
Date:
Prlority:

Hill, Tre\or
Henville, Jenny
Pinel, Don; Harnbleton. Dennis V
Austelsubmission - Comments.
.t$frsday, 14 october 199tt 10:SgAil
Hbh

Graham powles,

I regret that otherAustelbush -fres this week have not allowed me to dwds rh€ tinp to review yorrsubmission to the odent mat r wourJ rrlve pretened nor that your etbrts deserved.
Initialcomments are:
'1. Exec Summary.

Background

\ 
| ffiff:: I H;*Tl's 

attentbn as much as possible on the cN,rsnr rarherthan rhe pasr tevetof service
-

8 . -Para
Afier

Instead of "was not as
Meet qrstomO/s ocpectations"

./

between the parties and were or"n 
",inJi#ilixJ:iJETr.H"Tl" roker .

At the end of the 3 dot polnts irsert:' lt is these claims that-are the oasil tor and fools of Austel's Invesifation into the curent level ol servicequality experienced bv nesi'qrstfi;;j'- 
'gwr vr '1uDr!tru rrrvs

Para 14 - 'pressrres" 
rafherthan -timitialions.

Para 16 - because.-.".ot their perceived lack of independen@."?
Para2o - "influen@" rather than support or not"
Para 25 - After "sugglslion is proposed" insefl " Telecom seeks Austel's comments on this suggestion. ActualmpEmentation of the sugge$''bn'u,ould ne"o to ta!" iri,; il;rfummenrs received and any otherorganisationar iniliarives iroirnpliiil#iii,.y irpaa on tre'srggasron.
Para 26 - Please note.that, as stated at prevrgus -meetings, I have lpng reservatbns re our response to thisissue' There is a big anerdnce ueil-eini"i irg t 

";ild;i;ilinisteaoing and deceptive behaviour ardprovfng an actual breach of s52 ot the iPA r[iJ respoi;i"ri*"t any hurdres by proviJing an admissbnon behalf of the comoanv' 
-dst?-nd;;i,"ii1""1 or caciruii-LJi"" rhar rhb inegar behaviour has occunedthen it is incumbent upon tttose *;;;ers to take mm6o-iata acibn against the statf invorved.

P,:Ji"'tfi,1fiilT:"ffiftrH:f this isslre shourd renecr rhe a&ice rrom Denise McBumie,
I will continue to work thru'the doc. ard feed my comments to you asap.
Trevor Hill

Page 1 R03331 
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Facslmlle
/

To Eoss Andcmon

Company TctecomPorttand

Frcrln{le 055 236 56

From

Subtect

AlenBarrow
P.T.T.O.1

COT Crsc

$eIeg1y,r^

\r
K01489

Drte 29 Osrobd 1993

Ross,
Tho fo[owing pag€s are copics of my fu nacbinol jwtlt urd tbo protocol pidouts of

eibd cdk"$F 
dltc of 2&ocT-9g wc wcre'trying to cr€atc a [nc lillro coodition that would

re.podrrco thc sarae error on thc tnn$nftftrg-rnacline and m rcoord ostte 8*dvilg
f"fisrbfuti ndnne (O55 26? 230). The reain frrtbfu rrs to thow tblt a rcofing ftx nadnnc
corild gg to tho point oftrt ,tot*qg I pEgG to thc lvfitsubishi frtc E dtinc wtthnrt tho
lvfta$bhi Dacbfoie hning rny record oftho. call

Tho 6T o* -i'in Er"cioowr thc.pfdQ,93-rt,l046 ontholgrrqt Crtis lusecctod
thar thc alock iD thb rnactrine is lDptor. ffi in ccmr). Ttc durdion of tbo
finsddng machine grye of 2qi'Einrt€s snrggestr tbe thc call eild a tbo cad oftho PaSp'-
posibyw[ccr t q,r.sfuii a rcply ftom tt . rcfr,iog cnd. lts frcscaoe of tbp-ID in the jonrnal

of "055 26"f2SO intlicatcs thc call was connestcd to tl" UnurUittt frr macihine b question Tbc
rcceiving ldrchine has no Eltcldttg artry in its joumlt for this crll

