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Faye & Alan
Separate October 1989




] 4 The iceberg revealed ...

' F.0.l. documents, internal TELSTRA letters written on 15 August 1991,
include “i/c callers are receiving engaged signal when its not e.g. two callers

l from Collingwood PM 1478/91. This has been a continuing problem and he is
losing a lot of business. I said it appears from the fault history that the problem

may be in the exch. and that the next RCM 21/8 would solve these problems ...”
I and ' | o o
" here are only five lines Portland - Cape Bridgewater. If all are busy caller

l gets a long tone. 14/8 7.30-8 p.m. 5 busy, 8-8.30 p.m. 4 busy. - RCM will fix this
problem.” _

| b _ John Blackie’s communication (A40558) to Greg Bannister on 2 February

1994 provides further details of my telephone faults.

;_wm. Grelg
From: | Btacwie, John
Ta: Aaniiser, Grelg
- Subjest Cape Seidgemater -
Cate: Wadnestay. 2 Febryary 1934 11:33AM
Greig,

The idanmetion we have an Cape Sridgewater ia as foiows (nouly esdracted from repon): -

'] Lfsunbomummdmmhmtﬂuwwm —
. docurmemed on fe dated 12.0200, (ref p04} : : : '

Munlb::ru Harth Melbourne dasa v b the APt 1o suppert chiios st Golden Massanger wat
AT Loop Mux. {ref pi13). Tha Cape Scdevnier Loophiar was tvit included Tnthis round of vessunimets

. ﬁTmmhMu&mmMMdémemmﬁ" ' P
problem yneh the Work Speciiostion vy fralised In October 1990, :

M The Cope ¢ Loop i : :
) Mﬂﬂﬁnmt:: _mwwmwwtqi.dunm

v} The Capa Scidgewaler cuistomer hed documented songmirmy-of Gufl drogous from 12/80 1o 12/91,
uulummvmwmmswmmuumudwhmwmﬂk

|l
The question remmuing - why ded & take one ysar for e Cape Bdguwater Loop Muk 1o be upgraded kom 18 R I
il

::ndmwwsw Tong sxys the OIC of Portiend Selievet that the eculpment vas ot touchied piiorsa

| have anempted 10 contact the Porfand OIC 1o check 9 LTS clroulars reguitiing tis probler, {OIC -Rlod

Smith (55} 21087, Um.mumymwnqmchmm mmbgulmdw

‘;vxa M-tﬂt@
tha depo ~Fuia

La Bouny, osyrF
‘eﬁ]v.z;zg
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a327rB7I? P.28
l * 21-98-1995 14355 FROM CAPE BRIDGE HDAY CRP TQ
- ‘ *

Telecom Secret C0400¢

Issues Involved During the Resolutiog - Factors Coasidered

I. Alan requested $150k
'! ' 2. Chances of legal action - high
3. Chances of thedis actiop - ]00%

. hjm’ uy
i | - March 2dbies
| - Local Portland problem fixed ins October
;h - RVA on congestion
:l l- 5. Slow resolution of past problems both technics! 2nd clsims
|
| 6. COT involvement;
:l r : " - chances of class action
| - - ehnnmsofrmgsmediaacﬁ
g - . chances of membership growth
\ 1l - Adelside Piza
o -~ Mt Gambia
l - Portland
7. Evidence of problems:
' - Many letters stating the problem of not getting through to Alan Smith

People prepared to make statements of problems
Clﬁmsﬂut!danhadmghiﬁself&omhi:ﬁoldphonemdmtgotthwugh@
Auste! and Ombudsman both bad trouble getting through

Many clsims which might be difficult to substantiate in cowrt but would be
B . credible in the media ' :

it - Viability of business for the future - increased bookings since the service

| Period of time

A

]| 1

| 8. Costs incurred:

| - Additional phone calls 10 chase up business ~ about $1000
' l Legal costs - sbout $1000

Camps prepared but not tun

Adverti

Time

-
[ I B ]

9. Alan's ime and other consequential costs - health, stress, etc

\ Xy .
l L . D DY A - - -
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12. Possible legal cagts
- Ifummklegalmoaneeomwouldinwmﬁcmlegalcomtode&nd
it - gbout 2
- IfTelwomlcst,weoulddsamchJmSmith'sm
- Emmmdwhatpom'bkbﬂl"

MrSmithWtouseanindependemarbitratonomsoive
-costi.nacaseinSydueymk

16. Legal positiop - Mr Smith's service problems were network re
petiod of 34 years. Hence Telecom's Position of legal liabslity was covered by s
aumber of different acts and ions. The j i

TO 32797 P.29
21—%—%??".‘5 14355 FROM CAPE BRIDGE HDAY CFI“P
Telecom Secret
) C04007
19. Loss of business:
- Camps lost because




- P.32 -
T 832778797
. : FROM CAPE BRIDGE HDAY CAMP
 21-99~1995 14:56

Telecom Secret C04008
evidence and claims, !donotbeiieveitwouldbeinl‘elecom'simm:ohave .
this case go to court.
\ OvenlLMSm‘th‘swlephonemvioehadwffmd&ompoormofnmzt
Over a period of several yeers; with sope to detect exchange
probleras i the last 8 months,
hthemedi.?e!m%zﬂdmtlnvebobdgoodaa&mwhmwemwoddng
hn:dbimpron:enaalcummet d '

haknge,TdW'schmofwimingwould

bave to be about 50750, The bad
Nbﬁd&for?dﬁom%uldhnvch&aﬁgﬁﬁm

M Smith's communication aTeogement is questionable:
- ommysegsmmﬁm,ﬁx,m.mofmm' bim not set up
- mofmwedngmhimimpmperorinmm
- mmmmmmwsmmmm:m a-l.-..l% .
- Telecom's defence in some doubt og causality *y

5.‘4\.:” P SN PN ) ~eelt of W, M, v’

QCMNJO Mﬁ. f.‘..’{ o P M’%’( < /ﬁ‘.—f‘
6 %, rnbpby o Lo 7 A eln . '




 Agfikbér imernal Telstra document notes “As-a result of the investigations into difficult customer

’%ﬁﬁmx and associated reports it has become apparent that the present RVA :for incorrect
numbers reguires revision” . ‘This memo refers in particular to the message “The number you have
called is not connected or has been changed. Please check the number before calling again. You
Fiitlie ot been charged for this call.” This confirms Telstras acknowledgement that serious faults
existed, particularly since the author of this memo goes on to say “....this-message tends 1o give the
caller the impression that the business they are calling has ceased trading, and they should try
another trader.”

v, e

gelecom

-Im.l—-l
. g e—
| vl
s Swipest  Change 0 Nerwork RVA Sk b e 4 8
. , - '
.As"'.‘ S s Coady AN - Cx B PR e T RN B A S 3 1 1 IR T
mwm’ u"umm !vﬁ mm.&hw&!! .
C R ..WWA.“I.I tion fs LTI S 1
i o e b chiet. et ,
the ponber before caling sgain. You have not bean'chirped for this coll® (
T B o o e e S T N A
legitimate swrnbery to be comteciod w3 this messagt: ko' busisess éavironicat, especially -

in these times, this message sends 10 give the caller the impwession that the bosiness they are

‘What is required is 2 lets contiasive sct of words that sakes allowances for the fact the.
capomers are conncried to these messages when in fact the pequired number s, )
Once we have & set of wands that e sgived to be all stctidns of the corparation, aad
murket exied, Nerwork Prodoce: will implement the new RVA i association with

peoviding reference sunbets on all sochmessages, These seference numbers will sid in

The sampie mesgage is indicative of whet 1 feel the flavor of the new RVA shoghd be, and is
50t meart 0 be the Gaished astcle.

* Telecom mgren that we have boen unabie w comnect this call. Please check the
mamber befors calling again. The following reference sumber shoatt be nowd and
reportad 1o Telocom should the difficulty continne. Referencs 142°.

! oy )

mwwhwhhmhmwm“mﬁm
finding and reduce rework. Your immediste stiention wonld be appreciaed.

Regands .

ANy
c00757?

Toum Oupomen vy
Ao TN
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Anyone who usesaw!epbonehasatsomeﬁmemchedamordedwiceannomcing“rhenumber
you are calling is disconnected™ or something similar. Within the teleccommunications industry
these messages are referred to as RVAs or Recorded Voice Announcements (refer Glossary).
AmongthemultimdeofFOIdoamlentsthatIraoeivedin 1994 was a copy of a Telstra internal e-
mail dated 26/9/93, which refers to the need to “have a very basic review of all our RVA messages
and how they are applied.” This e-mail goes on to say “ _ I am sure when we start to scraich
around we will find a host of network circumstances where inappropriate RVAs are going to line. "
Obviously Telstra were aware of RVA problems long before 1 experienced them.

3
o

i

EBlake
Ce: DPinel; AHumich; JHolmes
Subject: RVA Messages : :
. Date: Sundsy; 26 September, 1993 2:12PM

'Eﬂ.

whilst the “old school® continues 10 10l me this is all the cusiome's
: taaskt, it fs Clearly unacceptable. I have only quoted one common example - |
: snmw!mwmnmm“wimamdm
| ciecumstances where inappropriate RVAs are going 10 ine.

CanywphmhmmuuﬂvﬂwwmmkHVMwmm
are A review of these could identity some that are better teplaced - :
mmwmwum.mmmmm , I
mwwumAm.mmmmmuwu
_mmmwmmmmmwamwa
need to be spiit to a number of varying options.

On 3 related point, | think we nesd 10 review busy and congestion tones and AQ3544
mmmamm.mmmmmm .
wmmmmmmwummmmuamy
be causing some unnecessary problems. We akeady put a voice announcement on

in the Trunk network 50 maybe a similar approach 1o the junction
and local networks is appropriate.
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Januag 6th

Portland, | rang my Camp and got an en
phone in my office. Office was locked,

January 13th

Rang 1100 and complained that a friend, Margaret, could not get any answer from

our phone. it never rang at the Camp as | was:in afl day. Operator told me no fauit
shown at exchange. !

gaged signal. | had only access to the

e Jagua:y 21st :
Two customers report line engaged from 11.00 am till 12.30 pm. Telecom surface

next day. They experience a funny noise on phone, also Bendigo faults 1100
exchange have same noise, :

Janua 9th

Telecom come out to check Gold Phone and office phone. | 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 customers saying money fell
through.

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

Portland technician found no problem.

ebru 12th

Monivae College, Mr. Hackett, said he tried to confirm student numbers on
Thursday 8th and had to wait for some time before getting through.

Two students repoted Gold Phone once again out. {| have not listed when fixed.)
ebruary 22nd

Complaint by Junior Principal that they had trouble contacting Camp to confirmn
numbers and to organise activities, This was the week before.

March 4th
Mildura High School said they had trouble contacting camp,



1990, cont.

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

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

April 12th '
Ms Penny Besanco, Co-ordinator of Family Group from Adelaide, said constantly
engaged.

ril 16th

Jack from Melboume claims | never answer my phone,

May Sth
| went into Portland and rang my phone to hear engaged signal. No person was at
the Camp. Contacted 1100 and was told to walit till Monday for local technician to
investigate,

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

May till June 30th ‘
Had been sick - worried about the bookings etc. Decided not to enter complaints.
At this time 1 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.

Juty 12th
Sofie Chanoff, Russian Scout Group, did not arrive on this day. | am led to believe

they had tried to make contact on many occasions thinking | was never at the
Camp. This one cost approx. $1,400. It was a self-catering camp for three days.

August 10th
Frank Saulsbury co-ordinator said we were engaged most of the week when he
tried to phone from Hamilton.

September 10th
Monivae College found us engaged when trying 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
- Camperdown Primary School found us always engaged when trying to ring.

December_19th _
Gold Phone out again. Rang Portland. They came and fixed the same day - (that

was good of them!)
December 31st

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

1991

Janyary :
At approx. 1.56 pm the phone dropped out when talking to a customer. No tone at

all. Waited for customer to ring back. She did not! | think she though | had hung
up on her. _

January 8th : .
A Mr, Coyne complained from Melbourne engaged yesterday as well as today. Are

we open for business or not! Also phone dropped out at 1.40 pm today,

January 12th _
Brenton Smith, my son, is getting worred about me and my phone. How do | keep

going? is all he asks about. He had yet again engaged signal all day today. That
burring is getting us both down!

January 15th

Margaret Beare said she rang many times today and | was engaged.

anuaty 16th

| had two drop-outs today. One at 11.00 am and another at 2.45 pm. Also another
customer from Portland said we were engaged when we were not. Kris Berbartizt
had tried for some time.

January 19th
| rang the Camp this afternoon and we were engaged. | decided not to ring like
this again. | was getting myself into a state!

n 1
Bill McBurr could not get through to Camp at 12 midday. Phone rang out.
January 22nd

Telecom found a fault, | am yet to know what they found. A Doreen rang at

11.00 am. The phone dropped out twice, one at 11.00 am, the other at 1.45
approx.




1991, cont.

January 28th )
Sri Lanka Christian Group, Mr. Ambrose said he tried to ring Camp but no answer.

Four staff were on at this time as we were catering for 150 persons for four days.
No one heard the phone,

dJanuary 29th -
1 remember thinking this day (in my diary) when is someone going to believe me! |
am getiing frustrated! | again had yet another drop-out, at 3.30 pm.

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

February 4th
| broke my promise to myself. | 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 Collegs).

February 9th-10th .
Singles weekend. A group from Melboume had a great time, except that bloody
Gold Phone was out. | had to let 34 persons use my office over this period to ring
in and out,

February 12th _
Ms Karen Gladmen also rang from Portland and said the Camp was engaged at

11.00 am. | was in the kitchen at this time doing moming tea for Hamilton High
School.

February 14th
Things seem to be getting worse. | again ring Hamilton Exchange to ask them to
send a technician out from Portland. | had another drop-out. Technical staff cannot
find faultitiil

February 19th & 20th
Engaged complaint by customer at 11.00 am on the 19th, and again from John
Fabics, Melbourne, that he tried to ring from 3.00 pm to 3.30 pm.

February 21st
Circus time had arrived. Another type of complaint had started. Two rings then
nothing, then one ring then nothing. 1 did not list the times this day.

March 16th
Football Club, Warrnambool South, had tried to make contact all day and night. No
answer on the phone. | was home all weekend.

2128




May 20th
} have written obscenities in my diary. Could not get out on the phone at approx.

1.30 pm. | again rang a Ms Robin-—— at Hamilton and just about cried on the
phone. Get a technical man that knows something about phones,

Jupe 6th
Mr. Mick Morrow Camp Co-ordinator from Portland Tech., tells me | don’t answer

my phone. Also | seem to always be busy. Late in the afternoon | hear a funny
noise on the phone.

June 10th

I have entered in my diary constant complaints from Melbourne. 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. | feel at my lowest ebb in many a year. -

While typing these extracls from my diaries I feel 80 angry, so
sad that an Australian Utility could be so heartless. | am today
(Sunday, 29th May, 1993) wondering how | have pulled
through all this.

dJune 17th
Portland technicians say they have semt report to the exchange for further
progress.

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

June 26th, 27th, 28th
Engaged............. Engaged............. Engaged............. 1

June 26th
TELECOM HAVE FOUND FAULT IN EXCHANGE!!

July 1st
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 Melboumne Group tried to ring all last weekend. We

seemed to be engaged most of the time. | have not heard from this Group again!! |
WONDER WHY!!
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1991, cont.
July 18th
Lutheran Church group tried to ring yesterday. Dead phone. This group were from
Hamiiton.

T Portland technicians came out today and replaced our phone.

August 2nd _
Had another fight with my partner, Karen. Why didn't she notice the time of today’s

drop-out! “What for,” she says, "no one listens anyway!"

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

September 23rd _
| have just a time entered in my. diary of 6.50 pm. | think this was a drop-out,

although | am not sure. Karen, my partner, and | have agreed not to fight over the
times of our telephone faults. It is getting us both down, _

October 8th

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

October 9th

i Portland technicians tell us a 1100 fault had been lodged yesterday at Bendigo, but
they had found no fault. _ _

October 13th ' :
| am told by a Single Club in Hartwell that they heard a recorded voice saying this
number (055) 267267) which is the Camp number, was not connected. | reported
this to Portland and Hamilton exchanges. They found nothing.

-/  October 24th
Robert Palmer, Camp Co-ordinator from Heywood 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 267267). | reported this to Hamilton Exchange and
they found nothing!!

- October 30th _
Glenthomson Primary Schoot Principal complains that he tried all day the previous
Sunday to make contact with the Camp - to no avail. | have entered in my diary

*What Nowt!"
November 7th
: Talbot Primary School, the Camp Co-ordinator in passing said she had tried on a
- particular day to ring us at Cape Bridgewater, but we never seemed to answer the

phone, | again have an entry in my diary apart from the complaint, "Christ Al
Mighty!11*




1991, cont.
November 21st

Robert Palmer again heard a recorded voice that (055 267267) was not connected
again, three 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.

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

December 15t | -
St.Johns Ambuiance Social Club tried to ring twice and got the same message -

that we were not connected.

Karen, my 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 on!! Two persons start to argue
over a bloody phone service!!

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 connected - twice in a row.

December 23rd
We have two more drop-outs at 11.15 am, and 1.20 pm, and also a funny burring
at 11.00 when we dialled out.

December 31st
Maggie from Melboume rang to wish me a Happy New Year. Again she said we
seemed to be engaged a lot. Why the hell can't | do something about it!!!

1992

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

Today, Karen found me crying. | was finally understanding what my business was
suffering. it may have been what that artist had said. She gave up ringing in the

~ 2130
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1991, cont.

March 21st :
Mr. Watson from Melbourne had tried to make contact with the Camp at least five
times. He had rung the Camping Association in Meibourne to see if he had the
right number. | have not heard from this chap since.

March 23rd ' '
Would you believe this. Four drop-outs today: 1.50 pm, 2.56 pm, 4.40 pm,
4.45 pm!

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

March 30th -
\_, Gold Phons is reported to (Bendigo) by myseff. It has a burring sound and nothing
eise. | am told a technical unit cannot come out till Monday, 1st April.
Is it Apri]l Fool’s Day!!!

