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ACCC-T

22 Sep 2008
Gary Looney- Box 191, Menindee. NSW. 2879
To ACCC

# Complaint to Telstra, submitted on 11-Jan-06: “EXTRACTS BELOW IN BROWN”
@ TIO/ 2.TELSTRA'S RESPONSE.../ Telstra Flexcab Billing notes: “EXTRACTS BELOW IN RED”

# Call 1/ Enquired about broadband connection and was told not available in my area, when | asked what
alternative computer connections were available | was told the only available form of connection in my area
was dial up at 64kb/s.

# Call 2/ Asked of cost for 64kb/s connection and was informed it was actually 48kb/s max

(area dependent).

@ 14/12/05 C880156_ CUST ORIGINALLY RANG TO HAVE B/B CONN.ADV.ONLY CO P 99/99/99
ULD HAVE DIAL-UP.CUST WENT AHEAD TO HAVE NEW LINE

CONN. IN MEANTIME,CUST RANG B/B WHO ADV.HE COULD

HAVE WIRELESS B/B.BIGPOND WILL PROVISION THIS FO

R CUST. DID DISCONN.OF LINE AND WAIVED CONN.FEE A

S GOODWILL GESTURE.CUST HAPPY WITH THIS.IF BILL |

SSUES FOR $209.00. PLEASE WAIVE FEE"

In the town of Broken Hill 100km from Menindee, | purchased another computer (Lap Top) for Wireless
Broadband suitable for a wireless card as my desk top was not suitable.

# While in Broken Hill | noticed a Telstra shop would open following day, people were inside setting up so |
knocked on the door.

| explained what was happening and a Telstra representative helping with opening agreed to help me.
She checked my area on the computer and told me that CDMA X1 that was needed was not available in
my area and that IDSN was.

Now, as Telstra had changed their offer again in relation to available fast Broadband possibilities to
ISDN as the only available Internet service, | had ISDN connected on the 22 December 2005.

Summary:

When | initially contacted Telstra asking for high speed internet | was told that only dial-up at 64kb/s,
later qualified as 48kb/s maximum was available at my residence, | asked again was there nothing else?

Reluctantly as the only option given as available | had the line connected plus would receive a bill.

Under HiBIS Guidelines, based on this Telstra Service Qualification and being a participant they should
have offered me 2way Satellite! Had | been informed of my options at this point, | could have made a
choice between the providers of 2way Satellite under HiBIS without the anticompetitive situation that
proceeded!

After connection of the line for dial-up | was then told Wireless Broadband was available at my residence
and as such requested line cancelation, as it would no longer be needed with wireless. | purchased a
laptop being told it was needed for the wireless card only to be then told Wireless Broadband was not
available or offered at all in my small town of Menindee, or for that matter my residence, but ISDN was!
So | had ISDN connected to be told | had to pay more with Telstra insisting on payment for the previous
line and upgrade to ISDN being more expensive then from scratch ISDN, after many calls over 2 days
Telstra begrudgingly change position, eventually charging the correct amount!

| put in a complaint to Telstra deciding that after resolution and disconnection from the company | would
connect 2way Satellite with another provider, only to be told by Telstra that | had to keep their ISDN that
initially was not offered as an available service, being why | originally had to have Dial-up connected.
Telstra informed me that since | now had ISDN it would have to be kept to Qualify for HiBIS, and as such
meant | could not disconnect Telstra’s ISDN service! The ISDN service that was initially not offered as
being available would now prevent me qualifying for HiBIS 2way Satellite. Telstra now offered 2way
Satellite under exclusive monopoly conditions that would not have been possible were it not for the
companies preceding acts at my expense and general associated losses! False, deceptive and
misleading anticompetitive behaviour breaching TPA 45, 46, 52, 59 & under PART IVA, not requiring
intent although at some point any reasonable person would conclude its founded existence!

Sincerely Gary
garylooney@gmail.com
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Copy of Complaint 11 Jan 2006

From: g_looney2000@yahoo.com.au

To: contactus@online.telstra.com.au
Date: 1/11/2006 12:58:46 AM

Subject: Webform: Residential Complaints
Categories: Via webform (rule)

The following is the contents of a form submitted on 11-Jan-06 at 12:57 AM:

*PAGE: Residential Complaints

*ENQUIRY: REPLY TO INCLUDE RESPONDANTS NAME AND CONTACT DETAILS

(Not an automated computer response) not (Addressed dear Sir/Madam) not signed (Customer
service) Show me you are a person.

| ask that a copy of this is kept in your records and another sent to me to prove you received.