L catt was placcd to 055 Zi5nll} anA cinnccnvty tcrufnatcd a tts begimi4g of the
page hrt this rcs,rdGd in ur crror of NG in tho jorut rtolg vit! tbe ID ofthc Tning A'rimr,cr 

The onlywq' to rcpro&rcothc 
"nttdidono 

a0eriarccd aborcwasto idcrnrytthc .
powcr on Oro rsriivini frntd1sfri fec macnina ttis wiutO rxtlt h rn cory in thc trr$uitting
iructrino and no ory wtratsoctfcf in the r&civing ldisfitbishfi EschitrG.

lEtwonot tupcrcd
ina

with thc rcternc CCITI 
'Croup 

3 foc rulcs. A hrtrA4 prgp hing froqthis
#2 ehovts

tl6t-tha ma*rnne scnt the correct protocol at the cnd oftho pagc. Evsn Etbc^prgo wu scnt
upsidc down the time and datc and cornpany namc should lrrvi *n tppcarcd 9o tho top of thc

pagc, itwasnt receivod
ttroughit had airrcd inthe
lockcdup ststc for afurther Z minuies after the calthrdtermirutcd, evcnfrralty adrnncingthc
pagc out of the machine.

Rcgardr
AlurBarrow

llrttod(Pndrdl
lldapi hltt& StDoil Cqtbe

23tdfu2{oEilIlhnS:[.
ItcDoma3000 "

Anbala

Td*hone B63f 6s$l
03 8{0 0se7Florffic

/
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ATTACHUE} IT

A ( rs'rt AL l.\\ t'|.:Ll:t :( | l{tt l. I l( :.itl(,N AtTHOf lTY

e25s6 (8)

l0ltloryembet 199

Mr lan Ca
Managlng Dire
Telecom

\ heva asked cliff AUSTEL.S Netnorks, b lcr
rCOT Oesasntmgd

in tho Fast Track sctilement Propsaladefined dafue forthelrt€hphono
seMce for the pupose of obtrinlnE egr€sm3nl on lhe operelional pcilonnance
of their lelephons seryice when a financial settemqnt lsegablshed.

AO96?G

reuur\s R.,6.1'{.a'unt Qt:ur\s ROAQ: Ill
Rx r^r.. y.Q. B()N ?{r}. 5T rtCtlt

IlLEPllotiE: tttlt tlt ?.r{l(l F^(snm.&CIr)&0nlt

F .o'"'1=
r - Comrnercial Business

Fer 6ta3876

Etear Mr Campbell

COT CASES SETTLEMENT PNOPIOSAL

As clisqrss€.l with you this mo?ning, | @rrfirm that l am pnpAtd lO rmmtmnd
to the four 60I Cisec named In tha Fast T'raldc Setcluwtt Prryse/fhd,lhey
actept the Proposal. :
I also confim that insofar as it F eble. AUSIEL wlll anafli lhat lha *tUements
remhed as a result ol thi6 prooesg will b3 Unding on dl tht ptilld8-,'

Hav{ng regad to rho malters put In your lctter of 9ltlovimbcr 1903 c0nOorfliltg .

. th€ lirne it wllltake Telecomro edablshtOtttf,ftd""
arrlngcdlents and ssign $atl to handlo.elalrns lnm ottrel
clstohsn under tts ne* dlsgute tqilu&n ptocegs !ehg.
developed in consultailon wilh AUEltEt . . . ;

. rhe irduslon ot addt'tonal orslomelt'ln thc Fadiddr ffilelrrienl
Pngosal defeating the idenlion t0 acii€ug a Seedy ouloqne and
obtain experiencs to assist in establishlng I now ptoo988.

AUSTEL agrses rnat tfre Fast Trac* SettlenentPrqposa,sill be confned to lh€
four COf dases named In lho proposal. That egnement |3 on lhe basls lhat
othor persons that are knonn to AUSTEL and Tahcom b hevt daims ln llp
pipetinewlf bs firsl abs oll the rank under he ftoptl Artltnbn Ptwdure
once ll is se{tled, provldsdlhat,lf appropride, Tdeem h prepared h Yvdvg the
upper fimit under $e Prcposed Arbiuathn Procldtw.'