April 9th
Portland technicians came out today. They find nothing and 1 have this feeling they

think [ am imagining these problems, or is it they know we have a problem - but
where?

April 11th
Had a fight with my partner over why she did not record the time of a drop-out.
Poor womani -

Delacombe Community House came for a week. The organiser said they tried to
make contact from Ballarat on quite a few occasions but we never answered the
phone. (My diary in words, *So What") | have started to now live with this problem.

'\./ April 15

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 success! What's new!

April 30th '
I have started to crack, | think! In my diary | have written *Where are all the phone
calls? 'm told all the time ‘Busy, busy, busy!' Where or who do | turn to?"

ay 13th

! again rang from town outside the Chicken Bar. Engaged at 11.00am and there
was no one at the Camp. | had come in to see friends.

Ma th

My phone was dead when trying to ring out. | rang Hamilton Exchange to Qet
Portland technicians out to the Camp. Fixed in Portland. Did not come out,




1892, cont.

end. | knew now why our advertisements, promotions, had not bome fruit. | was
losing my partner as well and could do nothing to stop this roller coaster,

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

January 11th
Ballarat Community Group East, arrived, and during this day | had another drop:

out at 3.15pm, and another at 3.40pm.

anu 7th
| rang Hamiiton Exchange to inform them that we had another fault on our fine. |
was not contacted by the Portland Exchange to verify.
February
v Haddon Community Group leave. | 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.

February 14th
A Mrs Kempton complains about us not answering our phone when she rang so

many times during this week. | explained we had a telephone problem, but got the
feeling that she thought we were telling a lie. We never heard from her again.
Surprising 771!

February 17th
A relieving Camp Co-ordinater from Hamilton High School informs us (What's
new!!) that he had not been able 1o make contact early last week. It appeared the
phone was engaged.

March 8th
Peter Turner from the Australian Social Centre, Hartwell, rang to tell me he had
tried to make a booking for 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
| have again written obscene comments in my diary. Yet another recorded
complaint. | 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 connected. She tried again and the same
thing was heard again. She later has explained that she thought | must have run
foul of Telecom and not paid my phone account. | then understood, as | have
before, what effect this recording and the bad service must be doing to my
business.

| “ 73
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March 16th
Portland technicians find a fault in my phone. They tell me on file that that was the
trouble. | still have this documentation. -

March 17th _
You had better believe it! Telecom today informed me they have found a

network problem and this Is what was causing the recorded messages.
Yesterday | asked how come it was my phone. | have yet to have an 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 arriving by bus in Melbourne. They informed me
they had heard a recorded message that (055 267267) was not connected. As they
were new to Australia they had wondered if we were, in fact, here at allll! Karen
and | both wondered if we were there, or here, and | still do wonder if | am all
herel!

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 s0? It was fixed three days ago - or was it! Well, we
finally 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 Morrow asked whether we
were still having trouble with our phones. Knowing why | 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 Melboume. they rang Karen to
find out information. You guessed it - a recorded message that (055-267267) 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. | am led to believe that she rang again and got the very patient English

tourists a connection. They have arrived in Victorial!

March 26th
1100 from Melbourne must have contacted Portland Exchange as the technicians
came out yet again - 1o no avail. No taults 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.

2132
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1692, cont.

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

| have letters on recod of two individual people - one a school teacher and one an

, Australian social club, both complaining that the many times they have tried
unsuccessfully to contact us indicates, in their estimation, that our business in folding up.
Reading these two letters | realize that | am folding up tootl

Telecom have a record of these numbered faults from 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.

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

! have two letters from Telecom management stating that my phone service from
September 1992 is now up 1o Network Standard. It was on these two documents that |
) allowed myself to be put in a position where | had to take lesser compensation than that |
| had shown Telecom | had reaily lost, not only in a monetary sense but in the future
goodwill of my business.

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

It mattered not that | told her | would be paying out my partner, Karen Gladmen, because
r 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 | had received from Telecom as a

compensation payment. |f Karen had not injected this money into the business when she
did there would have been no business today.

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

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

‘ Welcome to the real Telecom World of deception and lies!!i!

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

No sooner had | started to advertise, send out literature, that these troubles | 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.

/4
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5  AUSTRALIAN SINGLES CENTRE.

1143 Toorak Rd, Camberwell 3124 Ph 8896659 Fx 8893129
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5th July 1992

Mr Alan Smith
RMB 4408 '
Cape Bridgewater
Portland 330|6

D T e L

Dear Alan

Futher tom y previous letter in February “

not my first attempt as on my pl‘evlous ﬁﬂemﬁé I G :
message as | have in the past. Because I knecwof your 'pmblem  § pers:ste d

until 1 got you, however had I been a new enqmry yw wo&ld have lost .
businpess on thzs occasion. o .

-~

Regards;

:
|

Peger Turner | I
i o A A Hr s
j

e
- ]
: e CTe K
1 " R i
; .
. » .
S Y
. .' ‘I-
i . e
i .
1 - o
r . ..!- )
B C,
i : /




wy Telecom Australia | Mmg ¢

|
|
| File HA-AC 4/1/18 Subject GRADE OP SERVICE COMPLAINT
| MR ALAN SMITH 055-26 7267
|
|
|
|

CUSTOMER SERVICES MANAGER
HAMILTON - VIC/TAS REGION

To, 5~ NETWORK OPERATIONS
~ FAULT BUREAU VIC/TAS

[l

Please find enclosed documentation in regard to a Grade
of Service cComplaint from Mr Alan Smith of cCape
Bridgewater. . :

Our local technicians believe that Mr Smith is correct

in raising complaints _about incoming callers to his

- number receiving a Recorded Voice Announcement saying
"~ % that the number is disconnected.

- They believe that it is a problem that is occurring in
increasing numbers as more - and more customers are
connected to Axg, : :

Can you please investigate this problem and provide me
with a written reply so as I can forward this to Mr
Smith and our ijocal Federal Member, befora what is
already a difficult situation, gets right out of hand.

Ll

Customer Services Manager - Hamilton . , ¢

.’ % 7/").
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Postal Address
PO Box 356
‘Glen Waveriey 3150
1 September 1992
Mr Alan Smith
Cape Bridgewater Holiday Camp
RMB 4408

CAPE BRIDGEWATER 3306

Dear Alan

We have not had the pleasure of meeting. However I have been briefed on the matters
relating to the standard of your telephone service and recent communications between
Telecom and yourself. Let me first assure you that we in Telecom are committed to
ensure that the service provided to ali customers is of the highest possible standard.

T understand that since our recent tests on your service were completed you or your
representative met with senior Telecom managers from our National and Corporate
offices. I also understand that at that meeting you expressed concerns that your service
was not operating at required levels of performance and sought an undertaking that
action would be taken to rectify this situation.

Whilst our recent tests indicate that your service is now performing to normal network ¥
standards, I am injtiating a further detailed study of all the elements of your service and
the tests which have been conducted. The aim of this study is to confirm the standard

of service you currently receive and to check that there are in fact no ongoing

problems. This testing could also involve an additional check of the communications
equipment at your premises, if you agree. I anticipate that this study will be completed
by early October and I will be bappy to discuss the results with you then, should you so
desire. Should this investigation identify aqy faults in the Telecom component of your
service they will be rectified in accordance with normal practice.

- Let me close by assuring you that I am personally committed to resolving this matter
and I am available at any time to discuss your concerns and explor: opportunities to
resolve our differences. I can be contacted on (03) 550 7500, should you wish to raise
any further matters with me.. '

/4 EXiltpmg s /ﬂb%‘d{',
Rosanne Pittard
General Manager

Telecom Commercial Vic/Tas

ID: RP010902

/2
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@ Telecom Australia

Telecom Commercial
540 Springvale Rd
Glen Waverley 3150

Postal Address
PO Box 356
Glen Waverley 3150

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

18 September 1992
Mr Alan Smith '
Cape Bridgewater Holiday Camp
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 that Telecom is committed to providing a quality service for all our
customers and this commitment is supported by a technical organisation capable of
responding quickly and efficiently to a service difficulty should there be a need.
N We believe that the quality of your telephone service can be guaranteed and although it v
would be impossible to suggest that there would never be a service problem we could
‘ see no reason why this should be a factor in your business endeavours.

Should you still be concerned about the ability of Telecom to provide a reliable service
may we offer the services of our Area Manager, Mr Mark Ross (telephone: (0353) 370
211) of myself (telephone: (03) 550 7330) as a contact should you wish to discuss any
current or future issues. '

Yours sincerely

oo

Bob Beard
Service Manager
Telecom Commercial Vic/Tas

ID:; BB180%Q1

Austrahan sngd Oversess f 3
T c

m Ausiaka's Tuiecom '
" 2, . A wind
9" 4

A BEY TS AaA




Am of 055 267 267 Problems.

h.Started; 24/7/1992

called is not
WOMWHWVMMM(RVA)WWMM

Public Telephones at Station Pier. Test calls were made from these PT's by Kieth Mc lntie Payphone services
on Friday 24th July and calls were steered through the Digital trunk exchanges

The PT's at Station pier are:

648 2461 Cabinet 646 003

648 3608 Cabinet 646 004

646 5420 Cabinet 646 012

6846 5438 Cabinet 646 014

646 5440 Cabinet 646 015

646 5447 Cabinst 646 017

646 5501 Cabinet 648 432
Previous compiighis were;
20/8/92 057981622 was caling 055267275 & coukint get them thersfore contacted 267267 for
assistance. [No Fault Found)
1492 Caflers from Greyhound Bus terminal methoume got RVA. (No Fault Found when testad)]
17082 Meboume callers got RVA when caling 055 267 XXX {MELU exchange routing data was
incorractly sefl.
28/9/92 Congestion incoming due to a Silent EM fault in Porttand AXE where by the HMOX-PORX and

PORC-PORX routes were autoblocked. [Fault rectiffed Jocaily)
Nwsz awmaﬂméowmm.ossmsw)mnmmcmwosqmw.
Other ciustomers in the area reposted similar RVA problems. | Testing by Portiand statf found an intermittent fault
in the Digit storage section of Register 34 at Portiand ARF. This resulted in cusiomers occasionally getling RVA
or wrong numbers. This would have affected aff PORC customers, as wek as any customers in ARK's served by
PORC. Fault was rectified 7/10/92).

g&mam PM, call from Austel representative (03 4288866) received STD pips then "nothing” on two

CABS data for the A party shows:
03 4288866 A 4 PRBL 90CT92 LIVEP 3
MISS A E DAVIS CONN DATE 3 NOV 89 ACCOUNT NR: 03 4288866 011
14 BLOOMBURG ST LAST BILL 10 SEP 92 PER 1
ABBOTSFORD 3067 REG STMTS

TEMISED & MULTI-METERED CALLS
STD 28 SEP 82 8.29P Cape Brdgwlr 0565267267 O0:10N 0.25
STD 28 SEP 92 8.30P Cape Brdgwir 055267267 0:i0N 025
STD 28 SEP 92 8.31P Cape Brigwir 055267267 211N 0.50

CCAS data for the B party shows:

Day Date Time Type No. WakTime Conv.Time Rate
MON 26/09/82 20:28:43 1A 5 25 0 :
MON 28/08/02 20:29:30 |A 2 2 0
MON 28/09/82 20:29:59 |A 2 2 0
MON 26/09/82 20:30:20 IA 2 48 0
MON 28/06/02 203120 1A 1 133 0
MON 26/09/92 20:33:57 ONU 013 102 0 L 0
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m Telecom Australia

Telephone (03) 550 7579 Telecom Commercial ‘
Facsimile  (03) 562 1925 Vic / Tas Region v
540 Springvale Road

Glen Waverley, 3150.
Reference: Exchange Fault Clearances

23 November, 1992

Mr Alan Smith
Cape Bridgewater Holiday Camp
Blowhole Road

CAPE BRIDGEWATER 3305

Dear .Alan

Thank you for youi' request regarding network fauit information which has affected your
telephone service number 055 267267, :

The network faults found and their impact on your incoming calls are noted below. These
faults were repaired penmanentiy at the time of detection.

L. A fault at Windsor excbange in Melbourne was caused by a petwork program change. This
programming caused a network recorded message to be given to some callers and was
reprogrammed on 19 Masch 1992 which fixed the fault. This fault affected incoming STD
calls from Melboumne to Cape Bridgewater for a period of up to 3 weeks prior to the fault
being fixed. The maximum impact on your incoming STD calls from Melboumne would have
been up to 50% and would bave depended on exchange traffic at the time of call attempts.

2. Another fault was found in the Portland exchange on 7 October 1992 which was giving
local callers wrong. numbers or a network recorded message. This fault was found and fixed
on that day. The fauit was first reported by yourself and other local neighbouring district
customers on and after 2 October 1992 but because of its intermittent nature, was uot located
and repaired until 7 Ociober. The fault was caused by 1 of 40 devices in the exchange cailed
“registers” and acording to test call data, affected 2 maximum of 1.5% of incoming calls
between 2 October and 7 October.

Congestion could have been experienced by callers due toa combination of the two faults
indicated above and the volume of test calls being generated by Telecom to locate faults. I
understand that some of your customers expressed this condition as "getting busy tone” when
you were not using the telephone, Test results by our network investigation section indicate
that network congestion has not occurred since the repair of the Portland exchange fault on 7

October.
K02803
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regarding time taken by Telecom over rectification of service
auficulties and the changing of your service to business priority. I recognise you have seported
service difficulties over a long period of time and particularly since October 1991. These
service issues were addressed by Telecom and over 30,000 test calls were generated to detect
and repair the problems. The time taken by Telecom to convert your service (o business
priority in our fault management system was confused by the fact that the billing and order
issuing systems aiready had you indicated as a business since 6 April 1988. The fault
management System was updated to indicate pusiness priority on 16 June 1992 and will
prevent any further confusion in regard to this matter.

* -ve noted your concems

While 1 fully understand and sympathise with your frustration in having to contact and liaise
with many Telecom people in the past, my understanding is that current methods of
communication between Telecom and yourself are satisfactory and achieving the results

- expected by you.

Our recent conversations have lead me to believe that you and your callers are not
experiencing any service difficulties at preseat due to the faults listed above being located and
repaired. Would you please confirm this fact in writing to me at your eariiest convenience.

Additional precautionary work performed by Telecom where your service was rewired
approximately 18 months ago plus the loud sounding alarm installation on 17 November 1992

will also contribute to greater reliability of your service.

I have also arranged for the connection of 2 new facsimile service to be connected at your
premises this week as per your request to me.

On behalf of Telecom, I sincerely apologise for any inconvenience caused to your business
and trust that you will continue to contact me with any future requests O concems that you
rmay have in relation to your communication requirements.

Yours sincerely,

Wl e

Don Lucas :
Area Manager - Special Products

K02804
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T ATTACHMENT A

-7 L o
| @ Tolecom Australia -7 Minute
.

File 060792

Subject Problems with Cape Bridgewater Customes
Prone  (5s3)33aatl O™ MIKEROBINS

To i /
Graeme Davies "

. Gracme,
D

nismyundmundh\softheseqmofm 2

- ? g st -
Auahr . Cutover from RAX o RCM  when~ - ~ a7pPo¥ ?/ .
- Customer Complaints re N.R.R.
16/3/92 - Customer Complaints can't be called °

1713192 - Problem found at MEL U which would have caused any customer

Q mﬁ“‘“’“““mstmshMELU(Whmdiﬁulmmmuwd)meu
call failure Customer 033 267267 would not have deen able to be rung.

The trunking arrangements for Vic and Interstate is such that MEL U is only ose
of these major trunk exchanges, other's are Bendigo, MEL Q, Bailarat, Morwell or

Moolap (Geelong). If the call was switched via any of these other exchanges, it
would have been successful.

The problem does not appear, as first thought, to be a dsta production error,
rathet a fault condition quite specific in nature, causing & problem to this code oaly.

.2
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32 .

detail to explain the significance of Telecom's failure to adequately
advise Mr Smith on matters relating to this issue.

Significance of RVA problem

80  The first written communication from Mr Smith to Telecom
complaining of the RVA problem was on the 20 June 1992, following
on from a tault report made by Mr Smith on 16 March 1993
complaining of this fault. The letter was addrassed to the Hamilton
Managoer of Customer Services. Mr Smith's letter provides an insight
into the significance of the RVA problem from the customer's

perspective,

81  Mr Smith detailed in his letter how an English tourist had informed
him of receiving an RVA message after attempting to call the Cape
Bridgewstar Holiday Camp from Melbourme a number of times in
succession on a day in March 1992. The tourist had informed Mr
Smith, after eventually getting through to him, that she had received a
message staling that "This number is not connected.” As the tourist
had called Mr Smith the previous day from Adelaide, she knew that
the camp was in aperation and that the Camp number should be
connected. The RVA message was obviously incorrect, the call
should have baen connected without any message being received by

the calling party.

82  In the letter to the Hamilton Manager of Customer Services Mr Smith
noted that he had received complaints of this RVA message prior 10
the report from the English tourist “but having had so many other
complaints, | did not put two and two togethér.” (The “other
complaints” referred to by Mr Smith are the other faults he had
experienced on his service.) Mr Smith stated in the letter that he had
made some futher inquiries on the RVA issue:

mesﬂgaﬁonsto.numm, from which 1 had expected
inquiries regarding literature which | had sent, all brought a
similar reply. For the period: December 1991 to as late as Apnil

1992, those ringing were toid ....... “This number Is not
connected?”

Alan Smith draft - Bruce Matthews Printed: 2 March 1994 , 7
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83  After noting that his camp must maet certain criteria set by the
Education Department to be listed as an approved excursion venue,
Mr Smith went on to detall the potential damage to his reputation of

| the RVA message:

Five weeks ago a friend, in jest, said: "I'm glad to see that
you've paid your phone bill". Those words, although said in
fun, give a pretty accurate summation of the opinions derived
upon hearing ........"This number Is not connected.” What
effact does it have on the general public? What effect does it
have upon prospective patrons? Would you recommend a
venue which appears incapable of paying its bills?

