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1.
Purpose

The purpose of this document is to provide Telstra employees fault procedures with the introduction of a coin collection contractor.

2.
Scope

The scope of the procedure apply on a national basis

3.
work procedures

3.1.
Responsibilities

Management Responsibilities.

Regional Managers are accountable for the effective management of the fault processes within their regional line control and non line control areas. 

Team Leaders are responsible for the effective control of the ad-hoc coin collection procedure in their areas of responsibility.

Staff Responsibilities.

Staff must adhere to all aspects of the fault processes and are expected to take all reasonable steps to safeguard coin revenue.

Coin Collection Contractor Responsibilities

The contractor is fully accountable and required to carry out the fault processes as negotiated in the contract of coin collection on a national basis.

3.2.
Overview

The contractor will be required to perform fault reporting to Telstra Call Centres on 1802244 using the ARM source code where fault conditions exist on Public Payphones.

3.2.2.
Conditions under which coin collection staff report faults

· Manual inputting of faults existing on a Payphone the contractor cannot repair 

· Automatic  inputting of faults that are repaired by the contractor

· Manual inputting of TOW [Ticket of Work] where a Payphone Cabinet inspection is performed 

· Manual inputting of TOW where the cleanliness of a Payphone is unsatisfactory

3.2.3.
Faults Inputted by Coin Collection Staff
All faults found by the Contractor that cannot be repaired will be reported to Telstra Call Centres using ARM as the source code. 

This will include;

· All faults preventing collection of the Coin Tin

· All faults preventing the customer from making calls

3.2.4.
Faults Inputted and Cleared by Coin Collection Staff 

All faults found and repaired by Armaguard , are cleared off by entering a 413 code through the Payphone keypad and are subsequently via MTMS automatically entered in SPLUS .

3.2.5.
Cabinet Inspection

Armaguard are required to perform a cabinet inspection when performing a collection on a payphone.  The following conditions will be reported to Telstra Call Centres using ARM as the source code. 

· Visually check that the cabinet light is on. 

· Ensure the site is free from graffiti or any other offensive matter.

· Check that the cabinet is upright and not leaning.

· Check that the cabinet is clean and tidy and that there are no broken panes of glass. If there is any broken glass ensure that the cabinet is left in a safe condition.  All fragments of broken glass must be safely removed from the cabinet, surrounds and disposed in accordance with Health & Safety regulations.

· Remove any loose rubbish, syringes or any sharp's from the cabinet.

· Ensure that the notice board and instructions are clearly displayed.

3.2.6.
Special Clean Reporting
Payphones requiring a special clean will be reported to the Telstra Call Centres using ARM as the source code. 

A special clean consists of;

· Chemical solutions covering the payphone

· Unacceptable levels of any solution covering the entire payphone.

3.2.7.
Emergency Clean Reporting

Payphones requiring an emergency clean will be reported to the Telstra Call Centres using ARM as the source code. On entering the fault Telstra Call Centre staff will call through to the relevant outn@bout WMC Region.

An emergency clean consists of;

Vomit in the payphone 

Blood in the payphone

Any other human waste

3.3.
Input and Clear Process (Tsp)


Introduction

The process of Input and Clear reporting for the Tsp payphone has changed to the benefit of Telstra and the Coin Collection Contractor. Coin Collectors will not need to ring the WMC to report an Input and Clear, and the WMC will not need to attend to Armaguard enquires when inputting and clearing the fault.  This provides significant time savings for both parties.

3.3.2.
Coin Blockage Repair

The new process requires the contractor to enter the 413 code through MTMS as specified in the training process, then an automated robot will automatically send that Input and Clear into Service Plus (S*Plus) for the Work Support Officer (WSO) to process the fault. 

3.3.3.
Mechanism Door Opening

If the Coin Collector does access the top area of the payphone and does not repair a coin blockage he/she must enter a code of 000.  This will not cause a fault to be entered through the automated robot.

3.3.4.
Process

1. The coin collector ascertains a coin blockage is in the top area of the payphone 

2. The coin collector opens the mechanism door, lifts handset and presses the red 

3. test button.  (Main menu will be displayed on LCD.)

