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Mr John Pinnock
Telecomunications Industry Ombudsman

COT CASES - ALAN SMITII

l'ollowing a Departmentrl reskucturiag I am now the Manager of Consumer nnd

Pricing Section, replrcing Ms O'Grady. I underctand that my team hrrs frequcnt

contact with your oflice concerning various consumer complaints.

We have been referred correopondcnce fron onc of the COT crses ' Mr Alan

Smith who has written to the Treagur€r. I undcrstind he also sent you u copy.

Previous advice frou your office conccmhg Mr Smith was to thc effcct that you

werc .still conridering whether or not you would inve*igatc hli clnim of
overcherging on his ltfi) numbci.

I would bc Brrteful ifyou could edvire the strtus ofthc TIO's investigation into
Mr Smith's cleim of overchtging - I understand thls matter has been beforc thc
TIO for some ycars,

4=--'
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~

4-こ

our rofofenca

to: Telecommurications IndustrY

Ombudsman

fax: 1800-630-634

phonc:

number of pages: 17

丘om:Mark DunstonC

phonc:(02)62711848

fax: o2)62711850

date1 29 Janw 1999

Msrk Dunstonc



10 February,1999

挽淵 詰肥:lmmmbnshぉm“On

Techno10gy and the Arts

GPO Box 2154
CANBERRA 2601

F●‐力L″′θ26271 19θ f

fchcommunications
lndusay
0mbudsman

,ohn Pinno(k
Ombudsman

Desr Mr Dunstone

Mr Alan Smith

I refer to your letter of29 January 1999'

You would be aware from a perusal of departrnental-files that there has been extensive

correspondence b"t*.rn u. o"i'"il"iilta *t no *nceming the CoT Cases' including Mr

Smith.

Mr Smith's most recent letter of 2 November 1998 is but one of maay in a steady stt'"In^9i

;;;ffi;;;i"g,r'" "a'iljt*tion 
Lv at no oil'is Arbiration and the Award of the

Arbitrator. Much of this conesro"a"o* "6""i* 
allegations of impropriety on the part of the

TIo, the Arbitrato, *a o" r"tf,iJ li;t*; u'tt i no^tonger havapatience nor' I believe' the

obligation to continu",o ,",poiJio Oese rePeated and ufounded complaints'

Mr Smith, however, raise'd issues in 1998 which I considered merited investigation' viz' whether

the Arbitrator had, i, r,i. a*"iii"tri;id' il6;ifil'' 
"laim 

that he had been overcharged on his

800 (now 1800) telephone s"tti"" 
"t 

*tt 
"" 

*mplaints concemine his fax [ine' The TIO has

carried out some p."f i*inury,'iii'rilli"A-inu".iig"tion of the forirer claim and I will be writing

to Mr Smittr in the next o,eek Joilil;ail;.d i,, retation to the later claim, Mr Smith wrote

. to dre on 5 February f CSS rAu"sti"g thJ retum of all conesPonden' ce so that he could discuss the

matter with the CoIrr.on*eaiti6rnitratt* utoo'"' rw Shiur claimed' the TIo had not

properly investigated the matters'

Yours sincerelY

4つ
*... prooiditg indcpcndcnt' j*st' informal' spcedlt r c s olfi io n of co rrrP lni,t ts."

P雨 OCK

Telecommunicltion5 rndusiry Oobudsman Lld ACN 057 634 787

website: www-tio.(om.au
Email: trootio.com.au
Nataonal Headquarlert
Level l5/114 Wrlliam Stteet Melbou,ne Vr<loria 300C

Po Boメ 276
Co“ inS Street VVeSt

MelbOurne
VIctOria 8007

Telephone    (03)8600870C
Fa(si mile     (03)86008フ 9ラ

Tel Freecan   1800 062 058
Fax FreecaH   1800 630 614
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Mr Pinnock

Further to this morning's disc1:l?1_c,oTermng Alatr Srdth I am forwarding you 8 pages
of a 40 odd prge Min Rep - g?rzozst for youi informatiorg coupled wittr r-irgcs iroir
l1!yr1 9n 

tvtr smirh's allegations thar he was ovcrchargcd on rt0,o numbers. [ri" ia
97090912 has been mErkcd for rcsponsc.