84  Mr Smith was also concemed that if a group of teachers met and were
. discussing the Cape Bridgewater Holiday Camp comments may be
made such as “Steer clear of them! They cant even pay their phone
bill.”

85 As Mr Smith points out, the RVA message had the potential to
severely damage his business. An important point in relation to the
possible financial impact of the RVA message on the Cape
Bridgewater Holiday Camp service is the camp's dependence on
group bookings. In June 1992 the camp tariffs ranged from $1500 to
$6000 per week, so the loss of even one booking because of the RVA
problem could mean a substantial financial loss. On calling up
Directory Assistance a calling party woulkd have been informed that

® the number was connected, but many catlers would probably not
have taken this action, accepting the contents of the RVA message at
face value.

86  From examination of Telecom’s documentation concerning RVA
massages on the Cape Bridgewatar Holiday Camp there are a wide
range of possible causes of this message. A list of known causes of
RVA messages affecting the Camp is provided below, although this
list may not identify ail possible causes of RVA on the Camp seivices.
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Incotrect Dialling of Cape Bridgewater Number

a7

88

In certain circumstances incorrect dialling of the Cape Bridgowater
Holiday Camp number could produce an RVA message. Telecom
documentation canvasses incorrect dialling as a possible cause ot
reports of RVA from callers trying to contact the Camp. A analysis
from Telecom's undertaken by Telecom's National Networks

Investigation states:

It is worth noting that, by calling 0055 267 26 we oblain a
fomale Recorded announcement “The number you have called
is not connected, please.......", It is therefore possible that some
of the reported RVA may relate to mis-diglled numbers.>®

It should be noted, however, that most callers would be expected to
check the number they have dialled and/or attempted a second or

third call, which would minimise the potential of incorrect dialling asa
source of reports of RVA's.

RVA's originating from Portland region due to 'intermittent digit

89

90

storage problem’' at Portland exchange

An “imltermittent digit storage problem® was found in a register in the
Portland exchange and repaired on 7 October 1992. This problem
could cause either wrong numbers or RVA's on calis made from
subscribers on ARK exchanges parented of the Portland exchange.
Subscribers calling Cape Bridgewater Holiday Camp from these
regions could therefore have experienced RVA's when calling the
camp, and, in fact, some subscribers did and reponed the problem to
Telecom.40

On 24 November 1992 Telecom's Area Manager - Special Products -
Commercial Vic/Tas wiote to Mr Smith and said that the "register”
problem would have “affected a maximum of 1.5% of incoming calls
between 2 Octobsr and 7 Oclober 1992.™' W is not clear how the

Bpocument entitiod Analysis of 055 267 267 problem - from M93
90 Probably Savill and who else?- need 1o locate quotas of reword this - also importart for

setting time frame for duration of problem
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duration or extent of the problem were so precisely identifed,
although the duration appears o be based on some fault reports from
local subscribers in early October 1992. The analysis provided is
challenged by a file note made by the Hamilton Manager of Customer
Services after a conversation with Mr Smith on § October 1992:
Mr Smith received a letter from a lady .......who lives in
Heywood. She claims (on) 22/9/92 (she) rang 267 267
between 10 and 11 am. Received RVA message this number is
disconnected. Rang 267 267 25/9/92. Rang from 9.20 am
onwards 7 times received RVA message, 2 times No
Response, No Tones. (note: caliers numbaer was from 055
prefix region) ’

91  Other evidence also suggests the problem had existed for a longer
period than a 5 day period as Mr Smith was informed. An undated
note from a Technical Officer at the Portiand exchange to the
Manager, National Network Investigations - Melbourne discusses his
investigation of the matter. The Technical Officer had contacted the
Heywood caller, who had told him she had contacted another
subscriber in Cape Bridgewater “on many occasions .... and
sometimes she gets a recording (MALE)" stating the service had been

- »

disconnected. The officer went on to say:

We have had quite a few complaints from ARK-M customers
(including HEYD) about this recording*2

92 |k appears that the RVA problem the Heywood caller was
experencing when calling Mr Smith and another subscriber in Cape
Bridgewater was significantly greater than 1.5%, and had been in
existence for some time. From the recent information provided by the
Heywood cailer via Mr Smith the problem had commenced at least
10 days earlier than the period Mr Smith was informed by Telecom. it
should also be noted that the problenm seems to be quite severe, at
least from callers from the Heywood ragion.

4130
42NN file
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93  Information provided by the Heywood caller suggests this particular

RVA problem had almost certainly been in existence for a much
longer period than a few woeks prior {0 the fault being repaired. A
chronology of events on the Cape Bridgewater Holiday Camp
provided to AUSTEL by Mr Smith notes that the same Heywood caller
had tried to contact him on 16 March 1992 and experienced an RVA
when attempting 1o see if accommodation was available at the Camp

| for 12 guests at her premises seeking accommodation in the Cape

‘ Bridgowater area.+®

94  The letter provided by Telecom's Area Manager - Special Products -
Commercial Vic/Tas is a further demonstration of Telecom's inability
to co-ordinate customers’ complaints. Mr Smith's faith in Telecom's

. fault investigation procedures and integrity must have been further
eroded by a letter which minimised the extent and duration of the
“ralay” problam, particularly when the 5 day period of the problem
which is admitted does not include dates identifying experience of the
problem which Mr Smith had reported to Telecom.

Incorrect programming of Cape Bridgewater number code at
Windsor Digital Trunk Exchange (MELU)

Camp service the most sevore causae, in terms of the volume of

95  Of all the identified causes of RVA's on the Cape Bridgewater Holiday

; incoming call traffic affected, was when the Cape Bridgewater number

‘ code data was not cofreclly programmed at the Windsor Digital Trunk
. Exchange (MELU). The length of periad that this problem existed,

. however, is contentious. Telocom wrote to Mr Smith stating the

‘ problem occurred for a maximum of three weeks, whereas Mr Smith

| argues, from information provided to him by callers to the Camp, the

| probiem existed for at least 4 months.

96  As detailed above, Mr Smith’s knowledge of this RVA problem was
first brought to his attention by an English tourist trying to contact the
Camp in March 1982. From Telecom’s LEOPARD fault data4s the first

“SThis cak would not have trunked via MELLS uniess she called the 008 nwmber, as call was a
tocal call
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- report made by Mr Smith complaining of tha RVA was on 16 March
1992. LEOPARD records two prior reports of RVA from other Cape
Bridgewater subscribars, with the first of these made on 4 March
1992.

97  Telecom's Area Manager - Special Products, Telecom Commercial
Vic/Tas wrote to Mr Smith on 24 November 1992 providing
information on the duration and cause of this particular RVA. This
letter was the first writton communication to Mr Smith providing details
on the nature and duration of the problem. It was provided 8 months
after the fault had been rectified, after numerous communications from
Mr Smith conceming this matter. This letter stated:

A fault at Windsor exchange in Melbourne was caused by a
network program change. This programming caused a
network recorded message to be given to some callers, and
affected incoming STD calls from Melbourne to Bridgewater for
a period of up to 3 weeks prior to the fault being fixed. The
maximum impact on your incoming STD calls from Melboume,
could have been up to 50% and wouid have depended on
exchange traffic at the time of call atternpts. The Windsor
exchange was reprogrammed on 19 March 1992 and this has
rectified the problem.48

98  The time taken by Talecom to provide this information to Mr Smith
indicated extreme negligence on this matter, particularly given the

severity of the problem to the Cape Bridgewater Holiday Camp
Service.

99  Telecom's argument for the maximum 3 week duration of this RVA
problem is based on both customer fault reports and data number
changes pertormed at the Windsor exchange. After seeking
information from a number of sources this conclusion was reached by
National Network Investigations (Melboumne) in a report dated 28
August 1992, over 5 months after the fault was rectified.4’ It is

“ao-zgmse-mmsmmssmnamsmno@nalym4muns.
45624 - COBPAK Adhoc Request - what is this?
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assumed that this analysis was used as the basis for the letter to
Smith of 24 November 1992 which stated that this problem had
occurred ‘for a period of up to 3 weeks.'

100 On § February 1993 the Manager - National Network Investigations
(Meibourne) produced another repoit on the issues of RVA and NRR
from the Cape Bridgewater Holiday Camp. This report was
| distributed 1o other National Network Investigations Managers, o the
. Manager - Tas/Vic Commercial Business, Commercial & Consumer
Business, and to the Manager Warmamboo! Operations Management
Group. In regard to the MELU RVA eror, this report stated:

An exact period that this data error was effective for is difficuft to
obtain but analysis of MELU information indicates that the data
‘ change was in place for approximately 6 weeks.4®

101 in mid 1993 a briefcase containing file information was inadvertantly
laft at Mr Smith's premises during a visit by Telecom National
Networks Investigation personnel, and Mr Smith subsequently viewed
the contents of his file, which contained the 5 February 1993 repont.
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 Telecom. Telocom responded to AUSTEL stating that
the 6 waek period identified in this report was an error, and that the
earlier 3 week estimate was comect.49

| 102 AUSTEL has also viewed some documentation relating to the period
. the data error at MELU was causing RVA on calis to Cape
Bridgewater. The circumstantial evidence indicates the problem may
have occurred for only 3 weeks, but no precise or definitive duration
of the problem can be ascertained from the available data. A more
accurate assessment of the duration of the problem would

4839

47 694 - How Macintosh for Manager - NNI - 28 August 1993
43NN tite - front page
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undoubtedly have been assisted by a much eatlier examination of the
problem.50

103 It is apparent from Telecom's documentation that no investigation of
the duration of the MELU data ervor problem would have been
initiated without the persistence of Mr Smith's complaints on the
matier. it also follows that no investigation was intended into the
circumstances which led to the error occurting. The lack of this
process ralses serious questions about Telecom's ability to ensure
such errors are not repeated.

104 The assessment provided to Mr Smith that up to 50% of STD calls
from Melbourne to the Cape Bridgewater Holiday Camp would have
been affected by the MELU RVA problem appears to be accurate.

Conclusion

105 The advise provided to Mr Smith on matters relating to the RVA
message caused by the data eror at MELU was inadequate. The
impression conveyed by Telecom's letter of 24 November 1992 to Mr
Smith was that Telecom was certain of the maximum duration of the
RVA problem, a certainty which is not conveyed by internal .
communications on the matter. It shouid be noted that the original -
advice provided to Mr Smith must be assessed in the context that Mr
Smith had submitted a claim for compensation.

106  Telecom also failed to investigate the cause of the MELU RVA within
a timeframe which would have assisted a more precise identification
of the duration of the RVA problem. This was a tailure to initially treat
this issue with sufficient gravity.

RVA Problem for calls made from Public Payphones

107  Complaints of RVA have been received from callers using public
payphones trying to contact the Cape Bridgewater Holiday Camp.51

4INood to identity document which makes this claim
S0socumentation shown and discussed with Cliff Mathiason on 17/2/94.
%1500 18a - Macintosh 1o Exchange Managers.

Alan Smith draft - Bruce Matthews Printed: 2 March 1994 / 7




$Vlc

il o ks Lo iE el b okl '_%, -

ety S S G St S ey S

AT Kt e, iz Yot pons -

 — ki S - - g.; E e - o — R .- -
' < + . S PR | e s wemmpy ol e mbiny Al b A ——  SERAEAe 4 oAb Cev Sem——— /9 cemm——— =T
7 & - -




STRALIAN SING%‘_--
I:MSToorak Rd, Camberwell

Sth July 1992

Mr Alan Smith
RMSB 4408

Cape Bridgewater
Portland 3306

Dear Alan

Ftlthartomyprevlmletuﬂni’obrmry

On themhof.!m Imsyouatabout mmmmmmsm
notmyﬁrstammptnonmpmmm '] receéived & pecarded
message ac [ bave In the past. Becauss I knew of your problem I persisted
until I got you, however had I been & new enqinry you would have lost
busigess on this occasion.

Regards

Turner
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iOHHONWI.?H A DEFENCE PORC’
WMWWW&UWMMW: City

- GPO Bon 442 Conberrs, A.C.T, 2001, Austratio
Tol: 106, 226 0119, m:mmmm.m«:-n"mvm

forNoveritber 1994 - C/94/223

M Frank Blount

Chief Executive Officer

Telswa Corporation Led

38th floor, 242 Exhibition Street
MELBOURNE: VIC. 3000

Dear Mr Blount

At&lerequestostGeary 1am ng you of the details of the
complaintsmdeto&nOmbudmm Mr Alan Smith.

20.1.94 * Telecom unreasonably has decided to apply charges to his FOI
wmmwm&awwmum '
2394 ° Telecom has delayed providing access 0 doouments.

2394  Deletions from documents provided and exeniptions were not

explained.
24394 Telenomdalmed&mtdocummmwhmwm
Sanith in 1992 had been destroyed oclost. -
wﬁiﬂmmﬂymbﬁﬂmmm
0

. Tm&wumagumwml

14.4.94 Tdmmmﬂyﬁudwmﬂcdmmmm
referting 6 discussions Mr Smith had with three Telecom officers
concerning a discussion Mr Smith had with Mr Malcolm Fraser.

o Tmmmqnﬂyd&udwm&omw
released.

Tdemummb!yduﬂedm&nnhm to 460
mm&matusmmmmmmuhwmm




Yo 18111994 15317 FRCM CFPE BRIDGE HDAY SAMP w wmierm  ried

7’

-

Telecomn denied sccess to ELMI tapes for 21, 22, and 23
Qcrober 1992. _
. Telecom imposed unreasonable charges for access to
25594 Telecom failed to provide fault reports for the period after
~ 22/6/93, particularly from 9/8/93 to November 1993,
14994 Telecom refused access to documents relating to voice
monitoring for fault finding during 1993.
18994 Telecom acting unressonsbly in refusing to provide access.to
21054 Telecom delayed providing access to documents under the FOI
Act while Telecom's solicitors examined the documents. |
¢ 231094 Telecom unveasonably refused access to ‘ELMI Smart 10 tapes'
foe tha period May to July 1993, (Mr smith's latter to Mr Benjamin ont
21094 refors). - :
271094 Telecom unreasonably refused access to CCS7 Call Statistics -
documents dated 4/11/93, 5/11/93, 6/11/93 and 9/11/98. (M Senith's
letter to Mr Benjamin dated 27.10.94 refers). | :
- 261094 Telecom incorrectly informed My Smith that Telecom did not
have in theix possession '.any. of the raw. data and working papers to do

with the Bell Canada testing and reporct.’ |

7.11.94 Telecom unressonably vefused top the ‘Portiand /Cape
Bridgewater Log Book associated with the RCM at Cape Bridgewater’ for
the period 2 June 1993 to 6 March 1994,

1 think'the ihowﬁmymhmﬁw;m‘lmmua.wpyofﬂﬂslem
to Mr Smith &nd invited him to apprise me of any complaints he has
o made which I may have omitted inadvertently. '

Yours sincesely

= John Wynack

Diréctor of Investigations
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Telecom Secret

- iteabout ?
= UTelecom losz, we could also
- - Estimated what possibje bijf?
13. Inquiry costs - botls Austel and Ombudsman's Ogfics bas been actively involveq.
- Enquiries are ongoing, Coaofsu:’m o :

significant legal costs 10 defeng
incur Alan Stith's costs

14, Cost ofarbitmion «Mr Sﬁiﬂ:

_ memmmmimwmm
ﬂ1§d1$pme-.costin-alc§3gin8ydn¢y'325k g o ._
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- be ttye and by virtue of the provisions of an \Act of the Pardiament of
Victoria tendering persons making s fabe declaration punishable for wilful
and corrupt perjury.
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RECORD OF CONVERSATION BETWEEN CONSTABLE TIMOTHY DAHLSTROM AND

MR ALAN SMITH (CONTINUED) PAGE 12

Q54. Just one last thing Alan that 1've got, tharé's a
letter hera that you've written to Mr Paul  RUMBLE of
Talecom?

A. Right.

055. And it relates to a conversation that you had on the
31st of June with him?

A. Mmhuh.

Q5S6. And I believe it also relates to the bus?

A. Right, it does yes.

Q57. Company matters etcetera. The thing that I'm

intrxigued by is the statement here that you've given
Mr RUMBLE your word that you would not go running
off to the Federal Police etcetera?

A. Mmhuh.
Q58. Can you tell me what he background of that is?
A. Well I rang Paul RUMBLE up and I said look, I want

some sort of clarification with all these, I said
we, we get people saying that my staff no longer, as
soon as I leave, that they, turn me back they're
away. I said we get people that are sgaying that
this person no longer here, and I went through all
this, what you've got there. And I said, now I come
up with the documentation, I said with Malcolm
FRASER that I spoke to Malcolm FRASER and I know
damn well X didn't tell anybody. I said I come up
with this document and I saild and there's no,
nobody, nobody's given me any information to, to, to
where you got all this information from. And he
said well look 1'll, I said my.. the one thing I
want to know I said, how the bloody hell 4id you, or
what made you fella's write this notifications
the side of these columns of people 1've ran
said I want to know. And he said look, well I’ do
anything, he said, just don't go running offo the
Federal Police. I said I won't go, I sal te

you what, you do the right thing by me, e &
you give me some a letter back on this, s é’QQ‘O'
won't go off to the Federal Police. ve
letters regarding that, and I gav® at
N Warwick SMITH too. 2“@0 .g:? &
Q59. And that, I wmesn that rel s di o the
monitoxing of your service where, t would
O
™

& R34



(041

RECORD OF CONVERSATION BETWEEN CONSTABLE TIMOTHY DAHLSTROM AND

MR ALAN SMITH (CONTINUED) PAGE 13
indicate that monitoring was taking place without
your consent?

A. That was before I found the other document under
malicious call trace, on my 267230, as I said they
haven't got back to me since.

Q60. And you know what Mr RUMBLE™S position 1§ im
Telecom?

A. Yes. He's Customer Response Unit, which would be

. sort of number, number one underneath Mr BLACK.
' @61, And he is fully aware of our investigation in
relation to monitoring of telephone services?

A. Oh yeah sure.

DAHLSTROM Okay. Superintendent PENROSE have you got any

PENROSE

gquestions.

Thanks Tim. The information that John McMAHON
passed on you from Austel about live monitoring. Do
you know where he got that information from?