(Note- all calls were to 132200 and were answered by different people)

On enquiring about computer connection and never having any previous Telstra services |
called 132200 for advice.

Call 1/ Enquired about broadband connection and was told not available in my area, when |
asked what alternative computer connections were available | was told the only available
form of connection in my area was dial up at 64kb/s.

/I As the only option available | called to have the line connected
(note- | did not want a phone nor had | ever needed one).

Call 2/ Asked of cost for 64kb/s connection and was informed it was actually 48kb/s max
(area dependent).

/I This was a contradiction on previous 132200 call advice and started to have me concerned what |
would be paying for.

Call 3/ 1'just called again to see what the next person would say.
They told me | could get a Wireless Card in my area with CDMA at 256 or 512kb/s.

/I'l was very upset that | had been misinformed and now had a phone line | did not want, and a
connection bill.

/I The fast connection through CDMA would allow video conferencing and fast downloads which was
what ideally | wanted.

I now had to call again to have the line disconnected and had some trouble trying to explain why.

| then travelled to broken hill to buy another computer that would be suitable for wireless card as desk
top was not suitable.

While in Broken Hill I noticed a Telstra shop would open following day, people were inside setting up
so | knocked on the door.

| explained what was happening and a Telstra representative helping with opening agreed to help me.
She checked my area on the computer and told me that CDMA X1 that was needed was not
available in my area and that IDSN was.
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This had quite a few consequences-

1/ | had wasted money on computer equipment.

2/ 1 would have to connect a phone line again.

3/ And service would be well below what | really needed in relation to connection speed.

Call 4/ 1 rang to get advice on ISDN suitability for live broad cast and was told that ISDN
is far faster than a standard connection because it was digital and would be suitable for
live broadcast such as ABC 2 and other forms of PC TV.

//'l then rang to have ISDN connected and was told | had already had a phone so the start
from no line connection fee would not apply, | would have to pay for the two separate
paying more in total, this took several days on the phone to resolve.

When the Telstra contractors had some problems on the first day not having equipment to

finish that day, some days latter another Telstra contractor arrived to install the NT1 PLUS

I PLUS box and brought his computer in to show me were further information could be found after |
connected, he said his lap top had a wireless card working of CDMA X1 (I told him that will

not work here) he said | am pretty sure it does (and it did).

You will find most of above was added to my notes by staff at No. 132200 as they tried to
resolve these issues and apologised for previous people’s advice from this Number.

Some of the staff openly admitted the lack of knowledge from some employee and one asked at
the end that I ask for him only as this was part of the problem, too many people handling it

that were under trained.

On connection of ISDN | have found that 128kb/s is not suitable for live broadcast, PC TV,
Video Streaming ETC.

In general This is unsuitable for my need making the above mentioned resources unusable.

The following will make little difference when | smash your little box into pieces and cut

your cable but | will include it any way-

The connection some time drops to 64kb/s for a few hours on end then resumes back to 128
when it feels like it.

| am paying $90 per month to have 128kb/s at all times and with this plan | do not pay a
connection fee which you would expect as $90 is a lot of money for a snail connection.

Today | receive a bill from Open Telecom for $11 for international data call-website access.

Now let me get this right | have a NT1 PLUS Il modem and a Bigpond unlimited plan and | get
International Data Call charge, | make 2 points-

1/ This should not be possible.

2/ bearing in mind this is a statement that should not be answered lightly or at all unless

you are fully Qualified to do so- | do not feel secure knowing this occurred through a Telstra
NT1 Il box with big pond as the relay of my service.

Although this was resolved with a phone call it is hardly the point.
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If you are an intelligent person and | have no reason to believe you are not you will carefully read this
and understand the full implications of what | wanted, the way your staff on 132200 are not trained
enough to handle these matters and may well believe that no were in Australia has such limited
service and could not exist.

Please tell me what you can do for this person in the bush, I will prompt with this and say | cannot
start a business with this type of stress and out of pocket expense and | would like to be compensated
or at the least offered a service. At this stage | cannot afford to do anything.