4. The coin collector repairs the coin blockage

5. The coin collector performs the diagnostics tests

6. The coin collector closes and locks the mechanism door.

7. Press 3 on the keypad.  (The MTMS menu is displayed)

8. Press 4 on the keypad.  (Repair/ S/W upgrade is displayed on LCD)

9. Press 1 on the keypad.  (Repair code is displayed on the LCD)

10. Enter repair code “413”.

Note: If the coin collection contractor has not repaired a coin blockage

“ Enter code 000 “

1. Press * to confirm code.

2. Press # to exit.

3. Press 1 on the keypad.  The phone will communicate to MTMS.  Wait, and a 

message will be displayed on LCD. (Correct end of the communication.)

Note: If the phone does not communicate to MTMS, report as a fault to Front of House on 180 22 44

4. Press # twice.  (Main menu will be displayed on LCD)

5. Replace handset.

An automated robot will automatically send that input and clear into S*Plus for the WSO to process when the 413 is entered through the Tsp Keypad.  S*Plus will process the Input and Clear fault.

3.4.
RTLO Fault Database & Reporting Process / Penalty report

Introduction

This process is mandatory and must be followed to enable contract penalty rules to be properly applied to Armaguard.  The modified process requires manual recording of fault data between the Telstra RTLO, the coin collector and the coin collection contractor’s liaison person. The coin collection contractor will provide the Telstra RTLO all fault data, highlighting the faults that prohibit coin collection so Telstra can return the repaired payphone fault clearance to Armaguard thus enabling them to perform coin collection. 

Faults found by the contractor must be reported to Telstra Call Centres on 

180 22 44 using ARM as the source code.  

Process.

· The coin collector attends a payphone site and finds a fault condition on the payphone

· The coin collector contacts their liaison officer for support and verifies the fault condition before being reported to FOH using 180 22 44

· The fault is reported to FOH using 180 22 44 and processed. The coin collector obtains the S* Plus sequence number and provides that to the Armaguard coin collection liaison officer for on-passing to the RTLO.

· The coin collection liaison officer is to provide the Telstra RTLO all fault data, highlighting the faults that prohibit coin collection by fax or e-mail on a daily basis.  (Refer Armaguard database recording fields below)

· The RTLO checks the fault has been logged with the correct sequence number 

· The RTLO can verify the fault has been repaired through advice from

- The WMC [for Lock, Electrical and Cleaning TOW clearance]

- The technician [For Payphone fault TOW clearance].

- Maps

· The Telstra RTLO informs the coin collection contractor’s liaison officer of the repair and logs the information by fax or e-mail on a daily basis.

· The fault database must be supplied to the National Coin Collection liaison person every Monday or next business day.  (Telstra Recording Fields below)

· The National Coin Collection liaison person analyses the data and sends it to I.T. to be removed from the penalty hours

Fields for the Excel Database for information to be logged

Armaguard Recording Fields

· Cabinet Number

· S* Plus Sequence Number

· Date Fault reported to FOH

· Time Fault reported to FOH

· Fault description on payphone 

· Was coin box collected (Y/N)

Telstra Recording Fields 

· Date reported in S*Plus

· Time reported in S*Plus

· Date Armaguard was advised of repair

· Time Armaguard was advised of repair

· Telstra fault Repair Description

· RTLO comments

· Input Sequence number

3.4.
COIN COLLECTION AND SERVICEABILITY TEST PROCEDURES

3.4.1.
Telstra Smart Payphone 
Tsp Coin/Card

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original rejected coin should be discarded and not used in any further testing.  This test should only be repeated once.

A valid Phonecard is required for the test.

Serviceability Test

1. Check LCD is blank

2. Lift handset off hook, LCD illuminates and reads “Insert Coin or Card” .

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert ‘Eurochip’ smart phonecard, chip face up.  (The LCD shows the available credit).

5. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

6. Lift handset, insert ‘Chipper’ smart phonecard, chip face up.  (The LCD shows the available credit).

7. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

8. Lift handset off hook and listen for dial tone.

9. Insert 2 x 5c, 1x 10c, 1 x 20c, 2 x 50c, 1 x $1 & 2 x $2 coins through the coin entry slot. (Confirm each coin is correctly validated by watching the LCD)  The ninth coin should be rejected.

10. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

11. Lift Handset and Insert 1 x 5c coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin

12. Any faults encountered using the above Serviceability Test must be either:

a. Repaired where possible and reported in accordance with Fault Reporting 
b. Reported in accordance with Fault Reporting 
Perform Coin Collection

1. Place the coin safe key in the coin safe lock and turn anti-clockwise.  The LCD will illuminate.

2. Press 1 for NO

3. Press 3 for YES

4. Enter 8 digit password

5. Press 3 – Listen for operation of electronic lock

6. Turn the coin safe key fully clockwise and open the coin safe door.

7. Remove full coin box

8. Insert empty coin box

9. If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps (1 to 11 on Serviceability Test) are carried out successfully, answer YES to the first serviceability question, answer NO if it fails TEST* Do not fail the payphone for any other reason.

10. Scan the removed coin box then the new coin box.
*If repair question appears on the Barcode reader, (only if you answered No to the serviceability question)  then repair if possible and answer accordingly.  If using a manual system (FAR 241) record as required.
11. Close the safe compartment, lock and remove the coin safe key, ensure the coin safe door is properly secured

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out.  

3.4.2.
CT3 C. Coin/Card payphone

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the card/coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest..

Serviceability Test

1. Check LCD for current scrolling message.

2. Lift handset off hook, LCD reads “Insert Coin or Card” .

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert magnetic stripe phonecard (The LCD shows the available credit). 

5. Replace Handset (the magnetic stripe phonecard should be returned from the payphone). Listen for warning tones

6. Lift handset off hook and listen for dial tone.

7. Insert 3 x 10c, 1 x 20c, 1 x $1 & 2 x 50c coins through the coin head. (Confirm the display credit is $2.00), 1 x 50c coin should be rejected)

8. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

9. Insert a 10 cent coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin

10. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting 
 Perform Coin Collection

1. Open mechanism door.

2. Open mechanism gate.

3. (Remove the Free Standing Coin Box Hopper) * if fitted

4. Unlock and open the coin safe.

5. Remove the existing coin box and insert the new coin box.
Note: Observe LCD ensure phone goes into Auto servicing.

6. If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps (1 to9 on Serviceability Test) are carried out successfully, answer YES to the first serviceability question, answer NO if it fails TEST.* Do not fail the payphone for any other reason.

7. Scan the removed coin box then the new coin box.
*If repair question appears on the Barcode reader, (only if you answered No to the serviceability question)  then repair if possible and answer accordingly.  If using a manual system (FAR 241) record as required.

8. Visually check that the coin box slots are fully open

9. Reinsert the coin box hopper

10. Close mechanism gate.

11. Close  and lock mechanism door.

12. Lift handset off hook to ensure dial tone is STILL present.

13. To ensure mechanism properly aligned, insert a 10 cent coin, replace handset on hook and recover the coin from refund chute.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.4.3.
CT3 E Coin only

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest..

Serviceability Test

1. Lift handset off hook and listen for dial tone. Verify transmitter is NOT muted

2. Insert 3 x 10c, 1 x 20c, 1 x $1 & 2 x 50c coins through the coin head. (As coins pass through coin path tones will be heard in the receiver).  1 x 50c coin should be rejected

3. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

4. Insert a 10 cent coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin.

5. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting  
Perform Coin Collection

1. Open mechanism door.

2. Open mechanism gate.

3. (Remove the Free Standing Coin Box Hopper) * if fitted

4. Unlock and open the coin safe.

5. Remove the existing coin box and insert the new coin box.

6. If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps (1 to 4 on Serviceability Test) are carried out successfully, answer YES to the first serviceability question, answer NO if it fails TEST.* Do not fail the payphone for any other reason.

7. Scan the removed coin box then the new coin box.
*If repair question appears on the Barcode reader, (only if you answered NO to the serviceability question) then repair if possible and answer accordingly.  If using a manual system(FAR 241) record as required.

