Call For Justice

Evidence File 1-A to 10



+ Affther internal Telstra document notes “As-a result of the investigations into difficult customer
"Complaints and asseciated reports it has become apparent that the present RVA for incorrect
numbers requires 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 agam. You
Have not been charged for this call.” This confirms Telstra’s acknowledgemcnt that serious faults
existed, particularly since the author of this memo goes on to say "....this message tends to give the

caller the impression that the business they are calling has ceased trading, and they should try
another trader.”
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Customers are connected to these messages whea in fact the pequired mamber is operational.
Once we have a set of words that are agreed o be all secticas of the corporation, and
mariet tested, Nerwork Prodncts will implement the new RVA in association with

providing reference numbers on all such messages. These reference numbers will aid in
fanl: location.

The sample message is indicadive of what [ feel ﬂicﬂnwdhmk\mﬁqﬂhmdu
0ot meant o beuﬁuhdmlde.

'T:hcnmmhuhnh:nuabhmmﬁsuﬂ. Please check the
number before calling again. The following reference number should be noted and
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finding and reduce rework. Your immediate aneation would be appreciated.
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Anyone who uses a telephone has at some time reached a recorded voice announcing “The number
you are calling is disconnected” or something similar. Within the telecommunications industry
these messages are referred to as RVAs or Recorded Voice Announcements (refer Glossary).
Among the multitude of FOI documents that 1 received in 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 scratch
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 I experienced them.
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From: DPinel
To: EBlake
Ce: DPinel; AHumrich; JHolmes
Subject: RVA Messages
. Date: Sunday; 26 September, 1993 2:12PM
- Ed,
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At the moment, a customef who dials a legitimate number which is
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incomect or has been disconnected” message. This is patently wrong and

: taul, & is clearly unacceptable. | have only quoted one common example - |
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@  circumstances where inappropriate RVAS are going o ine.
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are applied. A review of thesa could identity some that are better reptaced
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need to be spiit to a number of varying options.

On a relatsd point, | think we need o review busy and congestion tones and A03544
mmmamm.mummm .

cannct readily differentiate the tones (| have troubla myself) and this may

be causing some unnecessary problems. We already put a voice announcement on
mnqesﬁonhﬂmerknmksomaybeaslﬁarappmchbmpndhn

and local networks is appropriate.
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Faye & Alan
Separate October 1989
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Postal Address
PO Box 356
‘Glen Waverley 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 all customers is of the highest possible standard.

T understand that since our recent tests on your service were completed you or your
representative mei 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 initiating 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 complet=d
by early October and I will be bappy to discuss the results with you then, should you so
desire. Should this investigation identify any 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 [-go J RS ﬁ%{‘
Rosanne Pittard

General Manager

Telecom Commercial Vic/Tas

ID: RP010902
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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 Brndgewater 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.

g We believe that the guality of your telephone service can be guaranteed and although it
would be impossible to suggest that there would never be 2 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: (053) 370
211) of myself (telephone: (03) 550 7330) as a contact should you wish to discuss any
current or future issues. '

Yours sincerely

K.

Bob Beard
Service Manager
Telecom Commercial Vic/Tas

ID: BB180901
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C.C. Manager Network lnvestigations A D Stockdale
Manager Commercial Nework Suppori Az. R Morsis.

RCM SYSTEM.

Al the request pdOrERESNNge> )\ 2n2ger, Warmambool COG. (CPE), NSS-Melboumne, Pair
Gain Support Section, visited Portland exchange on 2nd March '93, to investigate problems reponed
on the Portland - Cape Bridgewater RCM system.

"ORTLAND - CAPE BRIDGEWATER

L |
Initial reports where of 2 vocal cusiomer at Cape Bridgewater complaining of VF cut-offs in
one direction. The customer had besn transferred off system 1, onto systems 2 and 3 on the 24tk
February '93, and had experienced no further problems. Investigations revealed that system 1 was
running 2 large number of degraded minutes (DM) and crrored seconds (ES) in ths Portland to Cape
Bridgewater direction, these errors could bave caused the VF cut-off problem. ..

Inizial error counter readings:-

Portand 1o Cape Bridgewater direction:-
System 1 System 2 System 3

: SES 0.~ Q. 0
DM 45993 . 5342 2
g ES ;" 65535 { 65535 87
oL R ; y _
Cape Bridgewater 10 Poriland direction:- 7 -
System 1 System 2 System 3
SES 0 0 0
DM 1 1 0
ES 246 751 23

At this stage we had no idea over what period of time these errors had accumulated.