45c
Chalrnan
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Internal llemo

To

From

Subject

0gte

Flle

Iiq
Doru

6eleg.gm
Mr t.R. Holmcs, Sccrct!ry
Mr D. Pinel,I\r{anager - Scrvicc Assrrrancq, C&C

Ian Campbell

CoT CASES
FAST TRACK SETTLEMENT PROPOSAL

l0 Novembcr 1993

I agreed thc following Mr Davcy today:

I. PROPOSAL

Panz(a)(i) to rcrd

uclaims sinoo thc carlier scttlanents to e datc ofthp sscssods findings'

Para 2(a)

Aftcr the first paragraph" the oqtanation rs to vrty Sdrorer is diffcrent.

Thcrn the second paragraph.

Parc 2(g)

Last paragraph

.., amount ofl sum apportioned .,.

Parc 2(I)

thrt the emounts ...

AUS$L's ASSURANCES

Thc tkco a3suranceg requestcd have been agreed, and will be providcd in a lcttcr to uL

Rcgarding the "defincd status" of thc tdephono sewic€s for the CoT 4, Clifrtvfathieson
has becn delcgatcd by AUSTEL to rgrec the spccificrtiotq tcstit€ proccsr and
agrccment Proccss.

D01gBe

Lanl5
212 Ed$l0mSbrct
MELEOURNE VIC S(IOO
Affdle

Tdehooo (080 63160Zt
Ftcslmlb (C)63f3d18

z.

\

4{v



. , I I 
have spoken with Mr Davcy about tho nced for rn intcdm rrrrngcmcnt for this for usc

l{ | oWono thc CoT 4- until r 6nal srrangsncnt is aailable. It would bcurcftl if thc CoT 4
| rySu.nentdwcloped with Mt l\rtathicson could bc agrecd by AUSTEL to bc urcd rs
I srch an interim utangemcnL

4.1*
./

At- Ian Campbell
/t v COMMERCIAL &

o
& CONSUMERBUSINESS

0012C0

4f,



Tg.Eco[| N coilFtDEt|cE

Fron

Subject

Dat

Flle

Attsntlon

Rod Hurman
Mrnager. €harging and Billing Projecrs

Short Duration Calls, Mr A. Smith.

25.Novcmbcr 1993

Goponb Gcntra
Cltrrgitp rnd Billing Oirectorate -
Bdsbano

Ul3l8ary Pande
FortiUde Vrlley, 4006

Aughrlia

Tolophms
Fecrffic

(071 E3E6791
(07) 832 56''

h.007 5 i

*t%,,.
^uataa3ta

ilt ftr.'- 
'Lr,'-'

Trerror.

I havc rwicmcd thc lcncr rnd documcms &om Mr. A Smith concerning addcnce
chnning to srrp,port clrrrging ofun$cccssfitl crlls. As 'lou indicated it is dificult to rcspond to
tlrc spccifc qscsnrcmioncd u rhc frcts prcscnitod rrc Orird hod rnd linitcd to thcbarc
customcr pceccptioos. Wc havr no oppornrnity to pcrform tests to confirm or @ntest thc
dlegations. [n sornc instr$ccs thc toqt ofthe lcttu isconfliaing or ambiguous.

In responsc to Mr Smith's questions (l&2) , he should bc rs$rd thai,

' Tchstr fus rrla clrsly'drfnpd plicial adry*rciptcs1c. crlt clwghry od billiry',
. Custoncrcvt[ b c.tugcd qrlyfw allswhich se?arflutrcd
. Unatsvercd qIIs ARE NOT clwged,

Utnswrcd alls ilplude calls cnauntering engagcd mnbers ftusy) variow Telecom
tatcs od Rended Yoicc Announcrlmarlts asvell s calls t a, 'ring out' or we
termirutcd bcfwe or dring ringing.