No, but it, it is in an Austel document, I can't
£ind it but it wouldn't be that hard to find. At a,
it's amazing because I wanted to put it into my, my
own submigsion but it's a document saying Mr SMITH
was one of two people that were, the lines were in,
and it's really to that, very similar to that one
that it's in the Telecom stuff. So it did mention
Glen Waters being John MAIN and it mentioned me but
it did say that the cartain times of 1993 <that
Mr SMITH's lines was, you know was monitored. and
that's when I first knew right. And then 1 come
across me FOI and of course that, that clarified it.

Do we have that document.

DAHLSTROM Yesh I think I've seen it somewhere before, whigof;
, ut

A.

virtually a mirror of the document we spok:
earlier.

Yaah it's very clo_se to that. insy &i 0&

DAHLSTROM Where, it's an internal report st&# th&%v
monitoring did take place. ad @ &33@4@

PENROSE ﬁ&o V}\

Q63. And live monitoring as far as he was s aural
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FOI document A10148, a copy of a letter dated 10/2/94 from Austel’s General Manager of
Customer Affairs to Telstra’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 officers af the Ausrmlxan Federal Police in relation to the
taping of the telephone services of COT cases.” _ »

F Ol

AUSTEL

AUSTRALIAN TRLECOMMEMNICATIONS ATTRORITY .

§-_

10 Februaty 1994

Mr S Black

Customer ATlire - :
TELECOM.

Facsimile No: (03) 6323241 !

Dear Mr Black

COTOnnen > Tapes ;"

- Ymumdodmbyoﬂautdmkmmma '

mmmuummmumm '

Mhm m by that ‘

Aat 1991 mnlm i e b/%:'enmhuu'm..m i-‘

et Srallabia for The alento amu-_qggu | ‘

F

Yours sinoetely | L !

John Mechehen ' .A10148 |

23C_

104
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All CB services off the air for 9 minutes due to a software fault in the Portland
AXE exchange.

2.15 Period 3rd April - 5 June 1993 - Network Faults Causing a Rangc of Problems
Some Calls Lost

e 3 April 1993 - CBHC has difficulties calling Heywood, fault found in
Warmambool - Heywood exchanges affecting all callers to Heywood (‘line
signalling failures on circuits between the Warmambool AXE and
Heywood ARK exchange - ref BO04 Service History, p58).

i S June 1993 - Callers from Sebastopol having difficulty calling CBHC -
fault in Sebastopol exchange, “which would have resulted in customers
calling STD destinations from Sebastopol intermittently experiencing ‘no
progress’”. (ref - B0O4 Services History, p59).

2.16 Malicious Call Trace (MCT) on Two Lines Causes Slow Cleardown of Calls:
MCT was placed on 267 267 and 267 230 - 26 May 93

The MCT provides a Calling Line Identification (CLI) facility for calls
originating from modem exchanges and a ‘last party release’ facility for calls
from older exchanges; in the larter case it (MCT) effectively removes the
* protection of an incorrect hang-up. The effects are covered in the witess
statement of Mr David Stockdale of 8 December 1954, "

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

“17. During NNI's second investigation of Mr Smith’s service, we inadvertently
caused a fault ourselves as part of implemented testing procedures. This fault
arose from the use of the ‘malicious call trace’ facility (‘MCT"), that was placed
on Mr Smith’s service at the Portland Exchange in an attempt to ensure more
detailed data relating to Mr Smiths incoming calls. The additional mforn?u
(specifically Calling Party number information) was required so that we Could
more accurately match possible problem calls against his fault reports. Mr Smith
knew this form of testing was being undertaken, as we had discussed it with
him.* During the period that malicious call racing was in place, when Mr Smith
received calls from exchanges that can only provide limited detai) regarding the
A party number and hung up his telephone, there was a 90 second period afier he
hung up that the Exchange controlling the call believed 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 Identificaton, Partial CLI). As a result, if
parties attempted to call Mr Smith within tisis 90 second period, they would not
be able to do so. Likewise, if Mr Smith attempted to make calls during this 90
second period, his phone would appear to be ‘dead’ with no dial tone.

M34207

DMR Group Inc and :

Page 28
Lene Telecommunications Pry Ltd 30 April 1995
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| CTELECON AUSTRALIA 18- 184 0TS % HORSHAN EXCHANGE

@R orsiax MINOR SWITCHING CENTHR

SUBJECT TEST CALLS TO CAPE BRIDGEWATER
DATE 16-1-84

CHRIS,

ON THE 16th OF AUGUST 1993 TEST CALLS WERE MADE
DIRECTLY TO MR.SMITH FROM AN SR-B EQUIPMENT PHONE NUMBER
AS REQUESTED BY DAVR STOCKDALR. THE RESULTS WERR THAT MY
FIRST CALL WAS SUCCESSFUL AND CONVERSATION TOOK PLACE
HOWEVER SUBSEQUENT CALLS ENCOUNTERED BUSY TONE.

{ BELIEVE I MADE ABOUT FIVE CALLS BEFORE 1 WAS AGAIN
SUCCEESFUL.

1 Was INRORMED THAT THE PROBLEM WAS CAUSED BY M.C.T.

FACILITY PARAMETERS ON THE CUSTOMERS SERVICE AND 1 BELIEVE
THAT 1 FORWARDED THIS INFORMATION TO THB CUSTOMER.

"\\ THE POLLOWING DAY, WITH ¥.C.T. FACILITIES REMOVED. I MADR
MORE TBST CALLS ALL OF WHICH WERE SUCCBSSFUL.

FURTHER DETAILS ARE RECORDED WITH DAVE STOCKDALE.
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This facsimile from 60 minutes dated 18 June 1993 is self explanatory.

50

60 MINUTES FACSIMILE

To: 0OOMROM.‘%’]&‘UO.I‘.O.OHO!!.l.lllﬂl‘llltdtll.lQOll'OOCI‘OOIOUCOOO.O!UNOI

llll£Q$!$.)Ollzﬁzll2'}pltltllll.lli!...“ﬂl.“‘tllll!"tUOlOOOtOGOIll.'l!i”'.'UCCOOO
From: 'lOOQO.lelL.E;&ﬁlI'Osg;g’?‘ll‘Ctlll'llllQl““l'“.‘ll..!".l"‘.‘|.“...!Clll.0l'...ltl.
Ddte: v UNE. JBTH. 1993, NOOfPOGES ...
Deaz ALAN,

JUST A NOTE TO LET YOU KNOW THAT | HAD SOME TROUBLE
GETTING THROUGH TO YOU ON THE PHONE LAST THURSDAY.
PRETTY IRONIC CONSIDERING THAT | wAS TRYING TO CONTACT

YOU TO DISCUSS YOUR PHONE PROBLEMS

THE PROBLEM OCCURRED AT ABOUT 1lam, On vHe “008Y NuMBER
| HEARD A RECORDED MESSAGE ADVISING ME THAT "008" was

NOT AVAILABLE FROM MY PHONE AND ON YOUR DIRECT LINE IT
WAS CONSTANTLY ENGAGED,

AFTER ABOUT HALF AN HOUR | CONTACTED SERVICE DIFFICULTIES
IN SYDNEY, THEY CALLED THE LOCAL OPERATOR IN YOUR AREA

‘WHO REPORTED BACK THAT YOU WEREN'T ON THE PHONE BUT THAT
TSE LINES IN YOUR AREA WERE CONGESTED AT THE TIME.

1'M AWARE THAT YOU HAVE BEEN HAVING PROBLEMS LIKE THIS FOR
SOME YEARS NOW AND WISH YOU THE BEST IN SORTING THEM OUT,

Yo&‘nsf- $ mcea,{w;

\*Y. ¥ ‘Ausiralic United (A.QE 007 071 167)
G 24 Ariasmon Rood Wilcughins 2068
- PH: (02) 438 3433 FAX: (025936 0827
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(a) State preciscly for what periods, if anry, the alleged problems with the Claimant's telephone
service abated between February 1988 and August 1994,

Answer Question 9:

()  Abeted s statement used to say, that there wece times when in and around June and July
0£1993 that ] believed the phones were bettor than they had been. That however was oaly
. for a two month pedod. T did at one time talk 1o Tan Campbell, through stress, I was
: walking out of this business, things were 30 bad with the customer complaints, 1 thought
this was the only option. Except a trivial payout. Pay off debts and start somewhere clsc.
Telecom have only to look at the reports of the RCM in April 1994. Can they honestly
say they gave me a service that they themselves-would bave excepted in a commestial
enviroument. Just have & look at that RCM. A disgrace to even argue the customer was

wrong.

10. “In relation to page 13;

@ o Claimant has siated that persons employed by the Claimant, Jocal businesses, prospective
clients, retumning clients, friends and associates have all witnessed and experienced the problems
the Claimant has allegedly had with his telephone sesvice.

()  Provide specific details of what documeatation, if any, has been submitted by the Claimant
to support the aflegation that persons employed by the Claimant, loca) businesses,
prospective clients, retumning clients, friends and sssociates have all witnessed and
experienced tho problems that the Claimant has allegedly had with bis telephone service.

Answer Question 10 1 69165

()  Inmy letter of claim, reference 2004, 2005, 2006, 2007, 2008, 2009, 2010, 2011, 2012,

2013, 7014, 2015, 2016, 2018, 2019, 2020, 2021, 2022, 2023, 2024, 2025, 2027, 2028,
2029, 2030, 2031, 2032, 2033, 2034, 2035, 2036, 2038, 2039, 2040, 2041, 2042, 2043, M’
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2044, 2045, 2046, 2047, 2048, 2049, 2050, 2051, 2052, 2053, 20535, 2056, 2057, 2058,
2059, 2060, 2061, 2062, 2063, 2064, 2073, 2076, 2077, 2078, 2079, 2080, 2081, 2082,
2083, 2084, 2085, 2086, 2087, 2088, 2091, 2092, 2094, 2095.

11.  Inrelation to pages 16 and 17:

The Claimant states that he “attached correspondence” from dlients and other business operators
.hhmmﬁgmmwﬁwmwﬂwdwwfwedmm&tﬂtmd&bmﬁthm
service froin Telecom. ' ' '

(8)  Provide details of the location in the Claim Documents of the “attached correspondence”
from clients and other business operators in the Cape Bridgewater area which show that
they also suffered severe fault conditions with their service from Telecom.

Answer Question 11: !

(8) 72093, 2108-2118 inclusive, 2075 and 2073.

. 12.  In relation to page 17: ' o

The Claimant has stated that Telecom failed to maintain Leopard records or any other fault
records over a long period of tima.

(8)  State the basis upon which it is alleged that Telecom failed to maintain Loopard records
or any vther fault records over & long period of time.

(V)  State what documentation, if any, has been submitted by the Claimant to support the

allegation that Telecom has failed to maintain Leopard records or any other fault records
over 3 jong pericd of time.

169166
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just about three states? 017$ tried three times before making a contact. 60 Mimutes Team
over three quarters of an bour, then only via 1100. These can be-found in 2001-2158
reference.

Re. Reference 2001.2158.

Sister Donnellon, Lorreto College
Robert Palmer, Heywood Primary School
Gladyanﬂmden,HaddonCmmnyHm

Vander Savill, Heywood Museum
SydneyOmow&Anodata,Bus&msCmmﬂm
Julian Cress, 60 Minutes TV Program .
Robert Walker, 1/44 Munro Street, Macleod, Vic.
Connie Hancock, 256 Albert Street, South Melboume
Brenda White, Wallacdale, 1100 put her through
British Tourists, 17 July 1992, three States, 1100 put them through
Peter Turner, Austrafian Social Centre, Camberwell
Jim Constandinidis, Cheltenham, Victoria

“Portland Hesting, drove out to camp 1o make contact
Jim Humphries, Mt Gambier

| Tina Velthuyzen, Statutory Declaration 1100

| Py Phillis McDonough & Associates, Loss Adjusters

‘ Telecom have letters from 1992, still not received under Freedom of Information.

22.  In relation to page 47;

The Claimant has stated that the incident with Mr Anderson "highlights the demeanour and
attitude of Telecom in respect to investigating my ongoing problems.”

{a}  State what demeanour and attitude of Telecom is said to be displayed by the reported
. incident,
L69177

Answer Question 22;

Y IraferyoutoPageMwhmIsttt_othatthen&;\agumddemhadnodednto 24.




Erom: Newboid, cr,
To: Pinel, Dan 0

Subject: RE: COT casa%blg'tm wne
Date: Wednesday, 29 ARl 1993 1:39pM

Don, thankyou for £ SWIt and eloquent re . | disagree wtmralsnwmelsuaofma .
\% threat hov oy s COT cases but to 3 .
agnna u? as I?Tvﬁer foader.m

Cereay; that can be a to

awn?évmnmm%nmg
Other than that, Jve g t 1O probs with your
Co-Operate t'sneegya

SUQgestio _ 53y were naggv to
fora Y resoiution is not outbvmewrcasehlstorvanamu
deriding mercilessiy buatne medla, The 16 More Hkely we ara to get a run on
our own terms, However, wordin clearl\lsomhz In for you guys to a to with
an&%bglé‘dl&gv main cont:arg‘?s about s veral g' '

Hindsight telis me. With Grae f n ted an
mm"?e?\cw‘mnmt‘hat raemeSchorerwesnmhava 2gotla

s
g
8

g
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From: Pinel, bon . -
T T ae—
SuDlect: RE: COT Cass tatast’ ' |

Date: Wed, Anr 21, 1993 1:13pM o " 2 5. ‘ i
Priority: High

GREG, -

anst TN et M e

-ty

n-nstsAmsmawmmomammﬁmmmmnnaotMlsm
THE COURTS. WE ARE I T2:SOOPERATE TO ENSURE A SPEECY NEe0 . IN ADDITION
OFFERED AN ALTERNATIVE' TO RESOLVE

THERE MAY BE OTHER POSITIVE
DON }

smocsssmmrammmmmomc"“Pmms's,sessc."
MESSAGES THAT WE CAN INCLUDE,

LS &
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Thursday, 6 May 1993

Alan Smith

Cape Bridgewater Holiday Camp
RMB 4408

Cape Bridgewater 3306

Dear Alan,

T am writing to confirm our involvement in the continuing problem you have
establishing the impact of a deficient telephone system on your business.

"’ ! '" Since the issue was uncovered and reported to us by you some two or two

' and 2 half years ago, we have had occasion to explain to many people that

A viciona e they should persist telephoning or even write to you to make contact. It has
been clear that several have wanted to make contact but been unable; they have
rung us to find out why.

N Ten thousand copies of the Resource Guide (in which you had your last
advertisement) were direct mailed to schools and given away. Virtually all
392 RANTULE ROAD other major advertisers, with advertisements such as yours, experienced an
Taumwone o3 237 ss34  INICTEASE In enquires and bookings. It is clear to me that the malfunction of the

FACSIMILE (63) 437 3433 phone system effectively deprived you of such gains in business,

We have had, even this year, people still asking why they cannot get an
answer from your phone number. We have tried to explain to them that you
want their business but are hampered by an inadequate phone system.
However I'm not sure that they do persist. The phone for most campsites is
the first line of business and enquiry; any promotion is wasted if people
cannot reach you to pursue their interest in hiring your site,

I wish you well in your efforts to convince the authorities that your business
has suffered to the extent I believe it has.

Yours sincerely,
- 22
' Don MacDo
Executive Officer -




B e e N -..- e 'J_ T .

¥

0 i A Y AL} T A AP

N oW M An Am -y

%

messages!

—

008 - National Direct Dialied cails continuec

Deate Time Origin ~ Destinstion
Termination point 058267267 continued

4 21 May 0243pm 05 055267267
58 - 2May 09%:46sm 03725 055267267
| S8,  22May 10:01 am 03725 055267267
&7 22 May 1200 pm 03725 085267267
&8  22May 0O200pm 03725 055267267
&9 2May 03:23pm 03725 055267267
510 22 May 04:21 pm 03725 055267267
511 22 May 08:24pm 03725 055267267
512 22 May 08:37 pmn 03725 . 055267267
&1 T 22May 08:46 pm 03725 055267267
62 23 May 08:00 am 03725 055267267

H

3:48
0:20
0:08

0:05 |

0:07

0:04
12:04

5:18
3:59

ggggssgsssg 2

A Austel sGewalManager of ConswnetAffmrs,lohn MacMahon.wasbecoming more concerned at
" 1 " the evidence COT members were producing; evidence of continuing complaints like these, as weli
‘as'evidence of incorrect charging. These two problems — people not being able to get-through and
_calls being charged incorrectly, come together in a note from a Mrs Haddok from-Croydon. Mrs
- Haddok wrote regarding her problems getting through on 22 May 1993 and how she continually
__reached a recorded voice announcement saying that my phone had been disconnected. She
- commented that she thought this message was “quite strange’. My Telstra 008 account for that day
- (see below) showed a number of very short calls. Apparently I was' being charged for RVA

LT
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To David Shephord from  Rossnng Pittard Tolocom Gommensiel Vie/tss
Manager _ General Manager “
Network Invostigations : mmm

suct  Cape Bridgowmor Holiday Rl VSC/14 ——
Camp

o 17 Junw, 1993 e 4507300
Frcaiooe 00562 1126

lmwwmmmmmwgmmmmmmmm
brief cuse,

Please ﬁmmmum&omawmmmmmmmmmm
Whilst ! can respond to the dotails regarding the information provided to him at the time of
settlement ! cannot comment on the variation between what Mr Smith was told and the
contonts of the Network Investigations files. 1 noed yous assistance for this. Can we
discuss as soon as possible please?

flome /ol A - 03281

Rosanne Pittard
Gencral Manager
Commercial Vic/Tas

'8




Pittard, Rosanne
“—-—_
From: Newboid, Greg
To: Fuery, Patrick; Beattie, Ken; Pinet, Don; Campbel, lan; Pittard, Rosanne; Parker,
Harvey; Hoimes, Jdim; Benjamin, Ted: Marshall, Ross
Ce: Vonwiller, Chrig
Subjeect: S5pm COT p -
Date: Wednesday, 7 July 1993 5:28PM
" Priority: High

At around Spm today, Senator Bosweil released another news statement saying broadiy that Telecom cannot
hide behind the secrecy clauses in the settlements it hag made, o :

Rass, can you and | caueiis on maybe i

: srm\wngC&rtonmaanexchanga and showing him the efforts we've
qgone to. Even on a confidential basis, it might stop him taking the Graeme _Schqrer linp every time,

Further. | propose that we consider immediately targetting key reporters in the major papars and tum them on
ta some sexy "look at Superbly buik and maintained network” stories.

