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Payphone Testers @Launceston Service Centre

Work Instruction
No. WI014

Date: 07/09/2002

Payphone Complaints & Investigations



1.
Purpose

The purpose of this instruction is to show the steps involved in responding to a request for an investigation associated with a Payphone complaint.

2.
Scope

All Payphone service specialists should refer to this work instruction. 

3.
Actions

1. A request for investigation is received in our group inbox from the complaint management group.

2. We will send an e-mail back confirming receipt and ownership of the request.

3. Investigate all aspects of the payphones operation, particularly those pertaining to the complaint / reported problem.

4. If required, enter a fault in S*P for attendance by the local payphone technical specialist. A phone call to the WMC is required to ensure it is manually assigned to the correct field tech.

5. Once we have investigated as fully as we can, e-mail all results back to the complaint management group.

6. If further investigation is required, contact with the relevant Level 2 ESD managers can be made requesting a line investigation.