Sincerely
Gary

Please ignore my spelling mistakes, it should still be understandable.
*LIKE TO BE CONTACTED: YES-EMAIL

*EMAIL ADDRESS: g_looney2000@yahoo.com.au
*CONTACT PHONE:

*NAME: gary looney

*DATE OF BIRTH: 11/6/66

*ACCOUNT NO:

*PHONE SERVICE: 0880914680

*ENQUIRY TYPE: GENERAL

*ACN ABN NO:

*STREET: Lot 44 wentworth rd

*SUBURB: menindee

*POSTCODE: 2879

*STATE: NSW
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12 May 2006

Jason Fink

Investigation Officer

Telecommunications Industry Ombudsman
PO Box 276

Collins Street West

MELBOURNE VIC 8007

Telstra reference: 1-64960155
TIO reference: 06/005234-1
Dear Jason

Level 2 TIO Complaint: Mr Gary Looney
Service Information: 0880914680

Thank you for your letter of 26 April 2006 regarding a complaint by Mr Gary Looney.

The TIO has raised this complaint because Mr Looney claims that the matter remains
unresolved following attempts to negotiate a resolution with Telstra Corporation.
The TIO has spent time examining this case and believes that Telstra Corporation
may be in a position to provide additional information to assist with the resolution of
this complaint.

In that letter, the Telecommunications Industry Ombudsman (TIO) requested Telstra:
» To provide Telstra's perspective of the complaint.

» If Telstra decides Mr Looney's claims have merit, how does Telstra propose
resolving the complaint?

» IfTelstra is of the view that there is no merit to some or all aspects of the
complaint, please provide reasons for its view, identifying any facts in dispute.
1. SUMMARY OF COMPLAINT

| refer to the Level 2 Complaint raised on behalf of Mr Gary Looney regarding ISDN
service 0880914680. In response to the claims made by Mr Looney, Telstra advises the
following.
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2. TELSTRA'S RESPONSE TO THE COMPLAINT

Telstra has thoroughly investigated this matter and having completed its review, has
provided the following information and its perspective on the complaint.

In summary, Telstra would advise the TIO that it initially received this complaint back
on 17 January 2006 as a TIO Level 1 complaintwhen it was lodged in Telstra's
complaint database and given reference number 1-64960155. This matter was
referred to Telstra's BigPond Customer Relationship Team (BCRT) for case
management.

This team is a specialist group, which exclusively case manages customers who have
not been able to obtain satisfaction through normal channels of inquiry. A
Resolution Officer was assigned to the issue to ensure that this matter could be
resolved quickly and efficiently.

Mr Looney's complaint matter refers to ISDN service on 0880914680. Mr Looney
claims that he was given incorrect or inadequate advice about the availability of
Broadband Internet services whereby initially he was advised that only a dial up
connection was available in his area. Subsequent advice was that a CDMA wireless
Broadband connection would be available. He was then advised that the wireless
connection was not suitable in his area, and that the only possible connection was
through ISDN. Telstra regrets to learn that Mr Looney is dissatisfied with Telstra's
customer service and feels that Telstra has misinformed him.

Telstra advises that BigPond staff are trained to listen to a customer's requirements,
and offer the best resolution for the customer's needs, also considering their locale.
While Telstra BigPond regrets that Mr Looney believes that he was provided with
misinformation at point of sale, it is not clear what information was provided by Mr
Looney to Telstra staff with regard to his requirements. However, the notes on Mr
Looney's Telstra telephone account 1228004010 clearly state that Mr Looney was
advised of the following: (See supplied Flexcab Billing notes as extract supplied
below)