8. Visually check that the coin box slots are fully open

9. Reinsert the coin box hopper

10. Close mechanism gate.

11. Close and lock mechanism door.

12. Lift handset off hook to ensure dial tone is STILL present.

13. To ensure mechanism properly aligned, insert a 10 cent coin, replace handset on hook and recover the coin from refund chute.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out.  

3.4.4.
CT4 Goldphone
All Telstra operated Goldphones must have lockable lid coin tins.

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest..

Serviceability Test

1. Lift handset off hook and listen for dial tone and verify transmitter is not muted

2. Insert 3 x 10c, 1 x 20c, 1 x $1 & 2 x 50c coins through the coin head. (Confirm the display credit is $2.00), 1 x 50c coin should be rejected

3. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded

4. Insert a 10 cent coin. dial 12722100, the call should cut off on answer, hang up and retrieve coin.

5. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting  
Perform coin collection

6. Unlock security belt (if fitted) and then unlock and open the coin safe.

7. Remove the existing coin box then insert the new coin box.

8. If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps (1 to 4 on Serviceability Test) are carried out successfully, answer YES to the first serviceability question, answer NO if it fails TEST.*       Do not fail the payphone for any other reason.

9. Scan the removed coin box and the new coin box.
*If repair question appears on the Barcode reader, (only if you answered NO to the serviceability question) then repair if possible and answer accordingly.  If using a manual system (FAR 241) record as required.

10. Close  and lock coin safe door.

11. Lift handset off hook to ensure dial tone is STILL present.

12. To ensure mechanism properly aligned, insert a 10 cent coin hang up and retrieve coin.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.4.5.
CT6  Bluephone
Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest. 

Serviceability Test

1. Lift handset off hook and listen for dial tone.

2. Verify transmitter is muted and correct minimum fee is displayed.

3. Insert 1 x 10c, 1 x 20c, 1 x $1 & 1 x 50c coins through the coin head. (Confirm display credit 1.80)

4. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded

5. Insert a 10 cent coin. dial 12722100, the call should cut off on answer, hang up and retrieve coin.

6. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting  
Perform Coin Collection

1. Unlock and open Payphone.

2. Remove the existing coin box then insert the new coin box.

3. If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps (1 to 5 on Serviceability Test) are carried out successfully, answer YES to the first serviceability question, answer NO if it fails TEST.*   Do not fail the payphone for any other reason.

4. Scan the removed coin box and the new coin box.
If repair question appears on the Barcode reader, (only if you answered NO to the serviceability question) then repair if possible and answer accordingly.  If using a manual system record as required.

5. Close  and lock payphone door.

6. Lift handset off hook to ensure dial tone is STILL present.

7. To ensure mechanism properly aligned, insert a 10 cent coin hang up and retrieve coin.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out.  

3.4.6.
CT3H Payphone
Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original rejected coin should be discarded and not used in any further testing.  This test should only be repeated once.

A valid Phonecard is required for the test.

Serviceability Test

1. Check LCD is blank

2. Lift handset off hook, LCD illuminates and reads “Insert Coin or Card” .

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert ‘Eurochip’ smart phonecard, chip face up.  (The LCD shows the available credit).

5. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

6. Lift handset off hook, Insert ‘Chipper’ smart phonecard, chip face up.  (The LCD shows the available credit).

7. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

8. Lift handset off hook and listen for dial tone.

9. Insert 2 x 5c, 1x 10c, 1 x 20c, 2 x 50c, 1 x $1 & 2 x $2 coins through the coin entry slot. (Confirm each coin is correctly validated by watching the LCD. The order of coin entry is not important) The ninth coin should be rejected.

10. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

11. Insert 1 x 5c coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin

12. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting 
Perform Coin Collection

1. Open the top door to the CT3H Payphone, Lift the handset and press the red maintenance button on the Main Board.  This will bring up the main menu on the lcd.  DO NOT REPLACE HANDSET TO THE HANDSET CRADLE. Leave the handset in the off hook position

2. From the Maintenance menu select option 3 (MTMS)

3. From the MTMS menu select option 3 (Statistics to MTMS)

4. Select option 3 (Yes) to send statistics to MTMS.

5. Wait until the message ‘Message Received’ appears on the LCD

6. Press the # button twice to return to the main menu

7. Open the coin safe door 

8. Loosen the butterfly screw located on the right hand side of the hopper located in the top section of the payphone.

9. Lift the coin hopper up and while holding it in this position remove the existing coin box and insert the new coin box.
*If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps (1 to 11 on Serviceability Test) are carried out successfully, answer YES to the first serviceability question, answer NO if it fails TEST.  Do not fail the payphone for any other reason.