If I customcr is cturgcd for a call that uns unansflcred (ttut is truly unansncrcd by thc
Customers PrcnrisaEquiprrart (CPE) whcrc the crll tcrminateq not jrrst as pcrccivcd by the
customcr !t cfthcr d), thco thcrc mus bc e teclrnicrt fruh thd, whcn idcnti6e4 should bc
invc*igrtcd errd corrcctcd. Datrbrscs urd urelyris syttcms cxist for this purposc.

Mr Smith is obviously urdl awrrc that CPE is a significrnt sanrce/causc of charging and billing 
''

disputes. prrtiorluly tlrosc involving short cdls wtictr thc customcr bclicrles wcre un$ccessful
and should not h chlrga4 tclcphone urswering maclrines, facsimilc ternrinats an call divertcrs
rypically arc lt rhc cartre ofthese disputes. CPE eparg as wirh any technical systenl faults may
o@ur in thc ncrworlc. howwcr cxhaustivc tcsting over r prolongd pcriod has friled ro locatc
any systemic fault thu would causc croneous chrrgng of unsnrcccst'ul calls. Whilc hults arc
detected from time to timq thcsc have bcen rare. isolatcd and unrclatcd to cach othcr.

46a
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h 00762

The frcts rs presartcd in this casc lre not sr6cienr to make a dcfnitfue technical judgqnent of
whcthcf e frult did occur in thc Tdcom netrrcrk to cursc ovcr chrrging. From r tcchnicd
point of view it is unrcrsonrbte to make ell essumptions in the orstomcrs favour without funhcr
invesigarion being carricd out.

Thc following isan rssessmcnt of thc individud disputcs higtlightcd by Mr Smith.. From *" /
infonnrtion gvcr\ little morc can be offercd for orplanation than ' This is not the
gwWvo* Vc ,E.d lo irnastigatc rofird the canrr'. For rny invcstiguion to

putica introlved in thc calls. I lcave
any dccision for hrthcr investigation in yonrhandr as local acion may dready have bcen
inrtigat 4 but would be happy to ttrtnge rn invcstigation if rcquhcd.

t. Cells to Tnrntgon. bclngcheryed on bury.

This If thcrc is no qstomcr enor (including CPE), 
V

could bc ouq both on the customcm citctrit (chargc
chcck) end at thc locel cxclrangc. Erctensive tcsts could bc done bcwcen the two
cil$omcrs, but onlry afrer vcri$ing the cusomcr componert of tho call.

Cdts to Overrcrs destinetions, bcing chlged whca 'no lntilcrf'.

Ttris is ftrtlrcr complicated by thc ovcrscas end of the csll. An tnswer signal may have
bcen garcratcd what it $ould not havc becn by thc olgryeas destinatioq or an ans&6 ,
signal vnongly daccted in the intcrnerional netrvorks. When rcccircd by Tclecom
equipmanq this is rn insnraion to bcgin ctrargng Somc oversces telephone
adminisndons do raurn tn uBurcr signal whcn thccall is not msrcred by the called
p.rty, ewrthoughthis is rgritrst intenrational egrecrnarls. To thc bcst of my
knowlcdgeneither Ncw Zcalild or USA is notcd for this; lntcrnational Busincss unit
will bc rdvilcd of this possibility for futnrc rcf,crcncc. Unless thc customcr dso
expcriencod m 'ertof similar to the Trrralgon incidcofi, therc is no dirccr crridencc to
assume a local fault.

3. Cdb to RVA.

Thoughitisrct st+tcd u.hu RVAw$ hcar( _bcins clrrncd for RVA a corect
opcration rnd shqrld be iwcstigiled q'd qgr€cted. Tho inrrcsigttion would dcpcnd on
thc R\tA Puty. more informetion is rcquircd.