"16/12/05 C876316_ FURTHER TO PREVIOUS NOTES, REFER ORDER FOR ISDN # N 99/99/99
45434568. GARY HAS BEEN QUOTED DIFFERENT SPEEDS R
EGARDING ISDN SO | CONFIRMED THE SPEED OF 128 CAN
ONLY BE ACHIEVED THRU THE USB PORT, IF THE CONVE
RSION DID HAPPEN AND GARY COULD NOT DOWNLOAD HIS
IMPORTANT FILES HAVE COVERED OFF WITH THE ADVICE
THAT IF THE ISDN DID NOT WORK SATISFACTORILY & AT
THE SPEED THAT HAS BEEN QUOTED PROVIDING GARY RE
Q CANCELLATION WITHIN A REASONABLE TIME, WE WOULD
REBATE, ANITA @ ONE NORTH CP 1800247998
16/12/05 C876316_ SPOKE TO GARY RE ISDN CHARGES & ADVISED THAT IS H N 99/99/99
E DID GET ISDN CONNECTED & DID NOT ACHIEVE WHAT |
S GUARANTEED WE WOULD BE ABLE TO REBATE CHARGES &
INSTALL COSTS IF THAT WAS NECESSARY, ANITA @ ONE;
NORTH,CP 1800247998
14/12/05 C880156_ $209.00 FEE TO BE WAIVED APPROVED STL 0754753200 P 99/99/99
IAN COOPER
14/12/05 C880156_ CUST ORIGINALLY RANG TO HAVE B/B CONN.ADV.ONLY CO P 99/99/99
ULD HAVE DIAL-UP.CUST WENT AHEAD TO HAVE NEW LINE
CONN. IN MEANTIME,CUST RANG B/B WHO ADV.HE COULD
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HAVE WIRELESS B/B.BIGPOND WILL PROVISION THIS FO
R CUST. DID DISCONN.OF LINE AND WAIVED CONN.FEE A
S GOODWILL GESTURE.CUST HAPPY WITH THIS.IF BILL |
SSUES FOR $209.00. PLEASE WAIVE FEE"

The information provided by Mr Looney states that he had wanted Broadband and was
advised that only Narrowband (dial up) was available, and accordingly he had a telephone
line connected for ISDN (a faster dialup service). Mr Looney states that apparently he was
then advised that Wireless Broadband may be available to his premises. In response to this,
the ISDN was disconnected on 14 December 2005, one day after its installation and all
charges associated with the ISDN line were waived.

Eight days later, on 22 December 2005, at Mr Looney's request, the ISDN was reconnected
with Telstra account 1169556110. Mr Looney subsequently contacted Telstra, advising that
the ISDN was not suitable for his needs. Telstra respectfully notes at this point that the ISDN
service had already been cancelled by Mr Looney and all charges waived, and that Mr
Looney then chose to reconnect this service later the same month. This is the second time
that Mr Looney has stated that the ISDN is not suitable. In February 2006, Mr Looney was
reimbursed costs incurred on the ISDN service to that date of this notification. This totalled
$214.53.4

Mr Looney has stated that he was telephonically advised by Telstra staff that Wireless
Broadband may be available, and accordingly, he subsequently purchased a laptop for its
connection, Telstra has attached information regarding Wireless Broadband coverage for Mr
Looney's suburb of Menindee to this submission; this would be the same information
available to any Telstra staff member. It is to be noted that the street in which Mr Looney lives
is not on the map. This map indicates that Wireless Broadband is likely to be available, but
not at true Broadband speeds. The signal would be supplied by CDMA towers at slower
speeds (typical connectivity speeds of 80-100kbps, bursting up to 144kbps). Mr Looney's
correspondence (complaint notes 18 January 2006) states that he was advised that Wireless
through CDMA was available in his area (this is the slower speed available to him), and this is
correct. Mr Looney also stated on 18 January 2006 that he had subsequently discovered that
live streaming requires speeds of approximately 500kbps, which the Wireless would not
provide. However, it is not clear if Mr Looney specified when he contacted Telstra staff, if live
streaming was required.

The attached coverage information clearly stipulates that coverage is indicative, and not
guaranteed. A number of factors can affect connectivity, including topography. This is why
Telstra BigPond has a returns policy for Wireless Broadband, as coverage cannot be
guaranteed until tested at the premises.

Telstra BigPond advises that the Internet services available at Mr Looney's residence are:

+ Dialup

* ISDN (which he currently has)

» Broadband Regional Connect (ISDN) for upload and 1-Way satellite for
download)

* Broadband Wireless provided through CDMA towers, but not at true
Broadband speed. This can only be available if Mr Looney has mobile
coverage at his premises.

* 2-Way satellite service (free installation of this product was refused by Mr
Looney)
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He purchased a laptop computer suitable for a wireless computer.

Mr Looney has stated that on the basis of a previous phone call to Telstra advising
that Wireless Broadband through CDMA was possibly available, he later travelled to
Broken Hill to purchase a suitable computer and that on that same trip, was advised
subsequently by Telstra Shop staff that Wireless was not available. Telstra would like
to note at this point that whilst Wireless may have been available, no order was
created, and so this cannot be determined. Because of this information, Mr Looney
wanted compensation for the computer purchase and wanted the provision of an
alternate Broadband product. Telstra BigPond is unsure why the computer was not
immediately returned for a full rebate, if it was discovered on this same trip that only
the slower speed Wireless service would possibly be available.