10. Scan the removed coin box then the new coin box.
*If repair question appears on the Barcode reader, (only if you answered No to the serviceability question) then repair if possible and answer accordingly.  If using a manual system record as required.
11. Ensure the coin hopper is inserted back into the coin box entry slot and re-tighten the butterfly nut.

12. From the maintenance menu select option 3 (MTMS)

13. From the MTMS menu select option 4 (Repair/SW Upgrade)

14. Select option 1 (Repair Code) then enter a repair code of 413.

15. Press * to confirm

16. Press # to exit 

17. Press 1 to call MTMS

18. Wait until communication to MTMS is completed.  This can be observed by the message ‘Correct End of Communication’ being displayed on the LCD.

19. Close and lock the Payphone door.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.5.
SERVICEABILITY TEST PROCEDURES 

3.5.1.
Telstra Smart Payphone Coin/Card

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original rejected coin should be discarded and not used in any further testing.  This test should only be repeated once.

A valid Phonecard is required for the test.

Serviceability Test

1. Check LCD is blank

2. Lift handset off hook, LCD illuminates and reads “Insert Coin or Card” .

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert ‘Eurochip’ smart phonecard, chip face up.  (The LCD shows the available credit).

5. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

6. Insert ‘Chipper’ smart phonecard, chip face up.  (The LCD shows the available credit).

7. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

8. Lift handset off hook and listen for dial tone.

9. Insert 2 x 5c, 1x 10c, 1 x 20c, 2 x 50c, 1 x $1 & 2 x $2 coins through the coin entry slot. (Confirm each coin is correctly validated by watching the LCD)  The ninth coin should be rejected.

10. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

11. Lift Handset and Insert 1 x 5c coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin

12. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (FAR 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.5.2.
CT3C. Coin /Card payphone

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the card/coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest..

Serviceability Test

1. Check LCD for current scrolling message.

2. Lift handset off hook, LCD reads “Insert Coin or Card” .

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert magnetic stripe phonecard (The LCD shows the available credit). 

5. Replace Handset (the magnetic stripe phonecard should be returned from the payphone). Listen for warning tones

6. Lift handset off hook and listen for dial tone.

7. Insert 3 x 10c, 1 x 20c, 1 x $1 & 2 x 50c coins through the coin head. (Confirm the display credit is $2.00, 1 x 50c coin should be rejected)

8. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

9. Insert a 10 cent coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin

10. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (FAR 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out.

3.5.3.
CT3E Coin Only

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

Serviceability Test

1. Lift handset off hook and listen for dial tone. Verify transmitter is NOT muted

2. Insert 3 x 10c, 1 x 20c, 1 x $1 & 2 x 50c coins through the coin head. (As coins pass through the coin path tones will be heard in the receiver). 1 x 50c coin should be rejected)

3. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

4. Insert a 10 cent coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin.

5. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting 
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (far 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.5.4.
CT4 Goldphone

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest..

Serviceability Test

1. Lift handset off hook and listen for dial tone and verify transmitter is not muted

2. Insert 3 x 10c, 1 x 20c, 1 x $1 & 2 x 50c coins through the coin head. (Confirm the display credit is $2.00, 1 x 50c coin should be rejected)

3. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded

4. Insert a 10 cent coin. dial 12722100, the call should cut off on answer, hang up and retrieve coin.

5. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.
If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (FAR 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.5.5.
CT6 Bluephone

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original reject coin should be discarded and not used in any further testing.  This test should only be repeated once.

This test determines that the coin passage is free of coin blockages.  If coins are not refunded, repair coin blockage and retest.