Tclstra has urderrakcn to provide a trsffcript of th€ 14 January meeting with
Mr smith. This informatioa iB ncdcd in ordcr to respond to Min nep izososz2 and I
will forward a copy to you on rccript ofthit information.

f" €,*"L.- €r\n

み

From:
Phone number:
faosimile numbcr:
Date:
Number ofpages:

Tod AhLin

C02)62711509
(02)62711850
19J-1998

″″
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Mr Pinnock

AIan SMI'l'l.I - Proposcd replies for Senalor Alston's signaturc

I T f:*:dlq copies of ourproposed replies (that will be sent to thc Minister,s oflicet'oday) to David l{awkcr aad AIan smi0r- in response ro recent Min n"p'r.ur."nring ti"arhitration process and ovcrcharging on lv{r Smith,s lt00 number,

To:             MrJ.hn Pim∝ k

Telccomraunications Industy Ombudsman
Phonenumber: lt00-062-0it
Iacsimilcnumber: 1E00{30{14

From; Toni Ahkin
Phone numbcr: (02) 627l $Ag
Facsimile nurnbcr: (02) 6271 ltSO
Date: 23 January l99g
Number of pages: Covcr + 3
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Regulatory&External A“ airs

37/242 Exhibition Street

Mo!boume vic 3000

AuslraHa

Telephono 03 9634 2977

Facsimile  03 9632 3235

晰 John P面ck
TdecO_uni∝饉。Ils lndustry Ombudsman
3 15 Exbibit10n Street

Melbourtle VIc 3000  _

学、

Dear John

．
”・）

）

Mr Alan Smith‐ Dispute 1800 C磁

r'r* ,4* A...- 6 bsfute
ンちん。■娩 3-′

～
I refer to your ietters of28 0ctober・ 1997 and 17 Domber,1997 1 apologlse fOr the
delay in respOnding h witilng to your omce

Telstra has exalllmed the infonnatlon fomarded by your Ottce 、nth regard tO
卜をSmith's1800 telephone semcc and is alrrendy∞ ndu“ng an lnve盤g“on into
任ヽ Smith's cOmplaints Telstra star have宙shed卜を Smith to discuss the matter and

your assistance is required t。 10cate relevant documentation pre宙 Ously referred to the
TIO byヽ任 s血th 卜憔 Lyn CЫshOlm has been in∞ ntact with your ottce about tis
mtter          ノ

These mvesttadenS∞ Ver the pedOd 12 May,1995t。 19 December,1997 when the
tdephOlle s中i∝ was dis∞ntlected atいを smith's requtt Tena wII not be

辮 織制鵠鷲躍l盤』潔認脇 T淵諸L鷲
Arb缶a饉on and is inalised                 ' i ド              r    ́       f
攀 ■ヽ 11,liF  t‐ ′

Wlth regard to your query whether the matter was not addressed in tt Smith's

ArbitratiOn,Telstra recalis that NL snuth did rttse issues relating tO bls 1800 telephOne

senice in hs dalm documentatio■ hOwever,pursuant to the mles of Fast Track
Arbitration,Telstra has retumed these dOo口ments to卜告 Smith and therefore we are
unable to make comment on the sp∝ 燻c matters rdsed

牟
し/

relstra c。 子oOraい On t mleo
ACN 05, 775556轟肌潔躙嘱

●
　

　

´



Further, Telstra responded to investigations undertaken by Austel on 16 October,
1995. This response related to correspondence from Austel dated 4 October, 1994,
I December, 1994 and 3 October, 1995. This response addressed Mr Smith's
concems relating to Telstra's billing of 1800 telephone services and also the specific
instances of alleged overcharges that were raised. A copy of this letter is enclosed for
your information.

I note that in Mr Smith's correspondence addressed to your office, many of the issues

he has raised relate directly to the Arbitration. Telstra considers that it is not
appropriate for it to respond to complainf directed at the Aditration or the parties
involved in the Arbitration process aside from Telstra. Given this Telsfra is unable to
respond to many of the issues raised by Mr Smith.

I attach for you a summary of investigations to date. It is envisaged that it may take a
oumber of weeks to retrieve archive information and conducl an analysis of the call
data associated with the 1800 telephore service. Your assistance in regard to the
documentation forwardpd to the TIO by Mr Smith would be appreciated.

Telstra will provide further information to your office as it becomes available.

Yours sincerely

DIRECTOR CONStlMER AFFAIRS
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