Telstra BigPond is also unsure why Mr Looney purchased the laptop based on the
possibility of a service being available, as he placed no orders with BigPond for
Wireless Broadband. The sole BigPond Internet applications placed by Mr Looney has
been for the dial up facility associated with his ISDN service.

The original amount claimed for the computer was $1,000.00 which was later revised >
to $700.00. As denoted in the supplied complaint notes dated 27 January 2006, Mr
Looney advised that he had no receipts for any of the costs incurred, including the
computer. He stated: "it is typical behaviour of the company to ask for receipts in
such circumstances, maybe they wish to make a tax deduction.” In response to this,
Telstra advises that prior to reimbursement for any costs incurred; it is common
business practice to request a receipt to prove validity of monies spent.

The extensive complaint notes dated 3 February 2006 confirm that Mr Looney
believed that he would be unable to support his claim of $1000 for the computer. Mr
Looney has stated that he onsold the computer, but has provided no evidence of this.

The handwritten receipt supplied subsequently by Mr Looney is attached. However,
Telstra advises that regardless of whether Mr Looney is able to provide such receipts,
Telstra BigPond denies any liability for the cost of the laptop computer.

He was advised that ISDN would allow live broadcasts.
The ISDN service provided does not allow for live broadcasts.

Telstra BigPond advises that Mr Looney initially advised that he wished to have a
faster Internet service for video conferencing for his business; this is what ISDN was
originally designed for. However, the complaint notes dated 24 January 2006 advise
that Mr Looney wished to watch overseas TV programs not locally available.
Accordingly, Telstra BigPond advises that only ADSL and Cable Broadband would
provide the speeds for live streaming, and Mr Looney's exchange is not ADSL-enabled,
nor is cable available.

The ISDN service is very slow, often dropping to 64kb/s.

Telstra advises that the notes on the customer's telephone account 1169556110 dated
9 February 2006 confirm that faults have been recorded against the ISDN service, but
that no Customer Service Guarantee is available for data services such as ISDN (this
includes any delays in installation). Furthermore, the complaint notes dated 18
January 2006 from Stewart Lines of Telstra state: "It seems that the reason that the
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speed occasionally slows is due to a power source problem specific to the premises."
The complaint notes dated 24 January 2006 confirm this.

Telstra would like to draw the TIO's attention to the fact that Mr Looney lives in a bus
and the power supply to his computer and ISDN service is provided by a power cord
that runs across the ground for approximately 20 meters before being connected up a
pole. This is confirmed in the attached e-mail from Lee Caruana. Realistically, the
existence of such a power supply would impact on the performance of his ISDN
service.

Telstra BigPond advises that the maximum speed of 128kbps is attained only if both
channels (data and telephone) are used simultaneously. If a telephone call is
made/received, the speed will drop to 64kbps, as only one channel will be available.
The attached complaint note dated 13 February 2006 indicates that Mr Looney was
aware that an incoming call will drop the speed of his connection.

Telstra has offered a resolution by requesting that Mr Looney sign an indemnity
where he will receive $700 for the lap top computer purchased and a further good
customer relations credit of $214.53 to cover call charges and installation fees on
the ISDN service.

Telstra advises that this is not the sole offer or resolution provided to Mr Looney.
Telstra also notes that the $214.53 has already been rebated.

On 27 January 2006, Telstra originally offered to rebate Mr Looney's computer costs
($1000 at that time), providing proof of the cost of purchase was provided, and also
offered to cancel the ISDN with no penalties and install 2-Way Satellite for free.
Telstra BigPond advises that the normal minimum cost of 2-Way Satellite installation
to Mr Looney's premises would be $1398.00. Mr Looney is not eligible for any
subsidised Satellite installation as ISDN is available to his premises. This offer had a
closing date of 10 February 2006. It was dependent on Mr Looney providing
documentation to prove the monies spent on the computer, and that his computer
was compatible with 2-Way Satellite (arrangements were made for him to take his
computer to Broken Hill for testing compatibility, prior to installation). Under this
offer Mr Looney would be required to pay standard rates for the Satellite service. This
is confirmed in the complaint notes dated 30 January 2006 and 31 January 2006.
Discussion with Mr Looney occurred on 14 February 2006, and notes to this effect, are
saved to the complaint. These confirm that Mr Looney decided to retain his ISDN
service, and refused the offer of free installation of 2-Way Satellite. It is noted at this
point that Mr Looney was unable to substantiate who sold the computer to him. The
later offer of resolution offered to remove the ISDN and charge no cancellation fee,
and provided a closing date for the offer.