Serviceability Test

1. Lift handset off hook and listen for dial tone.

2. Verify transmitter is muted and correct minimum fee is displayed.

3. Insert 1 x 10c, 1 x 20c, 1 x $1 & 1 x 50c coins through the coin head. (Confirm display credit 1.80)

4. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded

5. Insert a 10 cent coin. dial 12722100, the call should cut off on answer, hang up and retrieve coin.

6. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (FAR 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.5.6.
CT3H Payphone

Only undamaged coins should be used.  If at the insertion stage the coin is rejected, replace the receiver, retrieve the coin and repeat coin insertion using a different coin.  The original rejected coin should be discarded and not used in any further testing.  This test should only be repeated once.

A valid Phonecard is required for the test.

If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out.  Report fault as per local procedures.

Serviceability Test

1. Check LCD is blank

2. Lift handset off hook, LCD illuminates and reads “Insert Coin or Card” .

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert ‘Eurochip’ smart phonecard, chip face up.  (The LCD shows the available credit).

5. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

6. Lift handset off hook, Insert ‘Chipper’ smart phonecard, chip face up.  (The LCD shows the available credit).

7. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

8. Lift handset off hook and listen for dial tone.

9. Insert 2 x 5c, 1x 10c, 1 x 20c, 2 x 50c, 1 x $1 & 2 x $2 coins through the coin entry slot. (Confirm each coin is correctly validated by watching the LCD. The order of coin entry is not important) The ninth coin should be rejected.

10. Replace handset and retrieve the coins from the refund chute.  Ensure all coins are refunded.

11. Insert 1 x 5c coin, dial 12722100, the call should cut off on answer, hang up and retrieve coin

12. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out.  Report fault as per local procedures.

3.5.7.
Telstra Smart Payphone 
Tsp CARD ONLY

Only valid Eurochip and Chipper cards shall be used. If at the insertion stage the card is rejected, replace the receiver, retrieve the card and repeat card insertion using a different card.  The original rejected card should be discarded and not used in any further testing.  This test should only be repeated once.

Serviceability Test

1. Check LCD is blank

2. Lift handset off hook, LCD illuminates and reads “Insert Card”

3. Listen for dial tone, verify transmitter is muted and correct minimum fee is displayed.

4. Insert ‘Eurochip’ smart phonecard, chip face up.  (The LCD shows the available credit).

5. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

6. Lift Handset off hook, Insert ‘Chipper’ smart phonecard, chip face up.  (The LCD shows the available credit).

7. Replace Handset and remove the smart phonecard from the payphone ( listen for warning tones)

8. Any faults encountered using the above Serviceability Test must be either:

a
Repaired where possible and reported in accordance with Fault Reporting
b
Reported in accordance with Fault Reporting 
If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (FAR 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.5.8.
CP8 Credit Card Payphone

Serviceability Test

1. LCD should display "Lift handset to call".

2. Lift handset, there should be no dial tone at this stage.

3. LCD should read "Please swipe card".  (If display does not show “Please swipe cards” report  as fault)

4. Push free calls button and dial tone will be present and verify transmitter is not muted

5. Hang up

If using a Barcode Reader scan the cabinet BCL, and answer serviceability question.

If the steps  are carried out successfully, answer YES to the first serviceability question, answer NO  if it fails TEST.* Do not fail the payphone for any other reason. 

If using a manual system (FAR 241) record as required.

Note:
If at any stage of the above test, a repair/maintenance task is performed, a full test shall be carried out..

3.6
Loose Coin Procedure 

3.6.1
Purpose

The purpose of this work instruction is to provide a standard procedure for Armaguard & ASAP Security Services and Telstra staff performing work on behalf of Telstra of recovering loose coin from a public payphone site.

These procedures are intended to prevent any misunderstanding with the provision and or recovery of money (coins) when attending public payphones by Armaguard & ASAP Security Services staff.  

Payphones are under constant surveillance by Payphone and Card Services management and members of the Police Force, these procedures are to be adhered to at all times.

When coin collectors attend payphone they are to adhere to the following       procedures;

· All collectors are to carry a loose coin tin in their carry bag at all times. 

· All loose coin found in and around a payphone sites are to be placed in the loose coin tin.

· Do not place any recovered coins into personal pockets.

· Do not take any recovered coins into any private residence or other premises.