Mr Smith dso notcd cell drop-outs as carrsing over clrarging (I rssrnc'drop-out' hers means
that ring tonc is trcrrd only then for the call to drop-out; or thc call rny in fast bc uuwcrcd urd
thcn drop-our). Thm !rc mury reasons for a call to'drop-out': somc may be technical faults in
rhe relcphone nauorlc, othcrs can bc customcr or CPE relared. Wherc the caller has been
charycd for the crll it is oftan thc casc that the callcd party (or CPE) did answcr, but for somc
taason thc call droppcd out ag u urswcring rnachine with no voicc recording on it may answer
the call. Altenretivcly e ncturork fault could trip thc ring eg r line fault in the CAI.I. Once the
nctrrork dctccts !n urswctr sigp al it quitc correctly initiatcs chargng. The calling c'u$omer no
doubt would lssume thc call was not effcctive (ie no convcrsrtion), and would havc an
understandable conccrn that they mav halc becn ovcr charged Wherc thc drop<''""i;6n

/
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by r pruven teclnrical farlr thc €[ drargcs should bc rcbued. Drop.eql invcstigilion is oftcndifrcdt d'c to lts internrincntr,.u*. 
-pil-,;;Iy'dt;;.p"rtcd 

fa'lts is performed and faursconcctcd rre wtrcn identificd.

The charging urd BillingDireaontc (Brisburc) in conjuneion with ur indcpendent rcsarchagcncyis undertaking an in"osriguion1r" *irro-ff.p,io* ofc-harges for strort calls.wftich includes catts that 
" 

*noio., betiarcs ,ho"ti ;";rr* o*, chrged.

In rcsponsc to Mr smith's qucstioq Does Telecom dary ovcrcl[rging qists in their billingsystcttr ?,' he strould be rnade rwrrc that ,

' I'u vo', tt a"sgntd to ctuge awmely - tt6 ts rd to over or udcrctwge.. Whth isoldcdra,rrs rry &, aswih -t u*rrt*t qrrem, tby q, memely roeod ort,a'll in twnbcr, ad mt syaanic in drrz. 
-e, w ' ' 

.
' A progron o{contilnal t tarri tt ,ndrrtabn i 

"n* 
o, rcamcy of thc sysrem odto detee ad conectlanlts strrr W tuy.;;. 

- - -

' Ilu billhg system lps a srlcs qh ida itigr*ti" &ngnd to dcpa hdlution ofsignifiut owrctugttg q &arot *$";;;; **^,

In conclusion' thc scarcity ofidorrnrtion makes it diftoilt to ln${rcr thc crrstomcdr que*ionsin any depth - motc dgiis.t" t quit d 
1rd iff"nlr co1ni* I would be plcascd to arrenge rspecial in'esti-carion---I hopc rhu fu* inro*rton l;;.d& to form r r€ply to Mr. smitl AsI wiu be on lcarc until mid rarnnqr, plcasc call peter rostc (o? s3s 6201) ifyon harrc anyquerics or rcquine firntrer,rrirur6. 

-

Rod Hurman
Neturork rnd Te$nical projects,
Chargng 6d !:-ti'ng Oircctontc.
3.12.93

t+6Ft



:

/

:

.F

;

--.
-
F-

!

-

' l

l

I

I

a-

I- ' 'I, 
T-i rs n \'E iJtrrr-lzett

'r-1 q. '$L'RNq.a RD
, { \ \ . ' , t 1  ' r r r r s r  LLo  1

daccrelydodrrr

- _ r

) V,6h)Jr
4NP I rnrkc this rolcon dcchnthr cqnCmfUy bcf&uilg thc ruc O

bc, rnc eld Dy virtw of &c prorrih d rn Act of tbc Prrlirnrrrt o[

Vidodr r*rirU pcnor mrft r ilc d.drrdm pnilnbb br riiltrl

mdemrppcrjury.

DECTARED * I/IO.B:EIIO<

Sureorvurietnir 2Ot"

\

206
of i l

la 6.ShGof vidoft

. dorobmlgehd

Turydnyof. fa^t-2

46a



lrov 1l '93 t;:a1 FiEETILJ.S r,€|-B. @ egglsg?

F n e E,x t  t  L
Holr.rNcortE

_ &Pncr

l l Nownbr t993

MrDoo Pind
Tdroom Aurtrllr
Lowl 10
242 Bxbibirioa Sout
MEI.AOURNB VIC 3qN

DarrDoa

Dy|rchlb

Dldrfulr|&hnt
IqrilttrtudlrftOlrd

@UCidrc

wo cfta rc rhc oooultiugc ffi of rh! Au.bl ntoi$ba sticb rrr pavkbd r u u r0Novcobc t99l fu onr i!.1 cd;r!u.' "
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STWCTLY CONFIDENTIAL

Mr. G'rahau Schorer
Golden Messcnger
493495 Quecnsberry Street
NORTH MELBOIJRNE VIC. 3O5I

By Facsimite: (0i) s2E 4462

Teleconmunications
Indusw
Onbudinan

waruicl rsmith LLg
Ombuclsmen

fl pr
Dear brrLr^.