Telstra BigPond advises that a Release and Indemnity form is standard practice, and
that these offers were accompanied by such forms.

Mr Looney has advised thatthe R & | forwarded to him contained an incorrect name
atthe end - "Greg" instead of "Gary" Looney, and wished for this to be amended.

Telstra apologises to Mr Looney for this oversight and respectfully advises that the
R&l forms could be re-sent again but feels that this would only be necessary should
Mr Looney be prepared to accept Telstra BigPond's offer of the $700.00 credit to his
telephone account for the costs of the laptop computer. Accordingly, if he wishes, an
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appropriate Release and Indemnity form can again be sent to him but, Telstra notes
that Mr Looney declined the offer in the R&l in the first instance.

He will accept the offer to reimburse his costs for the lap top computer $700.00 and
afurther $214.53 to cover call charges and installation on the ISDN service
although he feels that Telstra applied undue pressure on him when making its
offer.

Telstra BigPond refutes this statement. The details evident in the attached complaint
copy indicate that Mr Looney was provided with revised resolution options,
associated with Release and Indemnity forms, and that these were altered in
response to Mr Looney's suggestions. However, it is also to be noted that the offers
included expiry dates. The attached complaint notes dated 23 February 2006 indicate
that on this date Mr Looney was prepared to accept Telstra's offer, and accordingly
the date for the return of the Release and Indemnity forms was extended to 6 March
2006. BigPond advises that the resolution offered to Mr Looney was that if he wished
to cancel his ISDN service, then the early termination fees would be waived, so long as
the request to cancel was made prior to the offer closure date. As Mr Looney stated he
would retain the ISDN services, the waiver of Early Termination Fees was no longer
offered,

As mentioned previously, Mr Looney has already had the $214.53 waived, and the
balance of the offer is to rebate Mr Looney the $700.00 costs claimed for the
computer.

He wants this money paid to him as a cash payment.

As denoted in the supplied complaint notes, the CEO's office has offered to rebate the
costs incurred to Mr Looney's Telstra telephone account. Telstra BigPond believes
that this offer is fair and reasonable. As stated, BigPond accepts no liability for the
costs of Mr Looney's laptop and accordingly, our offer of $700.00 is a gesture of
goodwill only and will only be offered as a non-refundable credit to the customer's
telephone account.

He wants to be released from his ISDN contract without the imposition of
termination fees.

As further denotes in the supplied complaint notes, the CEO's office has already
offered to allow Mr Looney out of his ISDN contract and to waive any associated
cancellation fee; this was associated with the offers of resolution previously tendered,
which had expiry dates on the offers, as is standard practice. The CEO's office also
offered Mr Looney free installation of 2-Way satellite. Mr Looney declined this and
stated that he would prefer to retain his ISDN service. Accordingly, it was felt that it
was no longer reasonable to allow the future waiver of the cancellation fee as he has
chosen to retain the product. The complaint notes dated 24 February 2006 state:

E-mail response received from cust on 23.02.06 at 7:40pm in reply of my final and
formal Release and Indemnity Agreement issued to cust on behalf of Telstra in an
attempt to amicably resolve this matter with cust. His e-mail indicates to have
rejected our offer... based on the fact that he states he wants to keep his ISDN and he
wants the assurance that he can cancel whenever he wants and not incurr a fee. This
request of his, is based on his allegation that ISDN does not meet his needs. If this
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was true, cust would not want to keep his ISDN or he would go to another SP as he
has previously suggested so many times.

Should Mr Looney accept BigPond's offer of the $700.00 credit to the telephone
account for the costs of the laptop computer, an appropriate Release and Indemnity
form will again be sent to him.

3. TELSTRA'S POSITION

In conclusion, upon full investigation of this matter and based on the information
forwarded in this submission, Telstra Corporation does not believe that Mr Looney's
claims have merit in relation to this case scenario and further believes that Mr
Looney's complaint matter has already been thoroughly addressed via its own
complaint management process and resolved effectively in Mr Looney's favour.