Regards,

Greq.

€04054.

L M A

g ey Gy CPE ) Y

BT AR R

-1 .




- - 0702
gel ecom
.Te Manager ) Fre Pair Gains Suppont Hational Swhahing Suppert )
Warmambeol COG P}
W . . SmFeo
Fie  XS132. 3 ot St
Subjec  Portland w Cape . s Aataie

Bridg 5 Can  121h July 1993. z

C.C. Manager Network Investigations A D.Suockdale
Manager Commercial Netwotk Support Az,

RTLAND - CAPE BRIDGEWATER
RCM SYSTEM.

Al the request mmm.ger Warmambool COG. (CPE), NSS-Melboume, Pair
Gain Support Section, visited Portland exchange on 2nd March '93, to investigate problems reported
on the Portland - Cape Bridgewater RCM sysiem.

L]
Initial reponts where of 2 vocal cusiomer at Cape Bridgewater complaining of VF cut-offs in
one direction. The customer had been wansfarred off system 1, onto systems 2 and 3 on the 24th
February '93, and had experienced no further problems. Investigations revealed that system | was
running a large sumber of degraded minutes (DM) and errored seconds (ES) in the Portiand to Cape
Bridgewatcr direction, these crrors could have caused the VF an-off problem. ... i

Initial erTor countes readings:-
Portland to Cape Bridgewater direction:-
System ) System 2 System 3 °
. _ SES 0 0. 0
@ DM - 4d993 . 3342 2 .
ES 65535 65535 87 S’
- ) < ¥

Cape Bridgewater to Portland. direction:-
System ) Systemn 2 System 3
0

SES 0 0
DM 1 1 0
ES 246 751 23

Mthismgemhadmiduwiwh:pdodofﬁmcmmmhﬁwd

Attempits 10 test the inground repeaters using the *trios” sysiem where unsuccessful as the
strapping records could not be located.,

Other faults identified with the Cape Bridgewater installation where:- ) )
~the presence of SO0Hz. noisc on all customer lines at -53 dBm causing minor aoise
problems.

M34204




- cable ducts into both the: cross connect cabinet and the concrete hut whet! U Ui
sealed aliowing the ingress of moiswse, which could affect the efTor counte. .
detailed above.

——%- - the alarm sysiem on all three ROM systems had not been prograramed. This wouild .
. have prevented any Jocal alarms being cxtended back to Portand. . '

The bearer performance was monitored overnight and revealed that system 1, in the Poriland
10 Cape Bridgewater direction, accumulated approximately 450 DM's and 43500ES’s while sysiems 2
and J rzcorded 1o errors in either direcsion. ) :

A problem with the installation of the enbanced lightning protection modules in the IDS block E
> Cape Bridgewater was discovered, After this problem was rectified and the bearer monitored .
overnight, no DM's or ES's where recorded. ’

All the SE boards used in the Portland - Cape Bridgewater RCM system have now been
@ modifies 10 eliminate the S00Hz. noise problem. SE boards mscalled i the Portland - Alcoa RCM
- system where also modified 10 eliminate 2 S00Hz pojse problem on cut over. -

The problem of sealing the cable ducts has sinee been rectified by the local ines staff.

NSS-Melbourne bas continued to monitar the Portland - Cape Bridgewater bearers since the
3rd March *93. In the period from the 3rd March '93, 10 the 1 7th March '9'3‘, the errors on all three

bearers have been minimal,
ie:- Portland to Cape Bridgewater direction:- system 1,4 ES
-system2, 3 ES
v - Wﬂn 3' OES e
Cape Bridgewater 10 Portland direction:» system1, 1 ES
-system 2, 1 ES
- system 3,3 ES

A | -

for Supérvising Engineer, National Switching Suppon - Melbourme.
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issues 10 be addressed in the Fast Track Settlemens and proposed acbitration

The Cape Bridgewater Remote Customer Multiplexer (RCM)

7.29 Mr Smith of the Cape Bridgewater Holiday Camp, one of the original °
COT Cases, reported a significant level of faults when serviced by the anxlogue
ARK exchange at Cape Bridgewater. That exchange was replaced in 1991 with a
modern AXE digital exchange at Portland together with a Remote Cuastomer
Multiplexer (RCM) at Cape Bridgewater. It appears that there were problems in
the installation of the RCM and that the alarm system which was meanttobe
activated when the level of faults exceeded a specified threshokd was not
connected effectively, The alarm system may have remained non-operative for
some 18 months. Data produced by Telecom indicates that during that 18 months
one-third of the RCM capacity, including that part providing Mr Smith's service, |
was subject 10 46,000 minutes of degraded service (Minute dated 12 July 1993,
Telecom's Supervising Engineer, NaﬂonalSwmhmgSuppmMelbmto
Manager, Wmambod&nn'oIOpuameup) '

7.30 IusdnﬁmltwmomihTeleoomsmatplamonohheeﬁmoﬁhe

RCMsfaultonMrSmxdasmoewnﬂ:Telwomsmoonwmpormeonsmof
its effece.

731 The Cape Bridgewater RCM fault was diagnosed by a technical expert
. from Telecom’s National Network Investigations team in July 1993. He then
wrote in the following terms to Telecom's Manager, Warrnambool Central
Operations Group -

“Initial reports were of a vocal customer at Cape Bridgewater
conwlaiuiugofVFm-oﬁ's[ammfmingwlossofvoice'
communications] in one direciion. The customer had been transferred off
system 1, onto systems 2 and 3 on the 24th Febriary 93, and had
experienced no further problems. Investigations revealed that system 1

* was running g large number of degraded mimutes (DM) and errored

seconds (ES) in the Portland to C'apeBndgem:erdirecdau, these errors
could have caused the VF cus-off problem.” .

(Minute dated 12 July 1993, Telecom’s Supervising Engineer, National Switching
Support, Melbourne to Managcr Warmambool! COG)
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7.32 Telecom's more recent (18 February 1994) summary of the effect of the

. fanlt upon Mr Smith's service was to the following effect -

“The fault would have caused only some low level noise on the
transmission of conversations in the Portland to Cape Bridgewater
frection. : S |

There was a low probability of any occurrence of call drop out or impact
aquSmithimbmly:omghearmmivewm.'
(Letter dated 18 Fehﬂmy 1994, Teleeom'sGmqumerﬂMngm
Affairs 1o AUSTEL) ' :

733 Tdeeom's-mmassessmemofﬂneffecmfthc&peBﬁdmm
RCM fault on Mr Smith's service not only conflicts with the .

report quoted in paragraph 7.31 above but also-dods not accord with Telecom's
oonmmmousGAPSreomﬂﬁotSepmbalmwlﬂch_shmisiguiﬁmdy
h@amhmmeofaaﬂdropmmdmmreafvcdformwbo
weze reliant on thie defective plant than for those dependent on the remainder of

Puise Code Modulation (PCM) fault

734  Asobserved in Chapter Six, in the course of Telecom's investigation of
M3 Gillan's complaint Telecom's technicians identified fanity Pulse Code
Moduhﬁoneqﬁpmmtasapossiblemofcandmp_omaﬁ_ecﬁnghu '
business, Japanese Spare Parts (see Chapter Six).

- 735 Again,itisdifﬁculttomcﬂetheoonwmpmeousmpmofthis

problem with Telecom's more recent report (10 February 1994) entitded “Difficulr

Neswork Faulss - PCM Multiplex Report”. Statements in the report that the

impact of the Siemens A735 call cut off fault on incoming calls was not

, ﬁgniﬁammnstberudinngmofmwsm(rdmm

Chapter Six) that -

*... the probiem, when solved, will generally clear the cut off problem
-Mmmmmmmmuwmmmmf

“Evidence exists rharCutOﬁ“sarewidespmadinﬂzregiou....“




IN THE MATTER UF an ansuauv puisuan w ,
the Fast Track Arbitration Procedure dated 21 “

Between

ALAN SMITH

and

TELSTRA CORPORATION LTD trading as
TELECOM AUSTRALIA

Telecom

WITNESS STATEMENT OF GORDON STOKES

|, GORDON STOKES, Student, of 13 Bentinck Street, Portland, In the State of Victoria,
solemnly and sincerely declare and affirm as follows!

BACKGROUND
. | commenced employment with Telecom in 1967. | initially spent 22 years with

such as RCM systems. Between 1982 and 1989 | was a Projects Supervisor with
CNE. ' :
ltransfenadtoNetworkopemumPorﬂandh1989andbetwean1990and
1994Iwasresponsibleformahtahhgswitchhg equlpmentatmePortland.
exchangs, theAXE1049xehango,theARFexd\nngeandassodated
equipment such as the RCM systems which connected customers to Portland
AXE 104 exchange.

3. In 1972 | obtained a Telecommunications Technicians Certificate. In 1975 t
obtained a Certificate of Technology with specialist studies in electronics and

example, in relation to AXE and ARF exchanges and ROM systems).
4. InFebruary 1894 | left Telecomto further my studies.
MR SMITH

5.  Mr Smith initially made complaints conceming his telephone service 1o Telecom's
1100fatﬂtreporﬁngnmnber.0mnplahtsmadeto 1100 that may have related to
the Portland exchange were generally referred to me.

6. | regularly tolephoned Mr Smith particularly during 1992 and 1993 to clarify the
' motwmmmnadmadehmtbntohistdepmmwwbe.lnmr
emﬁmdwmmmmmmpm:ommomswm.

32
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Cape Bridgewater RAX
I 7. Uniil August 1991, Mr Smith's telephone service was connected to the

BﬂdgewaterwasswndwdvlaﬂwePoﬂlmdARFexd\ango.mreworos
-omgohgdmhsandswmmeenmwmmamrﬂmdAﬂF

areas traditional business hours are periods of low telephone traffic. Accordingly,
anycongesﬁoncausedbytheShandSoutlimito!maHAXwouldhavehada
minimal effect on Mr Smith's telephone service during traditional buginess hours.

Portiand to Cape Bridgewater RCM systems
'a. Since August 1991, Mr Smith’s telephone service at Cape Bridgewater has been

connected to the Portland AXE 104 exchange by an RCM system. The Portland
to Cape Bridgewater RCM system Is In fact made up of 3 separate RCM
' systems, each of which is capable of holding a maximum of 30 subscribers.
Y

Afer the Portland to Cape Bridgewater RCM systems wer® installed, | bacame

aware that the performance of the systems could be measured using the facility

| S hom 28 CRO. | chacked the CRG arror counters regularly between the date the

RCM systems were installed and February 1994 when | left Tetecom. Checking

. . the CRC counters in this way was a normal maintenance pragtice. | can recall

| S~ checking the CRC counters prior to March 1993, When | checked the CRC

counters pre March 1993 | did not observe any errors that could have impacted

upon the telephone service provided to Cape Bridgowater customers. A typical

reading for each RCM system was 5 to 10 errorad geconds, no degraded

minutes and no severely errored seconds. | regularly checked the CRC counters
for possible faults particularly when Mr Smith reported complaints.

. 10. Mr Smith's normal line (055 267 267), his facsimile line (055 267 230) and the
line for his gold phone (055 267 260) were originally afl on different subecriber
' cards in the same RCM system (number 1). in February 1993, in response 10
B complaintsfromMrSmuh,ltransionadboﬂ\hi32672673nd2672mseMces
from RCM system no. 1,connectln9267230103ystemno.2and267267to
system no. 3. These changes were made as a precautionary measure because It
one of the RCM systems went down Mr Smith would still have two teiephone

services in operation.

11, Mr Smithv's telephone service was of a good standard as would be expected with
the Cape Bridgewater to Portland RCM gystem.

12. The Portland to Cape Bridgewater ROM system provides Cape Bridgewater
customers with a direct connection to the Portland AXE 104 exchange. As a
result, Mr Smith's telephone service system is clearly one of the most advanced
and best systems available to Telecom’s rural customers.

32
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Recorded Volce Announcements

13. lndlgnalexchangesallnmem-thatmmmmdasamnamm
result in recorded voice announcements ("RVA") being sent to the originating
m.mmmmmom&mmmWenmmmmm
tones in the same’ circumstances. In 1991/92/83 the conversion of Telecom's
network from analogue o digital technology was occurring throughout country
Wctorla.Asaresun.molkellmddouslmmmoaMngHVAwheﬁcanhg_
customers in country Victoria (for exampie, when dialiing incomrect numbers)
mwd.mhwuwmwmmmmuinmAmmmlngtomy
notice during the 1991/82 period. - -

54, In March 1982 Mr Smith did have a genuine probiem with RVA which was

15. Iamawaremalafﬂenoteoxlsisdated24.!uly 1902 which racords that | told Mr
Tom Leydon of Telecom's Network Management in relation to RVA that:

“Natwork Investigation should have been bought [sic] in as fault has

' | gone on for 8 months.”

ThisnotereferstomeoccurrenoooiHVAhuwenﬁreTelaoom rural network
after conversion of analogue to digital and does not relate to Mr Smith. | refer to
and confirm the matters set out in saction 3.3.1 of Briefing paper B 004 which
deal with the effect of the MELU condition on the services to Mr Smith.

" 16. Subsequent to March 1992mypracﬂoewastommatetestcalhﬂ'omthog
exchange of an incoming call reporlsodbySnimmboaﬁmdbyRVA.m
ofmesetesteallswastotesnhastandatdotthesarvbasmvidedtoma
Portiand exchange. The number of test calls varied between approximately 10
o and1000noachoocasion.Nopmblemwsmd|soomdasareeuu‘oiws
o testing.
NN} investigations

17. Despite extensive investigations conducted by myself and other local Telecom
staff, in the July 1992 Mr Smith gtill believed his telephone service was not
b' performing satistactorily. | thersfore requested that Telecom's National Network
Investigation group ("NNI%) conduct a full investigation. NNI investigated Mr
Smith's service in 1992 and ran approximatsly 35,000 test calls. These test calis
wero first madetoatollnelocatedlniﬁallyhPortland and later at the Cape
Bridgewater end of the Portiand to Cape Bridgewater RCM. The setvice humber
for this test line was 267 211. Sometime in August 1992 we aiso set up a test
fine all the way to Mr Smith's premises. The service number for this test fins was
267 230 and this line was later provided to Mr Smith for him to use as a facsimile
and outgoing line.

18. The thousands of test calis conducted by NNi did not locate any network
problems which could support Mr Smith's concems about his telephone service.

19. On or around 19 August'1993, NNI's David Stotkdale asked.ms to refiove the
MGCT facility off Mr Smith's service. | immediately removed the MCT fachlity off Mr
Smith's 267 267 incoming line. However, | did not at that time recall that the MCT

EURN
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fadlﬂywasalsooonnectadtoMrSmIﬂ\'s%?zeommdﬂwfaGMywasnot
reroved from this line until 7 September 1993.

20. At the beginning of NNi's 1993 investigation, NNi's David Stockdale and Hew
MaclmoshvislteerSmnh'scamptodiscussoonoemsmatMrSmlﬂ\hadmﬂm
histelophonesorvioe.Attheouwhsionofﬂaisvisﬂ,abﬁefeaaebelonghgtow
Macintosh was left at Mr Smith's premises. After retrigving the briefcase from Mr
Sm%ﬂwloﬂowhgdaylmmnwwmd\edcﬂ\eeomamwmm.wmm
dohgsoMrSm%camo&utoﬂ\ecarandgavomoaﬂlawhmhadprevlously
beenhthebdefcase.merewasnodoubttrmMrSmnhhadlookodatwhatwas
In the briefcase and from ELM) call data records it can be seen that after
acquiring the briefcase Mr Smith's facsimile line was particularly busy.

& EOS Tracing

10. For a period of several months random voice monitoring was undertaken by
myself on incoming calls to Mr Smith's 267 267 telephone line. The monitoring
was undertaken to assist in the identification of reported problems to this service.
On each occasion the monitoring confirmed that incoming calis to Mr Smith's
telephone were effective and successtul except when Mr Smith was engaged on
another call and on at least two occasions when Mr Smith's phone was left off
the hook. aen 0 XS

Visits to the Cape Bridgewater Holiday Camp S

20. | attended Mr Smith's camp on & number of occasions to install ELM! line testing
devices and self answering equipment and to pick up ELMI tapes containing call
data. } recall that on one occasion in 1893 when | arrived at Mr Smith's camp, Mr
Smith was takking to someonie on his telephone and subsequently ended this
conversation. Shortly thereafter Mr Smith received an incoming tetephone call
and | heard Mr Smith tell this incoming calter that *he had not just been on the
phone* (or words to that gifect).

2i. On Wednesday 8 September 1993 Ross Anderson and myselt attended Cape
Bridgewater Holiday Camp to pick up call data tapes that were produced by the
ELM! equipment we had installed at the camp. 1t was usual for us to pick thos'e
tapes up on a Wednesday and, as a courtesy, we altempted to ring Mt Smith's
267 267 number prior to our visit, However, Mr Smith's line was giving an
engaged tone and we decided to go out to the camp anyway. When we arrived
wowentintotheroomwhemmeELMl equlpmentwasanddwackedtheme

asked Mr Smith if his telephone was off the hook and Mr Smith quickly walked to

his office to investigate. From a distance | observed Mr Smiith reach over to
where his telophones sat. As a resutt of Mr Smith's action the ELMI equipment -
printed "H-ON" which we interpret as "phone on hook™. | therefore concluded that

Mr Smith's telephone had been off the hook. '

Increase software blocks

22. inMarch 1993, it became appareont that the Warrmamboo! AXE exchangaXidn?i
have enough software blocks to handle all of its traffic during peak periods. This
condition only occurred during peak traffic periods at the Warrmambool AXE
exchange and would have resutted in alt customers whose calls were swilched

through the Warmamboot AXE exchange to intermittently experience congestion
tone ¥ they oﬁgtnatedtlwcalloroneburstofﬁng and dial tone on lift oft if they
were being caued.soﬂwaredeﬁdeneiossuchastmsmaddremd by Telecom

32
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Axemﬁataauamtasmnasfauunpaumdimapwblemwaamund
mmamum.mmdtommmm

oowrsastrafﬁcmmughanexchangeincrams.mlslsammnlnqdnmm”
aresunofincreasadtrafﬂc.