1(}
It'"it: that thc appointment of an asscssor is imminent end your views by lunch time
Thunday would be wolcome.

A search to lind an acceptable persoo with the necessary skills to meet thc criteria and
to satisfy all parties has of course not becn casy - I thank all for the very po*-iti" *a
constmcrive approach taken in assisting me with yoru views.

The position under tcrm 20) of the 'Fast Track Agreement' is for thc decision to be in
consultation with ftc parties. I thcreforc have decided to indicarc to you ttrat tne neU
is narrowed to nvo nominees and it is my view that this fact should bc shared with
you.

l. Hon. Andrew Rogers

Former chief Judge of the NSw commercial Division of the supreme court

9ryn,tv running thc National Disputcs Ceotre aud having just completed the Home
Fund Cornmission of trnquny for the NSIV Government. Hiis an ttonorary iellow of
the Institute of Arbitrators Australia. He is able to connreuce in Fcbruary.

2, Peter Llewellyn Bartlef . Iegal practitionea

Mr. Bartlett is a senior partner of the national legal firm, Minter Ellison Morris &
Fletcher. This t'irm has offices in Melbourne, Sydn-y, Brisbane and internatioi.ff'.

He is;
r Chairman. Mcdia & Communications Comurittee, Business Law Section, Law

Council of Australia.[for over 3 yearsJ

"..- proz,iding indqadent, j*rt, infon-1, speee resolatioz of comphints,- 478
TtO LTo ,a,cN 057 634 787
tqational Headqui : ' ters

32'l ixhrbition 5l'ee:
Melb() r r :ne Vrctor .a

6ox rg09E
Ccl l :ns 5:reel east
Me cr}Jrne i-C00

Tplephone \Ail 277 A77"1
Facimi{e (03)  t77 9797
Mobi le 018 591 20S
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Chairman, Comnunications & Media Section, LAWASIA

Clbairman, Litigation Section, Law Institute of Victoria
Advice to rhe Chief Justice of Victoria on the Spring Offensive (Mediation in the
Supreme Court)
Supreoe Court Rules Committee-
Member, Litigation Specialisation Advisory Comrnitrce

He has extcnsive experience in commercial litigation and has ao understanding of rhe
public policy issues involved in telccormunications, His firm has no association with

Telecom or any of the clnimants.

Both are independent and have no direct linkto Tplecom Or complaiaants.

It is my view thu Mr. Rogers provides tbe deeperexperience and is my p'rcference aod

rhar if hik. Barttett was willing could arf'as legat cormsel to tbe T.I.O. This is my .

recommendation no you. However if you bold separate views it would of coursc be

helpfut to me to know.
' . : .  !  ' / , \ ' t  

: J , - , .  .  , .  ; . r ! . , , " , -  , - { q r r ! "

The resource unit appoinment of lth. Jim McKerlie has been met in tbc main with

support.

ffwe are able ro leave for Cbristmas with our stntclre and personnel decisions made,

I would be hopeful of meetiug the calendar target of an April finish. The prcparation

of clnimaut stapments of claims should now be io preparation for delivery in late

January to the resource unit so wc are able to acEon ttre necassary documentation to

now to the appointed assessor and under the terms of the agreement for Telecom to

prEpale lcsponscs,

Yours sincerelY,

, f l t | . t
t_\ /  |  l t  *rrv rryL fL/.tl ,,

IVarwick L. Smith

i Ombudsmrn

a

a

fi
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FAXTO:

Dou lt{r $rftt,

}YARRICK L SiIITH
TEI-ECO*tilulficATtON INDU9TRy orBUgS[fAr rts

Iest qteek I cqrtact tlc office oftlre Hm' Michacl [e, MiriEter for cornhrrnicariour, in canrbc*a. I qokc wisa eenior spokcrpeno ftsm trat olscc. rhis *r,aa-**ig"rei"t .oy ,***.u*, firnhsr eviderrcc ofrr c{rdpro* bcing coerecrod o my phar rines *iiilir il il**q* in 1193.
e rcarmiqg ny calt' tle Hoo' Mighsel Leb ofEce i*nrct€d ,ne to oodt8.t th" F.dsrar potie, whic' I hevo,
Thc wikroc I f,cvc o. thic eqrriprner bcilu cmnecnrd wieffi nrylooruea3c wag witf,iD Tcrooorn diary notcs.This svidcnce clerrly indiceh t ctriltat'tr*gt to urorg*rnv uurirr"ss?a fu ptron ecrvioc. rf this is nottbo ca$s' thenTglecqn trarc lied Io tb"r.drJil; jffi* ru *;a ril"ii.* a,n !Di'c rrprritoriru andtaPqg' I4 al this €vidstce soefts o indicrte,-6e M.ci, d*p r*.ru r. 

"il rirrcoiDg p.rp,sce theil agirthic was *ithbeld from tre Fsdcrul poiid-lirrt*I-,ri"ii*r, 
If this ilf,c.T. equiprnart was nor for roiosliceniug or moritoriag purpocc! tbh h wag rn act of sattagc.

tffiff trtiltrffiil'ffi:TffiffiTfiffi c r. equiprneart qs caus,nslee3' and r.t this su"ina M'c'r. *iiry ii;#'il or'ord *,.,*"nJ:Jffi1I ilff 
t*

oclo,or' 1993' This disgrrctrns utto"io* uv rdoo,n-rrrs't , th* ,ny piili*,rr" ress ffcient rhun thoec ofrfryocrpafor.

,.- If dris quipment wrs fu rcico srmitorbrs.of 6ults orrlv,6* 
!.!r_" are tbc fillt 13poft? Tio f.O.I. requerrgffi$,tffi 

ffi;$t* 
to ritecorn b D;;L, reer. t* ;G; obrny statod nri **.,,g.

Mr. Smitb, pu askednn in good fiitt, Urrce T*h" rgq !o *ihdaw Se C.O.T. aaunrmr-v in the name of ahir drsl, in the nm* of ttrc eOitruion prwqlurc. I dA;ri" G. rfrc preporti* Jili, docrrmmhry hasatrcady cost ne s2,600, yst I tnst thit .*t qF *-rm rii,io y.ir ril..cilo.i]io urro* thir Fasr TrackArbitation Preo4lrc to procccd ro I head. yor uutoa-it rrar]"r rr" i-a-Jar, th.ti;o"* was doiru at trcngh lHngq' tt'{r' smi6' I on yct to st$ thh in ori*. ia**rlr *rr $efu or4 histmic ecr{ wirh dcnials audwitblrolding of F.O.I. inftnn$on.

&:fittl 
at the.upv Telecom have sondusted rhis-trbitratior proccdure.

claim ip4 likarir, trrc 
""o'rpirit 

ofthfu ̂lrlttrui* fi"dil:- 
'

tny 25f_Jl-0_linc;
utd€rtbe F.O.I.
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I hevo u7in4 rhi$ lcitEf forth r6ont, and to slrow rny aoncerLr widrvhc bar tsltn plaoethece pasl

fiho rnod|lr.

I agpin ashlgq tO qtquitc ofTeleOom: for wlrat rcacon did tttey conrrocthis M.C.T. oqripncotto my

lis siifo( wh* pcridoftirre?
-.'--.-..=-_\

I rrvait lutr mlPonsc,

AlrnSmith

Gg

Mr. John Wyrracfi,, Igrtigdng Oficir, Cornflmwerllh Onbudsoun'rOfiCc, Crrbafn

D'f. Gofdor IIWlcs, ?ut ?rNct Attitrstotr' Ilunt & Hunq Llngcr. trlclb$[F

Mr. PoBl Rudlc, CusngRmr€Unit Telsn.
- :  j :

Fc