Telstra Corporation would again propose that should Mr Looney be willing to accept
Telstra BigPond's offer of the $700.00 credit to the telephone account for the costs of
the laptop computer, an appropriate Release and Indemnity form will accordingly be
sent to him.

Otherwise, Telstra has already waived the referred to amount of $214.53 and has
already offered to allow Mr Looney out of his ISDN contract and to waive any
associated cancellation fee for finalisation of this matter.

Telstra appreciates Mr Looney bringing this matter to our attention as Telstra aims to
provide the best possible service to all of our valued customers. The service we offer
can only benefit through feedback from our customers.

We trust the above information is sufficient in providing you with Telstra's position in
regards to the above matter. Should you require additional information relevant to
any of the documentation that was sourced to provide Telstra's approach in this

regard, please do not hesitate to contact us further.

Telstra requests that this matter now be closed.

Yours sincerely
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Telstra Corporation Limited
ABM 33 051 775 556

Tax Invoice - issued 18 Dec '05

yelstra
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Bill enquiries

132200

Tum over for other enquiries

Account number

Your Bill
122 8004 010
Bill number
T 725 849 806-1
MR G LOONEY
LOT 44 WENTWORTH RD
MENINDEE NSW 2879
Total $0.61
Payment is not
- - required until
next bill
Account Activity
Previous balance $0.00
We received $0.00
Balance $0.00
New charges $0.81
Total $0.61
GST included in new charges 50.08
Total $061
Payment is not
Account number requm:ed until
next bill
122 8004 010
Bill number
T 725 849 806-1
IO
CRINWA 1228004010 7258498061 00000000061 00000000061 02 >
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PAY

) »osT
billpay

Summary of Charges

Telephone 08 8091 4630

Totel< RETURN TO HOME PAGE

Inct GST
$0.61 " newsenvice Enquiries
$0.61 Billing or service enquiries

How to Pay

Telstra EasyPay {Fixed or Automatic) To register ior
automaiic direct dabit payments, inciuding regular fixed
amounts, from your cheque, savings or credit card”*
acco s, please call the billing enguiry number or
regisier at www.telstra.com.

Telstra EasyPay by phone or internet from your cheque or
savings accounts. You choose how much and whan to
pay. Call 1300 369 666 1o register or make a payment.
Visit www telstra.com to view, track and pay your bills
online.

By BPAY Contact your participating financial institution to
make a payment from your cheque or savings account.
Biller code: 7773 Refaerance: 1228 0040 1072 5849 8061

POSThillpay In person at any Post Office, by phohe

13 1818 ot go to www.postbillpay.com.au - pay by cash or
from your cheque of savings account.

Billpay code: 0062 Referance: 1228 0040 1072 5849 8061

Late fee A late fee of up ta $15.00 rnay apply if you do

LLRRETORN U e PAGE

132200
8:30am - 3:00pm
Monday to Friday

Fault reporting 24 hours
132203

Moving
1322 00

Internet
www telstra.com

STD & international infoline

1300 362 162

e

Continved page 3

Compare your bill totals

0 ) ; P
$0.6+
$0.44

$0.2

%00

At Coles Supermarkets Lse the ServiceATM at any
Coles Suparmarket to pay your bill with your debit card
trom your savings of chaque account.

&CO

Seredyg L ke

Dec
‘05

Bitler ID: 535083 Customer [D: 1228 0040 1072 5849 8061

By post Post this payment slip with your cheque macde
payable to Telstra, in the re-usable envelope to
GPO Box 9901, Melbourne VIC 3001.

Paying in person Present this payment slip at any
Telstra Shop - pay by cash, cheque or credit card®.

Credit card by phone* Call 1300 369 666.

Credit card on the internet* Visit www telstra.com to
view, track and pay your bills online.

* A payment processing fee applies, reflecting bank
fees charged to Telstra for card payments, This is
currently 0.69% for Visa, Bankcard, Mastercard, and
1.68% for Diners anc American Express, plus
applicable GST. Exemptions may apply.
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E Account 122 8004 010 Issued 18 Dec ‘05 page 3of4

Item

MOK154J

Service Summary Excl GST$  Incl GST $
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Telephone 08 8091 4680
Services and equipment rental
1 Homeline Budget @ 18.49 per month
Rental 13 Decto 14 Dec 0.55 061
Total for 08 8091 4680 $0.55 $0.61

Telstra is pleased to have you as a custormer. Your bills will be issued at MONTHLY intervals.
Service and equipment charges are billed in advance.