3.6.2
Staff Responsibilities.

Armaguard & ASAP Security Services will adhere to all aspects of the loose coin procedure and are expected to take all reasonable steps to safeguard coin revenue.

When a Coin Collector accesses the top area (Mechanism area) of a TSP1 or CT3H payphone, a code of "413" must be entered prior to attempting the loose coin procedure.

3.6.3
Loose Coin Collection & Storage

The coins are to be retrieved from wherever they are located.

The coins must be placed in a lockable container supplied by Telstra and placed in the vehicle.

The staff member must record this using a clear code through the payphone management system menu. “using the code 413”
The loose coin container must be returned to the coin supervisor or equivalent. The coin supervisor then transfers the coin into a coin tin for counting under a dummy cabinet number for identification and reconciliation into the CRIMS system.  The two (2) containers supplied to the Coin Collector will have a bar code label attached and will be specific to that staff member for control and audit purposes.

3.6.4
Loose Coin Container

Telstra will supply Armaguard & ASAP Security Services with loose coin containers. The container is a modified CT3-C coin tin with a slot placed in the lid to insert the loose coin. Each staff member will be supplied two containers that will be identified by a Bar Code Label. The coin supervisor will hold registers so the containers can be assigned to staff members. The processing branches will hold the keys to the containers. The loose coin container will have ‘Armaguard L/C’ engraved in green on the lid of the container.

3.6.5 
Remote Country Areas

Armaguards procedure of processing loose coin in country and remote areas:

1. 
Open mechanism door

2. 
Lift handset, press the red test button.  (Main menu will be displayed on LCD.)

3. 
Remove loose coins.

4.
Close and lock mechanism door.

5.
Press 4 on the keypad. (Test menu screen is displayed ON LCD)

6. 
Press 3 on the keypad. (Coins menu is displayed on LCD)

7.
Insert coins through coin entry slot.

8. 
Press 0 on the keypad to drop the coins into the coin box until all coins are collected.  

9. 
Press the # key twice.  (Test menu will be displayed on LCD).

Note: If more than eight loose coins are recovered repeat steps 6 to 8.

10. 
Press the # key once.  (Main menu will be displayed on LCD)

Note:  The alarm must now be cleared to MTMS

11.
Press 3 on the keypad.  (The MTMS menu is displayed)

12.
Press 4 on the keypad.  (Repair / S/W upgrade is displayed on LCD)

13.
Press 1 on the keypad.  (Repair code is displayed on the LCD)

14.
Enter repair code “417”.

15.
Press * to confirm code.

16.
Press # to exit.

17.
Press 1 on the keypad.  The phone will communicate to MTMS.  Wait, and a message will be displayed on LCD. ( Correct end of the communication.)

Note: If the phone does not communicate to MTMS, report as fault

18.
Press # twice.  (Main menu will be displayed on LCD)

19.
Replace handset.

DOCUMENT CONTROL SHEET

Contact for Enquiries and Proposed Changes
If you have any questions regarding this document contact:

Name:
Kevin Gasparini 

Designation:
Process Officer 

Phone:
03 92939843 

Fax:
03 9293 9948 

If you have a suggestion for improving this document, complete and forward a copy of Suggestions for Improvements to Documentation (form 000 001-F01).

Record of Issues
	Issue No
	Issue Date
	Nature of Amendment

	1
	31 August 2000
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


This publication has been prepared and written by Telstra Corporation Limited (ACN 051 775 556), and is copyright. Other than for the purposes of and subject to the conditions prescribed under the Copyright Act, no part of it may in any form or by any means (electronic, mechanical, microcopying, photocopying, recording or otherwise) be reproduced, stored in a retrieval system or transmitted without prior written permission from the document controller. Product or company names are trademarks or registered trademarks of their respective holders.

Note for non-Telstra readers: The contents of this publication are subject to change without notice. All efforts have been made to ensure the accuracy of this publication. Notwithstanding, Telstra Corporation Limited does not assume responsibility for any errors nor for any consequences arising from any errors in this publication.

Issue 1, 31 August 2000

Armaguard/Telstra Fault Process
Page 30 of 32

011524

Armaguard/Telstra Fault Process

Issue 1, 31 August  2000

011524

Page 1 of 32