No Lock Ups of Mr Smith's Line Interfaces

p3. From mid 1990 to February 1994, over which period | was responsible for the
Poruandexmwge.ldldndenwnﬁwabdcedupﬁnaintedmrw)foranyof

problems calling Cape Bridgewater from Portiand Hospltal

24. IamawarethatMrSmlthhasmadesomeiseueofthetactmatlnSeptembef
1993 the Portland Hospital haddiwﬁoscaMCapoBﬁdgewater numbers. A

fault. This problem with Hospital's privately owned customer equipment was
remedied by Telecom staff.

25. Duﬂngmepeﬁodthaxlwasmamtahhgﬂ\ePornandemmmyﬁla
containing details relating to Mr Smith's service complaints was of a similar size
to my file for the oher?OOOoddsubscrbersconnecleddlreotlytome Portland

exchange.

26. From my experience in dealing with wural Telecom exchanges, both during my
time with CNE andwhllstinPortland.llismyopln!ontheparfomanoeof
Telecom's network in the Portland district is above average compared to other
rural exchange networks. In ™y opinion customers in the Portland distric,
inclusive of Cape Bridgewater customers, were provided with a most satisfactory
talephone service.

97. The standard of services provided to Mr Smith was entl” consistent to be 8
very good level of service provided to other rural customers.

o8. Throughout the whole of my service al Portiand Mr Smith's complaints have
always been investigated in 8 professional manner. All possible assistance has
bean given by Telecom porsonnel to Mr Smith. Considerable efforts have been

made to ensure that the telophone service provided to Mr Smith are of a high

gtandard.

AND | MAKE this solemn declaration consciéntiously
true and correct.

DECLARED at Melboume )

in the State of Victoria )

this{9tiay of December 1994. )
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RS /The following FOI document, not numbered, clearly shows that the writer
knew where thls calier usually rang from even though, '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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Lmrml%SaMrsCﬂlmﬁomDaylesﬁordCommumtyHomwn&medmewlﬂmlmowm
shehadtnedunsmcwlfullytophonemeonwﬁmg\mww first at 5.17 pm and again at 5,18,
5.19 and 5.20. Eachtime she phoned she reached a dead line. Aﬁerthe.fowthunmcomfulwempt
MrsCullenhndrcportedthefauhtoTelmasFauhCmtremBendigoon1100 She spoke to an
operator who identified herself as Tina. Tina then rang my 008 number and she couldn’t get
through ecither.

Telstra’s hand-written memo, dated 17/8/93, reports Tina’s attempt to contact me and-refers to Mrs
C\nlenscomplamtto 1100, xeeordmgﬁmtlmthatMrsCullenhadmedtogetﬂmughtomy

phone.
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i itemi i i . It is quite clear that I
Document R11519 is a copy of my itemised 008 account, including 17/8/93 :
mchmgedforaufomofthmcﬂls,emthoughMrsCullmnevamhadme. All this

information was duly passed to John MacMahon of Austel. :
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Pinel, Don

From: Pittard, Rosanne

To; Hambleton, Dennis V

Ce: Pinel, Don; Campbelt, lan; Marshall, Ross
Subject: AUSTEL DIRECTIONS REGARDING COT CASES
Date: Thursday, 19 August 1993 5:02PM

| befieve the directions from Austel regarding COT cases have a number of shoricomings and
misunderstandings and believe these nead 1o be addressed.

. 4
1. The requests for files and other documents arg ongrous. How far back do we go? Some of these cases go
from befare Austel had any jurisdiction (even existed). How much do they wam? A warehauseful is not out of
the question. Who will copy these? | don't have resources or money for agency people to spend time
photocopying. Wilt Auste! pay? (The last question was a joke - | know the answer.)

2. Some of the documents on the files are Telecom Secret, some are L;gal professional priviiggle. Some have
been used in a court case {settied out of court); some are still with the lawyers. Some papers relate to
settlements with non-disclosure clauses. Where do we stand with these? | believe we should quarantine any

papers associated wiltt I%aigal action, refuse to supply papers associated with settiements and reluse to supply
any papers ma £gal projessionat privilege - but we should seek Tegaladvice on same.

v
3. The results of the tests are a concem to me. What confidentiality will be guaranteed? Austel has had close

comact with these customers - what will ensure they dont pass test results on? What are the legal
implications if they do? A

4. What is Austel's capability to interpret the results and reponts? What standards wilt they compare them
with? (There are none} What wilt their reaction be to a failed calt? Within acceptable limits or not?

5. What conclusions will they dare to draw? If they conclude that Telecorn was in some way negligent or at

tault, there are serious implications for our tiability; we could bs vulnerable io some form of action by the
COTS - would the Austel report be admissible as evidence?

6. What promises have been made to the COTS as a result of the testing? None i hope. ¥

¥ .
7. The testi% at customers premises causes %reai difficulties for % Test equipment of this sort is very
expensne; Intarms we do not have enough to do this tesfing for all these customers at the one time. In

addition it would tie up a valuable resource which is required in other cases where we consider customers
have a legitimate condition which requires monitoring.

8. In addition these machines do not work well at customers premises because of power supply conditions;
these power supply conditions can actually cause incorrect readouts.

‘9. There have been instances with some of the customers at issue, where the customer has interfered with

the machine - eg,, switching the machine off, tearing off the primout and sticking it back together with parts
that don' appear to match. ;

1 know | have raised many questions, but they are alt imporntant. The most critical is what happens with the
results and how can they be used in resolving these cases.

§ know your interim reply to John Macmahon addresses some of these, but | am concemed that we will be
tocked into something with no way forward.

Rosanne Pittard

R10G
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TELECOM SECRET

tena Moo gelecom

AVUSTRALIA- ...

o .. t From HARVEY PARKER Comasnagien Dicecto

[ ATy 401242 Exhibiion Syeet

MELBOURNE VIC 3000

Ausiraba
Fils PRMINOG! .doc
Subject COT CASES AND Telephone 03 634 6454
AUSTEL Date (9 August, 1993 Facsitmile. 03634 4537
Distrib.
wilpel,

Lrefer to the COT cases and Austel's related direction to Telecom (refer Dennis
Hambieton's letter of 13.8.93). I have been fully briefed by Commercial management on
this issue. As you may be aware, Ian Campbell and Jim Holmes have previously been
the senior managers with carriage of these cases. It is my intention that fan Campbell
remain the representative for Commercial and Consumer dealing with these cases, and it
may be appropriate that he lead the team on behalf of Telecom. I seek your views on
this issue and the nomination of the Corporate representative, who would work with fan.

Austel's direction has enormous workload implications (notwithstanding technical
constraints and misunderstandings) and also has significant legal complications, Some of
the material sought is under Legal Professional privilege. There could be a difficult
situation regarding legal liability for both Telecom and Austel 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 and your

nominee to meet with Robyn Davey of Austel, at the earliest possible date to develop a
way forward.

In addition, it would appear that Austel has not been abiding by established rules for
interacting with Telecom and have sought information direct from many levels in
Telecom including arriving unannounced at a meeting with Telecom technicians and one
of its customers. Austel should be reminded of the appropriate procedures and an
assurance sought as 1o their commitment to these procedures. This reminder should
properly be issue via the Company Secretary.

Harvey Parker
GMD Commercial and Consumer

Teistra Comparaton Limited
ACM Q51 775556
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would have affected approximately one third of subscribers receiving

a service of this RCM. Given the nature of Mr Smith's business in -
comparison with the essentially domestic senvices surrounding

subscribers, Mr Smith would have been more affected by this problem

due to the greater volums of incoming traffic than his neighbours. (A

summary of the circumstances surrounding the RCM fault are

detailed under Allegation (jii)).

47  Telecom's ignorance ofthe existence of the RCM fault raises a
number of questions in regard 10 Telecom's settlement with Smith.
For example, on what basis was settlement made by Telecom if this
fault was not known to them at this time? Did Telecom settle with Mr
Smith on the basis that his complaints of faults were justified without a
full investigation of the validity of these complaints, or did Telecom
settle on the basis of faults substantiated to tha time of settlement?
Either criteria for settlement would have been inadequate, with the
latter crieria disadvantaging Mr Smith, as knowledge of the existence
of more faults on his service may have led to an increase in the
amount offered for settlement of his claims.

Allegation (ii) Failure to keep clients advised

introductory Comment

48 |AUSTEL has been hampered in assessing Telecom's dealings with ¥
Mr Smith by Telecom’s failure to provide files refating to Mr Smith's
complaints. A file from the local Telecom area who first dealt with Mr
Smith's complaint has not baen provided to AUSTEL, although
documents from this file have been capied to other files, At the time of
writing, no explanation for the failure to provide this file or other files
has been received from Telecom.30

43  As aresult of Telecom’s failure to provide file documentation relating
to Mr Smith some of the following conclusions are consequently
based on insufficient information. The information which is avaitable, .
hawever, demonstrates that on a number of issues Telacom failed to

2

30 May need 1o be re-written il other information comes to kght.

Alan Smith




28 95/0674"01

knowing it, as identification of the problem is dependent on reports 135
from other people to that subscriber of he or she not answering their .
phone at a given time. Ofen such a report may be made some time
after this call was attempted, and the subscriber may not be able to
femember the specific details of what they were doing when the cali
attempt was made, and so assume thay were absent when the call
attempt was made. In thig context, information from the Cape
Bridgewater area of 6 out of 11 subscribers indicating they had
experienced the NRR probiem js very significant, particularly from an
area with the subscriber profile of Cape Bridgewater (refer heading
above "Comparative Uniqueness of Cape Bridgewater Holiday Camp
Service” for comments on subscriber profile in area).

69  Itis not known what action, it any, was taken by Telecom at this time to
identify the cause of the NRR problem which was suggested by the
Survey, or whether an actual fault was subsequently identified. It is
therefore not known whether Telacom was in a position 1o inform Mr

- Smith of 2 NRR problem in the area. Mr Smith maintains that he has

never been informed by Telecom of other people in his area who
have experienced the NRR problem 33

70 inJune 1991, after a fault complaint from Mr Smith, a faulty final
Selactor was detected in the old RAX exchange.?* The fault could
have caused NRR. The information on the fault rectification comes
from a briefing Summary prepared in September 1892, which states:

Other customers reported problems over saveral days
preceding the detection of this fault which would indicate that

the switch could have been faulty for a maximum of two to three
days.

71 | (AUSTEL has not been provided with the documents on which the -
conclusions in this briefing summary were reached, such as fault
feports from other Cape Bridgewater subscribers over this period or
the details of the faulty final selector fautt. it would have been -

3INsod to identity or obialn Quote from Smith to support this argument - rot sure i has
provided formal statement re this.
S4From Smith trietcase fite - front page - briefing to persons urknown.

Alan Smith dratt - Bruco Matthews Printed: 3 March 1994
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Pittard, Rosanne
L

From: Pinel, Don

To: Pittard, Rosanne; Marshall, Ross
Subject: Technical Options :
Date: Wednesday, 1 September 1993 5:33AM .
Priority: High

Ross, Rosanne,
fan has asked me to put together a small team urgently to look at imaginative technical options for the COT
customers to address their concermns. An example would be a fixed mobilenet service with appropriate call
diversion facilities, diversions to PAS on busy or no answer, radio options out of area service with call
diversions etc. | think we need a good network engineer, a top cc and a good lateral thinker. Can you
nominate someone please?

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

Don

Cov

37¢
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Marshall, Ross : : .
From: Pinel. Don

To: . Marshall, Ross :

Subject: FW: RVA ON CALLS TO CONNECTED NUMBERS

Oate: Wadnasday, Septembar 08, 1993 10:08AM

Priority: High

g

$£8,

There seams 10 be an opinion that calls from ARE or ARF 10 AXE have a protocol probiem that resuits in / /
significant call failures. Do you have any info on this?

Don

From:
To:
Subject: FW: RVA ON CALLS TO CONNECTED NUMBERS
Date: Wednesday, 8 September 1993 9:28AM

N Priority: High

) don
Here is the first of the info. The forwarded message show an examoie of the RV A problem.

; As i mentioned in the messagebank last night my test produced a 7.5% lasltooonnectlbtackholel I weill
' forward copy of the test as so0n as | get xtree 10 view it

i
From:
To?

| Subject: FW: RVA ON CALLS TO CONNECTED NUMBERS 3
| Date: Wednesday, September 08, 1993 9:18AM ) v

From: .
To: % . !
Subject: RVA ON CALLS TO CONNECTED NUMBERS S

- Date: Tuesday, 7 September 1993 5:06PM o

—

. Here is an example of an rva on a call 10 a connected number, the exchange types may give you
) aclue as to what the incompatability may be.

076 615 790 ARF  calling 076 617 200 AXE

; 1st  attempt RVA NUMBER NOT CONNECTED

: 2nd  attempt BUSY

! 3rd  artempt RVA NUMBER NOT CONNECTED

' 41h meampt Connecied ok, was not busy previously.
|

|

' regards
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&PAcE .
Malbourne Office . - -
To: lan Row From: Daentse McBurnie
Cerporats Solicitor '
At; Telecom Austraits Direct line. (03) 268 1383
’ Switeh: (03) 2688 1234
To fax: 8§34 8832 From fax: (02) 288 1567
. Dats: 10 September 1993
Phone: 634 3300 ‘Matter No: 1660521  Pin Neo: 274
. Pagelet . Approval: Lo, AT

(03) 288 1341 Fax (03) 288 1567 (Intaxnetional pirne codes + {61 33) or Telex AN
and retuza the origirel facatatle to

Lavel 43, 101 Callins Straet, MeDxxune Vie 3000 Australiz

Dear fan | N0O749

coT El._“!_- If thers are any
espects of tha Insues paper which you would like us to expand upon or If thers
sre any other issues you would ke us to consider plesse don't hositste o

contact us. _Bolh Frechllls snd Duesbyrys weuld be henpy te asslst you shauld
7? ARy £__prugant L Tel d an ¢

lgcom management be requirsd og any of the
ars ad in the {ssues r or with regard to any other mstters concwrniny
anatemet o Ot o et S _
Yours sincerely

ERFEHILLS HOLLINGDALE & PAGE

per:
le-'-..: 4 %'---\;..

Denise MoBurmnis
Bne

copy to: PDesnne Weir

397
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L PROFESSIONAL PRIV
CONFIDENTIAL/ COMMERCIAL IN CONFIDENC

The contonts of this document are privileged end confldential and no part
thersof ahall be dlewaminated, coplad or used without the YxXpress permission of
the Tolecom Corporate Sallcitar.

A. __ PROFILE OF A *COT" CASE

Set out below are fomo of the sammon characteristics attributed to "CoOT"
cases. The particulers sro drawn from FHP's experiance with the following
"COT" casan:

Colden Messengers/Graham Sehorer ¢

I

. Tivoll Theatrs Restaurant/Ann Garms
’ Japaneas Spare Parts/Ann Giljan
’ Cape Rridgewnter Holiday Camp/Alan Smith
~/ It should be recognised : however, that this Ilst i neither definitive mnor

axhaustive of thase characteristics.
}

Common aractoristics

1, Single operstors of smal businesses gonarally cpatrating In service
tndustries. 1f partnerships ars involved [t i usually a8 husband/wife
parinarship.

2. Quartionable business stability or visbility ragardlass  of alloged
talecoomunicationy problems,

3. Comman dlatrust of Telecom’s network performance sand distrust of
Telocow's clalms that network performancs accords with “accaptable
standarda®. : '

4. Clsims of dlssatiafaction by the claimant as to the handling of the case by

: Talecom,
N
5. Dtatrust of Talacom's testing procedures. NOO /5 0
6. Numerous faults slleged ,and claimed te be supgortad by dacumentary

evidenca coliscted by the clalmant, .but which do not match Telacom's
fsult reporting recocrds. '

@ A_ high level of undarstandin sequlrad by expaerfenca) with FOI |

Tocedures snd the
au Howaver, this level of undaerstanding ia net

nocossarily matched with the ability to accurstsly or correctly Intarpent
the information obtained,

8. Thora {s ususlly a rejuctance to puriue » clalm through court aotion.

Apparent or cisimed reasons being: -3 ’ ﬂ

. cost
- difffeuity of proot ;
. clalm has & component rolating back to when Telecam's etstutary

Immunities applied
* Tolocom’s elza and ubllity to defend action proves lo ba

oppressive.
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MEMORANDUM OF ADVICE: PRIVILEGED AND CONFIDENTIAL - Advice on Legal Professional Privilege = 1€ CoTs

! () The cases of NCA v § and Esso, referred 10 abave, make it clear that & claim
to priwfilegc rowist expose sufficient facts to justify the claim. A vague or beld
: assertion of the privilege is seen as no claim at all.

(i)  The definition of privilege indicates that only communications between 2
lawyer and a client for the dominant purpose of providing of receiving legal
advice or for litigation (and communications between a lawyer or client and a

third panty for the dominant purpose of fitigation) will be protected by
privilege (see Baker v Campbell and Esso’s case referved to above).

It is difficult to see how a document, ot documents, merely described as “Network Data®
would fall within the definition of 8 communication between 2 1swyer and client for the
dominant purpose of advice ot for itigation, or communication between a lawyer of client
gnd a third party for the dominant purpose of litigation.

: There appear to be 39 claims 1o jegal professional privilege, which are merely listed as LPP
in Aftachmen: |, being farther detsiled in Attachment 2. Further, there appear to be 74
. claims to legal professional privilege listed in Aitachment 2 (it is not clear why there is such
o varistion between these two amounts of claims). A perusal of the filc descriptions in
Attochmemt 2 indicates not only incomplete and inadequate claims to privilege but also

claims which appear to be erroneously made.