Payment must he made by the date specified. Methods of payment are shown on the back of page 1.

PAKISTAN RELIEF PACKAGE FOR TELSTRA CUSTOMER.

To assist our customers through this difficult time, any fixed or mobile calls made from a
Telstra service between Australia and Pakistan from 12am AEST on Saturday 8 October uniil
12 noon AEST on Sunday 16 October, in order to check on the well-being of immediate family
members in the affected area are eligible to be rebated. Further, Telstra customers travelling
in the area who used a Telstra mobiie to call relatives in Australia to advise them of their
circumstances during this time period can also have those call charges rebated.

To apply for the rebate, contact Telstra on 1800 116 203, Monday to Friday between 7am and
Bpm AEST.

ASSISTANCE FOR CUSTOMERS AFFECTED BY THE BALI EXPLOSIONS

To assist our customers through this difficult time, any fixed or mobile calls made from a

Telstra service between Australia and Bali from 12am AEST on Saturday 1 October until 12 noon AEST
on Monday 3 October, in order to check on the well-being of immediate family members in the

affected area are eligible to be rebated. Further, Telstra customers travelling in the area who used

a Telstra mobile to call relatives in Australia to advise them of their circumstances during this

time pericd can also have those call charges rebated. The period will be extended to one month

where a Telstra customer or a family member of a Telstra customer has been hospitalized as a result

of the explosions.

To apply for the rebate, contact Telstra on 1800 116 203, Monday to Friday between 7am and 6pm

. AEST.

REMOCVAL OF MOBILE LINK REWARD OPTION

On and from 5 September 2005, the Mobile Link Reward Option will no longer be available.
Customers on the Mobile Link Reward Option will be automatically moved to the Local Calls Reward
Option on 17 Qctober 2005, unless they contact Telsira beforehand to change their selected Reward

Option.

For further information on this change please contact Telstra on 132200.

Continued page 4
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E Acgount 122 8004 010 Issued 18 Dec ‘05 page dofd
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CHANGES TO INFOCALL (190} - INTRODUCTION OF MONTHLY SPEND LIMIT

We are introducing a monthly spend limit on calls to InfoCall services to help protect you from

~ unexpected high bills that some customears may experience from use of these services. For this
reason, on and from 1 October 2005, use of InfoCall (190) information services will be
subject o a default spend limit of $550 (incl GST) per calendar month for each fixed and mobile
service (unless Telstra has individually notified you otherwise). Charges for making calls to
InfoCall services with a prefix 19025 (i.e. mass calling services such as 'voting' type services,
which are often used for television and radic competitions) and surcharges for making calls
to InfoCall services from a mobile will not contribute to the monthly spend limit for your
fixed or mobile service. COnce your spend limit for InfoCall calls from a fixed or mobile service
has been reached, access to all 180 information services (including mass calling services) will
be restricted from that service for the rest of that month. [t is possible for you to be charged
more than your per service monthly spend limit in a limited number of circumstances {e.q. if you
exceed your monthly spend limit for a fixed or mobile service during a call, you will be able to
complete ihe call). in these circumstances, you will stiii be responsible for ali charges
incurred.

For mere information, please call Customer Service on 1800 035 055.

TELSTRA'S ACCESS FOR EVERYONE PACKAGE

Telstra's Access for Everyone package has been developed in consultation with key welfare
groups to ensure low income Australians have access to basic telephone services.

The Access for Everyone package provides suppoert to over 1.5 million Australians expersiencing
financial hardship, including:

# Monthly discounts to over 1.4 million eligible pensioners;
# MessageBox services to homeless and transient people through more than 680 welfare agencies;
# Telstra Bill Assistance certificates from participating welfare agencies, assisting over
3,000 Telstra home phone customers per month in financial difficuitias, including farming
families affected by drought;
# An InContact” telephone service for over 80,000 people who cannot afford a full home phone
service,;
# Sponsored Access services for hundreds of crisis and emergency accommodation centres so
residents can be raached via telephonea.

To find out more, please go to www telstra.com.au/accesstoreveryone or call
1800 353 652.

* Reagistered Trade Mark Of Telstra Corporation
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