Altempls 10 test the inground repeaters using the *mos” sysiem where unsuccessful as the
strapping records could not be located.

Otker faults identified with the Cape :'Bridg:wztu winstallation where:-

~the presence of S00Hz. noise on all customer lines at -58 dBm causing minor noiss
problems.

M34204



- cable ducts into both the cross connel cabinet and the concreie hut wher: U, bi
sealed allowing the ingress of moisnure, which could 2ffect the ervor counte. s
detailed above.

> - the alarm system on all three ROM systems had not been programumed. This would =
have prevented any local alarms being extended back 10 Portand. ) '

The bearer performance was monitored overnight and revealed thar sysiem 1, in the Porilend

to Cape Bridgewaier direction, accumulated approximately 450 DM's and 43 500ES's while sysiems 2
and 3 recorded no errors in either direcsdion. :

‘ [

A problem with the installation of the enhanced lightning protection modules in th IDS block ‘h.
> Cape Bridgewater was discovered. Afier this problem was rectified and the bezrer monitored

overnizht, no DM's or ES's where recorded. '

All the SE boards used in the Portland - Cape Bridgewater RCM sysiem have now been

modiied 1o eliminaie the 500Hz. noise problem. SE boards inszalled in the Ponland - Alcoa RCM
‘ system where also modified 10 eliminaze 2 500Hz poise problem on cut over, -

The problem of sealing the cable ducts has since been rectified by the local fines staff.

NSS-Melbourne has continued to monitor the Portland - Cape Bridgewater bearers since the

3rd March '93. In the period from the 3rd March '93, to the 17th March ‘9:’3, the errors on all thres
bearers have been minimal,

ie:- Portland to Cape Bridgewater direction:- system 1,4 ES
i -system2, 3 ES
- system 3, 0ES

*

Cape Bridgewater to Portland direction:- system 1, 1 ES
-system2, 1 ES
- system 3,3 ES

for Supsrvising Enginesr, National Switching Support - Melbourne.

. M34205
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=" Minute

Problems with Cape Bridgewater Customer
055 267267

95/0603-
Phom  (053)334411 ™ MIKEROBINS 3701
To .
@ Graeme,

It is my understanding of the sequence of events:-

N 7 [gndes -
_ : - W#OK / ‘
Au.abu Cutover from RAX o RCM  wile A DY, M2l s

- Customer Complaints re N.R.R.
16/3/92 - Customer Complaints can't be called -

17/3/92 - Problem-found at MEL U which would have caused any customer
parenting or trunking through MEL U (whete digital trunking was used) to have &
call failure Customer 053 267267 would not have been able to be rung.

The trunking arrangements for Vic and Inlerstate is such that MEL U is only ose
of these major trunk exchanges, other's are Bendigo, MEL Q, Ballarat, 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 8 data production error,
rathet a fault condition quite specific in nature, causing problem to this code only.

-
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' 21-88-1835 14:55 FROM CAPE BRIDGE HDRY CR'P TO 832778737 P.28

Telecom Secret €0400¢

Issues Javolved During the Resolutiog - Factors Considered

- Alan requested $150k
: Ch.nnocsoflegalaction-high
3 Chaneesofmediucﬁon-loo%

. Poor performance of Telecom:

- historically

- March Zproblem

Local Portland problem fixed in October
RVA on congestion

. Slow resolution of past problems both technical and claims

- chances of class action

- chances of mass media action
- chances of membership growth
- Adelaide Pizza

- Mt Gambia

- Pordand

\

. Evidence of problems:

- Many letters stating the problem of not getting through to Alan Smith

- People prepared to make statements of problems
Claimsma:AlanhadrunghimselfﬁmhisGoldphoueandnotgotﬂmugh&
Austel and Ombudsman both bad trouble getting through

Many claims which might be difficult to substantiate in court but would be
credible in the medis ' :

Viability of business for the future - increased bookings since the service
Period of time

. Costs incurred:

- Additional phone calls 1o chase up business - about $1000
- Legal costs - about $1000

- Camps prepared but not run

- Adventising

Time

- Alan's tme and other consequeatial costs - health, stress etc

© B &
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Telecom Secret
. C04007
10. Loss of business:
- Camps lost becayse party could not contact Alan (evidepce in lenters - $10,000
loss of profir) '