For example, it is difficult to see, without further information being supplied, how 2 “Chart
- Call analysis with handwritten annotations”, a “Map -~ Bova Enterprises Call per
exchange’, s “Table — Bova ‘s directory listings® or a *Fax confirmatien repornt” could
be covered by legal professional privilege.

(3) made defactive or erronscus claims to privilege, andfor )
There is also some evidence of (3) i.e. meking defective or eroNeous claims to privilege.

September 1998, Telstra concedes that it has erroneously classified sotme documents as

I\ For example, in the letter fromn Mr John Armstrong of Telatra 1o Mr Ross Plowman dated 28
: privileged.

\\ {4) knowingly made false or spurious claims to ptivilege?
There is also some potential prima facie evidence of (4) ie. knowingly making false of
spurious claims to privilege. For exaraple, there is 2 potentin} structure ser up for the
possible abuse of the doctrine of legel professional privilege in the faxed documnent entitied
“COT" Case Strategy, marked “Confidential” dated 10 September 1993 from Ms Denise
McBurnie of Freehill Hollingdale and Page. Melbourne Office 1o Mr lan Row, Corporaiz
Solicitor, Telecom Australia,

| refer in patticuler to section 4 on page 6, which states:

~Of ctitical importance in the conetitution and function of the DMA (Dedlcatad _
sanagement Atea) s the direction of the first etemal of the claim by Business Unit L&Al
Management. The initlal point of referral should aiways be to the Corpotate P )
Solicitors Office. This is in order to bring into operation the potential prolection of O IH (ou
tegal professional privilege for documeniation and other teporting procedures. it -
may alsomnppnpﬂmetormcorpouto Solicitors Office 1o continue as the point

of referrsl and control in order to maintain legal professional privilege (where

pég&_il__bh). Over information and documentation created during tha hendiing of the

I u“.'-

DNar Arf *omp o mraly et oty e T

17 of 21 Assor. Prof Sisannt McNicol - ) Consulle -~
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SENT BY:TELECON AUSTRALLA ‘13- 9-83 ¢ 17:05 : TELECOM REGLLATORY- €1 7 221 72712 1113

TELECOM CONFIDENTIAL
Facsimite -~
lecom
. AVETYRALIA
To Cot Cave Progct Team, Fram Trevor HIll Corpornte Sutogy
Msnager Co-ondination & Roguory
Mebeume Vic MO0
M e HRH 29 _ Talophern 239 634 b0
Localien L 13 Sepicmber, 1993 ::m;mm
ToltPages 13

Fm&WﬂhmHm«u&M&u&mqm

mwmmmww&@m‘;mmm.

Refesied for information,

“Tad LW

Trevor (1iLl,

Al0683




Hoimes, Jﬁ

'II:.rom: Pinel, Don
o Holmes, Jim
m.oet: Legal Resource

Tuesday, 21 September, 1993 12:39PM P
P-.‘...;.L‘ i

Jim,

Metatlenglhwithﬁeetailsﬂismorrhg(lanﬂowmﬂnm). ) have armanged for Denise McBumie 1o provide
wmwmmmwmmmmmmsmmummmwpﬁww
the threads. Stnwilaboapmdmﬁrmhmmammmmm | want har

to be the focus for dialogue with the customers. Would fke to talk to you about this, preferably belore | see
Harvey this afternoon.

Don
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Dom: Nora
Erom

: Pinel, Don
To: Sayer, Janel; Besttie, Ken; Pittard, Rosanne

Brabazon, Paui; Holmes, Jim; Hambileton Dennis V; HN, Trevor; Hallidey, Trever

s:u:.g:m Thuesday, gmm% ’“ﬁ

hMmmldimnmebhmmwusmmbhcﬂm.
IMWMMMMbMNmWWMHMWNIR
mmummmmucoT(Wmscmmmumm
Mfummannﬂyfunﬂbwnwhrmmmm.wm The particuler
wwmmmwmmmumummm

The matit of this approach is:
R ralioves the Regions of onerous comaspondence
applies a rigorous legal regime to the dialogue
. it provides a consistent approach (o these matters

mwmmmwnmmmmmum.(ummmwwmom)m f

18, is Freehills with iniial acknowledgement by the Region.
w.mmmmwmnamuwmulmm
seniouts consideration of Freshills advice and discussion with either myself or Jim Holmes if sn sllemative
approach is preferred. '

Don

ro3o2z
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AUSTEL

AUSTRALLAN TRAECOMMUMC A TONS AUTHORITY

92/596(6)
28 September 1993

Mr Frank Biount
Chief Executive Otficer
Telstra Corporation Lid

Fax 6323336
Dear Mr Blount

COT CASES

it appears to me quite reasonable for the COT Cases Spokesperson, Mr
Schorer, to express the frustration that he does in his attached letter, dated 27

September 1993, at possibly having to deal with Telecom's solicitors rather
ihan with Telecom personnel direct. '

As L understood it, "Telecom has given fan Campbell personal accountability,
as a very senior executive, to manage all aspects of the COT Cases” (letter,
dated 24 August 1993, JR Holmes, Telecom's Corporate Secretary, to me).

Telecom now appears 1o have done a “back fip* by instructing its solicitors,
Freehill Hollingdale & Page, to inform Mr Schorer that he must *... address any
mmm;ﬁnmmng our clienl and your business, direct ..."t0
their offica. While Freehill's letter of 27 September 1993 (copy attached) to Mr
Schorer states thal ... does not in any way preclude ... fhim] ... from
addressing non legal matters through the normal channels of communications
previously agreed ..." between him and Telecom, it places Mr Schorer in the

impossible position as a'layman of having to distinguish between "concerns of a
legal nature" on the one hand, and “non legal matters” on the other.

My empathy with Mr Scharer’s frustration is reinforced by Telecom seemingly
ignon X WO N my ampbell o @ 993 that
he should eonsider suggestions pul on behalf of the COT Cases “... on their
merits, not on a legalistic basis or on the basis that they may set some
“floodgate” precedent, but in the spirit that the suggestions are made, namely,
in providing some form of address and some form of rasolution to what have
besn long standing concerns and issues."” S

As lindicated in my letter to Mr Campbell, there is a strong feeling among the
COT Cases of a lack of good faith on Telecom's part. #f Freehill's letter
corractly reflects Telecom's instructions it can only serve to reinforce that
fesling. A -

. SQUERNS ROAD. MELBOL BRAL. VICTORIA
POS LAL: PO, BOX 7443 ST KILDA RD. AIFLBOURNE. VICTORIA, 3004
TELEFIONE: o003, %204 Thtker  FACSINILE: (03 8203021

Loc




2

While having regard 1o the amounts involved in the “commercial resolution”
proposal put by Mr Schorer and three of the COT Cases | can understand
Telacom wanting to get iega! advice on the issues, the matter is more likely to
come 10 a speedy resolution if direct lines of communication are kept open, if

Telecom continues 10 talk direct to the COT Cases and hears their concerns
first hand. )

AUSTEL for its part is prepared to facilitate such communications and, if
necessary, mediate on what | undersiand to be the next step in the ‘commercial
resolution” proposal, namely, the parties agreeing on the terms of the proposal
before its consideration at the "Executive Council” leve! within Telecom.

Mr Schorer has indicated his willingness for AUSTEL 1o adop! such a role if it is
hecessary. | await your advice whether Tetecom is also willing for AUSTEL to
Vo adopt such a role if it is necessary. '

What | am proposing should in no way be taken as prejudging the outcome of
AUSTEL's investigation/report of the concerns expressed and issues raised by
the COT Cases and others who have expressed similar concerns and raised
fike issues. | make the suggestion of AUSTEL facilitating advancement of
Telecom's consideration of the COT Cases “commercial resolution” proposal
now because the COT Cases ate in dire financial straits and because, as |
have said before, AUSTEL's investigation/report does not preclude Telecom
from moving now 10 take steps to address concerns or resolve issues raised by
individual complainants, or tor that matter, those concems and issues generally,

As Mr Schorer has sent a copy of the attached letter to the Minister for

Communications and to Senators Alston and Boswell | am sending a copy of
this letter to them. |

~ Yours sinceraly
P (_,‘.v-"."-: - - .
T \ . : . - .:--._H i
Robin C Daiigx* : \_.,,.-—-*-‘-““)m" T
Chairman T )

4-0cC




DRAFT . IN CONFIDENCE

Consumer will undertake an immediate inspection of ali elements of the CAN and
certify that the service is constructed in a manner that complies with standard
practice. Any defects/abnormalities will be noted and correcied. Pairs will be “clean”
between the exchange and the customer's premises with any common pairs cut awav.

Consumer will formally certify that the inspection has been carried out and record the
resuits of their investigation.

Commercial will test the customer's service and record the test results. This test will
be repeated at regular intervals (at least weekly) to ensure swability and consistency.
: Where appropriate. CPE will be tested. On occasions it may be desirabie to install
o recording equipment at the custormer's premises.

| All technical reports that relate to the customer's service are to be headed “Legal !
! Professional Privilege", addressed to the Corporate Solicitor and forwarded through
o the dispute manager.

. The only contact with the customer will be by the dispute manager or the Regional
Manger unless the MD Commercial chooses to become personally invoived. All
vontacts with other individuals will be referred back to the dispute manager.

The Regional General Manager will ensure that all other elements of Telecom are
advised of the declaration of a Category A dispute. The managers of these other
clements wiil ensure that all parts of their organisation are aware of the existence of a
dispute and that staff are advised that they are not to comment on the customer's
service. On all occasions only staff with exceptional "inetligence” and who have

been fully briefed on the dispute are to be assigned to any dealings with the customer
or related activities.

It is important that operational systems (including DCRIS, LEOPARD. Service*Plus)
should be made capable of displaying an appropriate warning mark against the
customer's record indicating that a sensitive customer dispute is in progress and
identifying the dispute manager. Local instructions shouid be issued to advise staff to

. refrain from commenting on service performance issues but to reter these to the
dispute manager.

S/ﬁ | R00524
¥/

iy

COT1306.D0C Reviston 12
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FREEMILL.
HoLiINGDALE
_-—“

&PAGE

Melbourne Office

Te: _Mr Don Pinel From: Denise McBurnie
At Telecom Australia DirectMne:  (03)288 1383

Switch:  (03)288 1234
Tofax: 072217274 Fromfax:  (03)288 1567

Date: 01 October 1993
Phone: 07 837 6072 MatterNo: 001660539  Pin No: 274
Page  lof 7 1" W

The information in msruﬁmumﬂummmmmwytammummmﬂw
onﬂtynmdabou.lfmmmuhmmmmwﬂwmmiuwmotm

mmuMymumnmmmmummm efroe, please immedistely
Mfymbytelqhou(mwlllmptmmm)on:

(03) 288 114 Fax (03) 288 l!ﬁmmmtfﬂ 3]) or Telex AA33004
 and retuen the original facsimile to .

Lavel 43, 101 Collins Street, Melbourne Vic 3000 Australia
=R TN XN Austr
Mr Alan Smith

Dear Don

IencloseacopyoftlwlettersemtoMrMmSmuhatl.IGpmtoday. [ also confirm that I

telephoned Mr Smith on phone number 05 267 267 and spoke to Mr Smith who confirmed that
he had received the facsimile.

Yours faithfully
FREEHILL, HOLLINGDALE & PAGE
Per: '

i N C‘ﬁf

Denise McBurnie
Solicitor

ALQL L

418

FHPMELC493374009.7 . 1 Qcrober 1993

L -




37.  Aiso,as | understand it, the COT Cases claim, in effect, that when the
pPnor “... ingividual settlements ..." were arrived at - ‘

. not all relevant facts were taken into account

. they were under duress by virtue of their financiaj ci_roufnstances '
and forced to accept the settlements. ‘

39.  As a mode! Corborate citizen Telecom would, no doubt, want all relevant
facts 10 have been taken into account. The terms of the Settlement Proposal
Mark If provide an oppenunity 1o clear the gir - they would enable the Clrcuit
Breaker to tast whether, as ciaimed by the COT Cases, ait felevant facts werg
Not taken into account and, {0 the extent they were not, to take them into
account. Altetnatively, the Circuit Breaker's investigation may confirm
Telecom's position ang from that perspective should be weicomed by Telecom,

40.  Finally, if the attached letter (Attachmen; * '} dated 7 July 1993 from
Freehill, Hollingda'e & Page 10 one of the COT Cases’solicitors ig indicative of
the way that Freehil;, Hoilingdate & Page have approached the COT Cases in
the past, | would be mcere than a little concerned if they were to have a
continuing role. | say that because in the context of the ietter their selective
quotation of what were then Telecom's general conditions of trading -
misteadingly omit crtical qualifications in ihe clauses they were relying on to
deny liability. o

41, This is not the firgy Occasion that | have had to 1ake Telecom 1o task for
misleading staterments of its liabiity in the context of the COT Cases generally -
See my letlers of 30 August and 9 September 1993 re Dawson's Pegt & Weed
Control and my letter of 20 September 1993 re The Gourmet Revoiution. While
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l-llllI Trevor

From: Hl, Trevor

To: Henville, Jenny

Ce: Pinel, Don; Hambleton, Dannis V
Subject: Austel Submission - Comments,
Date: Thursday, 14 October 1993 10:58AM
Priority: High

Graham Powles,

| regret that other Austel bush -fires this week have not allowed me to devote the time to review your
submission to the extent that | would hava preferred nor that your efforts deserved.

intial commaents are:
1. Exec Summary.
Background.

We need to focus Austefs attention as much as possible on the current rather than the past lavel of service
delivered to Cot Cases, '

Para 8. - Instead of "was not as_high as desired" change to “did not meet
Aﬂﬂr .1 34 new . S Wale oY Iy

At the end of the 3 dot points insert: : ' L .
" Itis these claims that are the basis for and focus of Austel's Investigation into the current levei of service
quality experienced by these customers *

Para 14 - "pressures” rather than "imitations" |

Para 16 - because...”.of their perceived lack of independence.*?

Para20 - “influence” rather than"support or not™ | N
T oo oo s 0 g
organisational initiatives and imperatives that may impact on the suggestion. _

Para 26 - Please note that. as sﬁted al previous meotings..l have strong reservations ra our response to this_

issue. There is a big differance between making the allegation of misleading and decepti\(e pehavnour gnq
proving an actual breach of $52 of the TPA. This response removes any hurdles by providing an admission

[ will continue to wark thru' the doc. and feed my comments to you asap,

Trevor Hill
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Melbourne Olfice
Teo: Dom Pinal
Copy t0: Jim Holuws
Greg Newbold From: - Denise McBurnie
Ay Telscom Australla Direct line: 200 1362
To fan: 634 044 From fax: (03) 208 1867
__Dete: 18 Ostober 1983
Pheme; 634 5738 Matter No: 1680321 Pin No: 2M4
Page 1 of Agproval:
@ The ixtomation in this Secetnile §s privilegd ad omfidmtial, ivbeniel anly £ the we of the
- Sulividal or entity aemd siowe. 1 the oeciplent, any dissenimtion,
' mﬂ'mdﬂthEﬂ:ﬁm“ 1£ yon ecelval tiiis commaxication
| in szor, plesse jamdistaly telaghaw 4 (we will accept revecse charges) o
(03) 288 141 Fax (03) M8 1567 (Internuticnsl codes + {62 3)) or Telex AAIS00H
| ) Tt s 1 g ,
! lavel 43, 101 Colling Strest, vis 3000 smtrsiis
| :
|

|

| preparing

| services (ls. CCAS, rd, CAES and fils notes) - this report will be
privileged and will not be made svatlabis to NN, :

!

|

d *mmummumﬂmmmm
hapr:vldodhnmm-. This request is being complied with.

. Womwwmmumutmmd).
SRTINEEAS has been providsd with informstion today. (ssw copy of
covering letter ). | )

* WEENRwr told Peter Crofts at Duesburys that he will be teking the TV,
press atc. to Telecom lomorrow. Given GivmiRaMemmive past conduct it 1s
not clear whather he intends to oarry out this threal.