- Emlpohﬁng-tbou:m,moma period

'll.Loasofparmuxhjp:
- A.!nnChimsSIO0,000lossbeumehehadm
bminmbmthisoppomm‘tywaslos:bmamthe

teats
couldno:wntactAlanSMithiniﬁnﬂyand lost faith in the
available - hepce withdrew his offer

12. Possibje legal costs:

- IfAlan took Jega] action Telecom wotddinun'Si&ﬂiﬁcamlcgaI COSts to defend
it - about 2

- I Telecom Iosz,weeodddsoinan-AIan Sthith's costs
- Estimatad what pogsible bil]?

13. Inquiry costs - both Austel and Ombudsman's
Enquiries are ongoing. Cost Ofs? - abour

“~3
14. Cost of arbitration - Mr Smith wanted 10 use an independent arbitrator 1o resolve
th:diste-costrhameinSydneySESk
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evidence and claims. ] do not believe it would be in Telecom's interest 10 have _
this case go 1o court.

over a period of several Years; ﬁthsmdiﬁautyrod:maxchmge

hﬂnmedi.?dmwﬂdmthvcbokedgoodmaﬁmewmnwcmwoﬁdng
hardtnim;rtovcgmuzlcm:nct ions. '

In a legal battle, Telecom's chance of winning would kave to be about $0/50, The bad
publicity for Telecom would have been significant

In my view were Alan Smith to win a legal battie he could have been awarded
paymeat as high as $40,000. If we eat to arbitration a payout of the order of

SSO.OOOWmﬂdx;otbeomoﬁhequnﬁnn; withms:sofsedngupthearbiu:ﬁon
extra.

T rgp™= "= Tm mm W

In the interests ofexpedieacyandCommmiajjudgcmmtImnsidm it better to
mmhammmemialsenlment

Mr Smith's communication Tangement is questionable:
= other ways eg second line, fax, 008, erc of contacting him not set up
*  useof answering machine improper or incorrect
°  S0swerning amangements when Mz Smith was not there nf;...A?A.' .
o - Telecom's defence in some doubt on causality 4,7
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AUSTRALIA
To .Ross Anderson ' Network Products
: Nationa! Facsimile Support Cantre
23 rd Floor 242 Exhibition St
Company Telecom Portland - Melboune. 3000 -

Australia

Telephone 03 834 6933
Facsimile - 03 640 0997

Facsimile 055236 56

From Alan Barrow \ l
P.T.T.O.1

Subject  COT Case K01489

Date 29 QOctober 1993

Ross,

The following pages are copies of my fax machines journal and the protocol printouts of
failed calls.

On the date of 28-OCT-93 we were trying to create a line failure condition that would
re-produce the same error on the transmitting machine and no record on the receiving
Mitsubishi machine (055 267 230). The reason for this was to show that a sending fax 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.

The COT case call in question was the 27-10-93 at 10:46 on the journal (it is suspected
that the clock in this machine is approx %ug@E%uies in error). The duration of the
transmitting machine page of 2:21 minutes suggests that the call fziled at the end of the page,
possibly when requesting a reply from the receiving end. The presence of the ID in the journal
of "055 267230" indicates the call was connected to the Mitsubishi fax machine in question. The
receiving Machine has no matching entry in its journal for this call.

A call was placed to 055 267230 and connectivity terminated at the beginning of the
page but this resulted in an error of NG in the journal along with the ID of the calling fax
machine. The only way to reproduce the conditions experienced above was to interrupt the
power on the receiving Mitsibishi fax machine. This would result in an entry in the transmitting
machine and no entry whatsoever in the receiving Mistubishi machine. | s

During testing the Mitsubishi fax machine, some alarming patterns of behaviour were
noted, these a.ﬁ’ecung both transmission and recept:on Even on calls that were not tampered

ed sig king ing in 8 manner not in accordance
wnh the relcvam CCITT Group 3 fax rules. A half A4 page being transmitted from this machine %
resulted in a blank piece of paper 4cm long. the relevant protocol printout in sample #2 shows
that the machine sent the correct protocol at the end of the page. Even if the page was sent
upside down the time and date and company name should have still appeared on the top of the
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 edvancing the
page out of the machine. s

Regards / -. 0

Alan Barrow

Telstra Corporation Limiled

AQRl AR4 TTR RES
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