A06796

comeveo 438




" Page 3
19 Oatober 1993

Plasse contact Denise MoBurnis I you have any further queriee sbout this
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Facsimle gelecom
% - AUSTRALIA
To yJRoss Anderson ' ' Netwok Products
| . ' ) 23 rd Floor 242 Extibition St
Company Telecom Portland | Melbotme. 3000 -
Pugtralla
Facsimile 055 236 56 Telaphone 036346693
o Facsimile - 036400957
From Alan Barrow \'
P.I.T.O.1
Subject  COT Case K01489
Date 29 October 1993

mxmpq&mmamummmumma
‘ On the date of 28-OCT-093 we were trying to create a line failure condition that would
the same error on the transmitting machine and no record on the receiving
Mitsubishi mackine (055 267 230). The reason for this was to show that a sending fix machine
could get to the point of transmitting a page to the Mitsubishi fax machine without the
Mitsubishi machine having any record of the call. '
MCOTuucan‘mqa:uﬁonwuthag-éE%'ulm%mdxejonmal(i:ismpmd
that the clock in this machine is approx _ in ecror). The duration of the
transmitting machine page of 2:21 mimtes suggests that the call failed at the end of the page,
possibly when requesting & reply from the receiving end. The presence of the ID in the journal
of 055 267230* indicates the call was connected to the Mitsubishi fix machine in question. The
receiving Machine has no matching entry in its journal for this call. :
&eanwasphmdtoOSSWOmdeomm&vitymﬁnmdnthzbegimhgoﬁhe
pagebmﬂ:isremltedinanmorofNGinthgzioinmalalongwiththeIDoftheuninsﬁx .
machine: The only way to reproduce the conditions expesienced above was to interrupt the
pmmﬂwmdvhghﬁtﬁbkﬁﬁxmhin&%wmﬁmﬂthmmhmmm&ng
machine and no entry whatsoever in the receiving Mistubishi machine. ‘ ——r—en
—  During testing the Mitsubishi fix machine, gome slarming patterns of behaviour were,
noted, these affecting both transmission and reception. Even on calls that were not tampered
‘_.Jlu ha fay machine dianlaved sions of Arye ';1'.: h‘mmmm
with the relevant CCTTT Group 3 fix rules. A half A4 page being transmitted from this machine /
resutod in » blank picce of paper 4cm long, the relevant protocol printout in sample #2 shows
that the machine sent the comect protocol ot the end of the page. Even if the page was sent
upsidcdownthetimcanddatemdoompanyna_meahouldhmsﬁﬂappuredonﬂmtopofthe
page, it wasn't. During a received call the machine failed to respond at the end of the page even
though it had received the entire page (sample #3), The Mitsubishi fax machine remained in the

 locked up state for a further 2 minutes after the call had terminated, eventually advancing the
I_&wtofthcmaclﬁne. ' -

Alan Barrow :

WA LRI '
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PROTOCOL MONITOR
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PROTOCOL MONITOR

i ’ DATE/TINE 26~10-93 12:32 FM
- LOCAL TERMINAL ID. 6156400907
LOCAL TERMINAL NAME - 03 6400897
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c: 'Mmmmwﬂ.mmm
Dadet M‘lmhﬂﬁmmm
lmmmwmwhnmhwp&n
2 g g rvia? it i be a0 emoiive abost tomns Wht we need is facts snd
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ATTACHMENT

o

AUSTRALEAN CELECOMMUNICATIONS ALTHORITY
92/596 (8)

10 Novembar 199

IN-ZR T §
MrlanC
Managing Di r - Commercial Business

Telecom
Fax 06343876

Dear Mr Campbell .
COT CASES SETTLEMENT PROPOSAL

As discussed wilh you this moming, | confirm that | am prepared 10 recommend
1o the four COT Cam named In the Fast Track Settiement Pmposanhul they
accept the proposal.

| also confinm that insofar as it is able, AUSTEL will ensure that the uuhmems o
reached as a result of this process wili be binding on afl the pamies.. - S

Having regard to the matters put in your letter of 9 Novémber 1993 concerning - °

. the time it wili take Telecom to eslablish administrative )
arrangements and assign statf 10 handie clsims from other
customars under iis new dispute resolution process bolng
developed in consuliation with AUSTEL

. the inclusion of additional customars in the Fas{ ‘l’tadt Seﬂfamem
Proposal defeeting the intention 10 achieve a speedy outcome and
obtain experience 10 assist in establishing a new process,

AUSTEL agrees tha! the Fast Track Setilement Proposalwil be confined to the
tour COT Cases named in the proposal. That agreement Is on the basis that
other persons that are known 10 AUSTEL and Telecom 10 have claims in the
pipeline will be first cabs off the rank under the Proposed Asbitration Procedkure
once it is settled, provided that, if appropriale, Telecom Is prepared 1 walve the
upper limit under the Proposed Arditration Procedurs.

™, |1 have asked Ciifi Mathieson, AUSTEL's Spocial Advisor Networks, 1o aise

directly with you for the purpose of establlshing Tor the Tour COT cases named
in the Fast Track Settiement Proposal a defined statug for their telephone

senvice for the purpose ¢f obtaining agresment on the operational performance
of their telephoneg service when a financial setiement is established.

Yours smooreiy

. o e ————
-,

N W 409676,

Robin C Davey .~ ""“*——-’ N
Chalrman )
5 QUEENS RO, M) m o
POSTAL, £.0. BOX 2443, ST KIL
TELEPHONE: 193) K2% T\ rmmm)mms c
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. Internal Memo | L%\qﬁ D) ':'e,ecom

AUSTRALIA

To Mr J.R. Holmes, Secretary Commercisl & Consumer
Mr D. Pinel, Manager - Service Assurance, C&C

tovel S

From Tan Campbell 242 Exhibition Strest,
MELBOURNE VIC 3000

Subject  CoT CASES Australis

FAST TRACK SETTLEMENT PROPOSAL Telaphone {03) 634 6671

Facsimile {03) 634 3876

Date 10 November 1993

File

Jim,

Don,

. 1 agreed the following Mr Davey today:

L PROPOSAL
Para 2(a)(ii) to read

“claims since the earlier settiements to a date of the assessor's findings"

Para 2(a)
After the first paragraph, the explanation as to why Schorer is different.
Then the second paragraph.

Para 2(g)

® Last paragraph
... amount of 3 sum apportioned ...
Para 2())
that the amounts ...
2. AUSTEL's ASSURANCES
The three assurances requested have been agreed, and will be provided in a letter to us.
“ Regarding the "defined status® of the telephone services for the CoT 4, Cliff Mathieson

has been delegated by AUSTEL to agree the specification, testing proceas and
agreement process.

001239
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IhavespokuwﬁderDaveyaboutthaneedformimeﬁmmgmtforﬁﬁsfmm
X beyond the CoT 4 until 3 final arrangement is available. It would be useful if the CoT 4
arrangement developed with Mr Mathiesor could be agreed by AUSTEL to be used as

such an interim arrangement.
Ian Campbell
COMMERCIAL & CONSUMER BUSINESS

001290
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Internal Memo
A= e et AUSTRALIA

To Trevo n%/ Corporate Centre
J Case Investigation Coordinator gtm and Billing Directorate -

From Rod Hurman 6/131 Bany Parade
" Manager, Charging and Billing Projects ~ ° Foctitude Valley, 4006
Subject  Short Duration Calls, Mr A. Smith. Austraa

Telephone  (07) 838 6791
Facsimile  (07) 8325657

Date 25 November 1993 \,\00751
File

Attention M) A"h ‘ La-.'
Trevor,

. Dhave reviewed the letter and documents from Mr. A. Smith concerning evidence
claiming to support charging of unsuccessful calls. As you indicated it is difficult to respond to
the specific cases mentioned as the facts presented sre third hand and limited to the bare
customer perceptions. We have no opportunity to perform tests to confirm or contest the
allegations. In some instances the text of the fetter is conflicting or-ambiguous.

In response to Mr Smith's questions (1&2) , he should be assured that,

“ Telecom does have clearly defined policies and principles for call charging and billing,
o Customers will be charged only for calls which are answered.
e Unanswered calls ARE NOT charged.” :

Unanswered calls include calls encountering engaged numbers (busy), various Telecom
tones and Recorded Voice Announcements as well as calls that ‘ring out’ or are
terminated before or during ringing. ‘

If a customer is charged for a call that was unanswered (that is truly unanswered by the
Customers Premises Equipment (CPE) where the call terminates, not just as perceived by the
gnstomerateitherend). then there must be a technical fault that, when identified, shouid be
nvestigated and corrected. Databases and analysis systems exist for this purpose.

Mr Smith is obviously well aware that CPE is a significant source/cause of charging and billing "
disputes, particularly those involving short calls which the customer believes were unsuccessful
and should not be charged; telephone answesing machines, facsinile terminals an call diverters
typically are at the centre of these disputes. CPE apart, as with any technical system. faults may
occur in the network, however exhaustive testing over a prolonged period has failed 1o Jocate

any systemic fault that would cause erroneous charging of unsuccessful calls. While faults are
detected from time to time, these have been rare, isolated and unrelated to each other.

4énm



TELECOM IN CONFIDENCE

- e BOO ,59

The facts as presented in this case are not sufficient to make a definitive technical judgement of
whether a fault did occur in the Telecom network to cause over charging. From a technical

pomtofwewunsmusonabletomakeaﬂmmpuonsmthewstommfwourwnhout further
investigation being carried out.

The following is an assessment of the individual disputes highlightedbyanﬁtlL. From the
information given, little more can be offered for explanation than * This is not the way it
should work,_we need 1o investigate to find the cause”. For any investigation to be effective it
would need further information and the participation of both parties involved in the calls. Ilcave
anydeus:onforﬁ:rﬂmmvmmonmmhands.aslocalacuonmayalmdyhavebeen
instigated, but would be happy to arrange an investigation if required.

1. Calls to Traralgon, being charged on busy.

This situation should not have occurred. If there is no customer error (including CPE), ¥
some basic investigations could be carried out, both on the customers circuit (charge
check) and at the local exchange. Extensive tests could be done between the two
customers, but onfy after verifying the customer component of the cali.

2. Calls to Overseas destinations, being charged when "no answer”,

This is further complicated by the overseas end of the call. An answer signal may have
been generated when it should not have been by the overseas destination, or an -
signal wrongly detected in the intemational networks, When received by Telecom
equipment, this is an instruction to begin charging. Some overseas telephone
ﬁmmdomumspﬂwhmﬂwuﬂwmmedhythecaﬂed
party, even though this is against international agreements. To the best of my
knowledge neither New Zealand or USA is noted for this; International Business unit
will be advised of this possibility for future reference. Unless the customer also

experienced an "error” similar to the Traralgon incident, there is no direct evidence 1o
assume 3 local fault.

3. Calis to RVA.

: ¥
Though it is not stated what RVA was heard, being charged for RVA is not a correct

- operation and should be investigated and corrected. The investigation would depend on
the RVA heard and the calling party. Again more information is required.

Mr Smith also noted call drop-outs as causing over chargins(lmm'drop-out'hmmns .
that ring tone is heard only then for the call to drop-out; or the call may in fact be answered and
then drop-out). There are many reasons for a call to ‘drop-out’: some may be technical faults in
the telephone network, others can be customer or CPE related. Where the caller has been
charged for the call, it is often the case that the called party (or CPE) did answer, but for some
reason the call dropped out ¢g an answering machine with no voice recording on it may answer
the call. Alteratively a network fault could ‘trip' the ring eg a line fault in the CAN. Once the
network detects an answer signal it quite correctly initiates charging. The calling customer no
doubt would assume the call was not effective (ie no conversation), and would have an

understandable concern that they may have been over charged. Where the drop-out is caused 6

4



TELECOM IN CONFIDENCE

agencyisundmaldngmhmﬁgaﬁminwbummweepﬁomofchugaforshonmﬂa
wlﬁchindudescausthatacustomerbeﬁevesdlouldnothawbemdwged.

hmpmwMSM'squuﬁmDoqummdmyomdmﬁngudmhm&mg
system 2, he should be made aware that ,

. ﬂlewmisdafgnadtodngemcmty-ﬂmismwmor .

e Wbileisolatedfauksmayoccw;asurithmmdmiaalmm they are extremely rare
andmamnmmber.mdnotmxfcinm. '

* A program of continual testing is undertaken {o check the accuracy of the system and
todetec:mvdcornctfmksdm!dlhwom

* The billing system has a series

qmwkwc&dgrm!todembxﬁmrimof

significant overcharging on Individual customer’'s accownts

In conclusion, the scarcity of information makes it difficuit to ansiver the customer’s questions
inanydepth-momdmilsmmﬁredmdiffonhomninglwddbeplmedtomgea
special investigarion, Ihopetlntt!ﬁsinformaﬁonisadeqmutofomueplytom. Smith. As
Iwmbeonlea\tunﬁlnﬁdlanuuy. pleasecaﬂPeterFoster(O’HSS&Ol)ifyouh&vemy

queries of require further assistance.

Rod Hurman :
Network and Technical Projects,
Charging and BTling Directorate.
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i\ 11 November 1993
|
|
|
i Mr Doo Pined
Telecom Australis
Level 10
242 Bxhibition Street
MELBOURNE VIC 3000 Dy facsimlle
o
Dear Dan _
Draht Austel Submission
Lagal Professional Privileged
in Confidence
w&mmmmaﬁmmammmmawmmumio
November 1993 for our final camments,
mmwdwwmmmm&m”hmm

mwmm.maummwchumhmMa
ﬁwmmmmmmmmmdwm.mwm

?mmmwwﬁfummmmmmmimww
ament.

Weluwnlsobunmndtomt“ off' on the Submission from s legal
® mmmmumutmmmebwm? :

L]

L mwmnmmmmmu&mmm

Wemmmwmmmwm»mmmmmm
and:ipnedthnthnml‘ammonininmﬁmwmmahdﬁdmof
Teleoom‘ammdwm&mintbmmudfebm%tnmipm

Am&mmmmwummrm‘-wwmhmm
be improved.

Inlighuf%mhwmmm“mwmwaow
any “dangarous” edmissions of lisbility which may have appearsd in the draft

Basnistans o Souicitouns 7
100 COLLINS STARST 4
ABLOOURNS 3000 AUSTRALIA

GFO BOX 1384 MKLAQURNE 3001

T e b TR () ave 17 AlQ47¢
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Submhﬁon.themlpmhmmdbymemhm&mhmim
m.omeMwmthyﬁummammwuchdo

Yours sincerely
FREEHILL HOLLINGDALE & PAGE
per -

Denise McBumie
Solicitor

¢ Mrlan Campbell,
Mr Jim Holmes

PHPMBLCAWI 315022 .6




December 22, 1993

. Telecommunications
_ Industry

STRICTLY CONFIDENTIAL Ombudsman

Mr. Graham Schorer ' _ m

Golden Messenger mrm:: h ue

493-495 Quecnsberry Streat

NORTH MELBOURNE VIC, 305]

By Facsimile: (03) 328 4462

Dear C_:.,\_M’

1 advise that the appointment of an assessor is imminent and your views by lunch time
Thursday would be welcome. _

A search to find an acceptable person with the necessary skills to meet the criteria and
to satisfy 2l parties has of course not been easy - I thank all for the very positive and
constructive approach taken in assisting me with your views, _

The position under term 2(b) of the ‘Fast Track Agreement' is for the decision to be in
consultation with the parties. I therefore have decided to indicate to you that the field

Is narrowed to two nominees and it is my view that this fact should be shared with
you,

1. Hon. Andrew Rogers

Former Chief Judge of the NSW Commercial Division of the Supreme Court.
Currently running the National Disputes Centre and having just corpleted the Home
Fund Commission of Inquity for the NSW Government, He is an Honorary Fellow of
the Institute of Arbitrators Australia. He is able to commence in February,

2. Peter Llewellyn Bartlett - legal practitioner-.

Mr. Bartlett is a senior partner of the national legal firm, Minter Ellison Mormris &
Fletcher. This firm has offices in Melbourne, Sydney, Brisbane and internatiopally.

He is:

s Chairman, Media & Communications Committee, Business Law Section, Law
Council of Avstralia [for over 3 years)

.. providing independens, just, informal, speedy resolution of complaings.”

478

321 Exhibition $irees Me pourne 3300
Mzlbourse ViCiora

TIOLTD ACN 057 €34 787 Box 18098

Teleghone (03) 277 8777
Malional Headquz:Tars Cellins Street 2ast Facsimile (03) 277 8797

Mobile 018 59; 208§
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¢ Chairman, Communications & Media Section, LAWASIA

e Chairman, Litigation Section, Law Institute of Victoria

e Advice to the Chief Justice of Victoria on the Spring Offensive (Mediation in the
. Supreme Court)

» Supreme Court Rules Commuuittee.

« Member, Litigation Specialisation Advisory Committee

He has exiensive experience in commercial litigation and has an understanding of the
public policy issues involved in telecommunications, His firm has no association with
Telecom or any of the claimants. ' : ’

Both are independent and have no direct link to Telecom or complainants.

o It is my view that Mr, Rogers provides the deeper expericnce and is my preference and
: that if Mr. Bartlett was willing could act-as legal counsel to the T.LO. This is my .
recommendation to you. However if you hold separate views it would of course be
helpful to me to know.

e

The resource unit appointment of Mr. Jim McKeslie has been met in the main with
supporL.

Tf we are able 10 leave for Christmas with our structure and personnel decisions made,
I would be hopeful of mecting the calendar target of an April finish. The preparation
of claimant statements of claims should now be in preparation for delivery in late
January to the resource unit so we are able to action the necessary documentation to
flow to the appointed assessor and under the terms of the agreement for Telecom to
prepare 1Csponses. :

5 Yours sincerely,

2L
Warwick L.. Smi

f Ombudsman




s * 19-89-1994 gv:i48 FROM CAPE BRIDGE HDAY CAMP TO

FAX FROM: ALAN SMITH QATE; 18.8.04
€.0.7.
FAX NO: 085 287 230

PHONENC: 008818522

FAXTQ: WARRICK L SMITH
TELECOMMUNICATION INDUSTRY OMBUOSMAN
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— I this oquipmcmwufwmiccumitorin;ofﬁuhs only,thmwherearethcfaultrepm? The F.O.1 request
- foﬂhwcfam‘trcportsmsubmiuadtoTehcomiancmbﬁ,lWB. msrnquemoklﬂymtdALLexdme
testing fault data was requined.

 one s ask Telocom under which charter was tis oquipment connected to
you to imlervens on my behalf, and direct Telecom to produce this fault data

Mr. Smiﬂ:,youad:dmingmdﬁi&,ﬂmmanhsago,wwnwtbec.dtdmwinﬂnmeoh
fair deal, in the name of the Arbitration Procadure. T did fust thas, Tbcpmraﬁuuofﬂtizdaﬂumqhn
almadycostmcSz,GOO,yctImd&smmmmspiﬁtmwﬁahmukedco.ttoallowtlﬁs Fast Track

Mr.Snﬁtb,lagcina.skyoummvcymydisguﬂat&e,wayTelecomhavemduCtedﬂﬂsMitmﬁon!’rocedure.
They are without foundation in the va they have rospanded to my requests under this F.O 1. aet, They have 4‘7c

witheld vital evidenpe which I sovid bave used to further my claim of an nadiquate phono serviee. Thit it
wi : ‘ i — oy submission, my
claim and, likewise, tlwvet)'tplritofthismbilmumm.




e 19-89-1994 -p7:48 FROM CAPE BRIDGE HWDAY CRMP

I have written this letter fos the record, and to show my concems with what hes taken place these past
nine months.

I again ask you to enquire of Telecom: for what reason did they consiect this M.C.T. equipmeat to my.

lines and for what period of time?

7

1 await yout responac,
\___,___,_—-- v ’
Sincerely,

-, Alan Smith
ec.
M. Johr Wynack, Investigating Officer, Commonwealth Ombudsman's Office, Canberra
Dr. Gordon Hughes, Fast Track Asbitrstor, Hunt & Hunt, Lawyers, Mclbourne
Mr. Paul Rumble, Customet Rescurce Unit, Telocom.
N

TO 32778797
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