z\buz
2ER 55
FE sdduws ¢







iy

491

REPORT

of the

DIRECTOR GENERAL
of
TELECOMMUNICATIONS

for the period 1 January
to 31 December 1989
to the Secretary of State for
Trade and Induscry

Presented to Parliament
in pursuance of section 55 of the Telecommunications Act 1984

Ordered by the House of Commons to be printed
27 June 1990

LONDON: HMSO




ii

I am required, by section 55 of the Telecommunications
Act 1984 (the Act), to make to you an annual report to 31
December in each year, on my activities and the activities of
the Monopolies and Mergers Commission (MMC) in so far as
they relate to references made by me.

This report covers the period 1 January to 31 December 1989.
In the first section, I comment generally on my activities
during the period, with special emphasis on the issues which
will be prominent in the forthcoming duopoly review.
Sections 2-7 describe OFTEL's activities during the year, and
Section 8 contains the reports of the six statutory advisory
committees on telecommunications.

No references were made by me to the MMC during 1989.

SIR BRYAN CARSBERG
18 May 1990

Office of Telecommunications
Atlantic House

Holborn Viaduct

London ECIN 2HQ
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Government was

hen  the
developing its new policies for rele-
in 1983 and 1984, it
established a few key mileposts at which a

communications,

review of major issues would or could take
place. Two of these were passed in 1989 and
one lies in the near future, towards the end
of 1990. The first price control on British
(BT)—the

requirement that average price increases for

Telecommunications plc

certain basic services should be limited to
three percentage points below the rate of
inflation—ran out in 1989 on the fifth
anniversary of its inception. A new price
control rule was therefore required to come
into effect in 1989 and did so, although, as I
reported in my Annual Report for 1988, 1
had reached agreement with BT on the form
of the new rule during 1988. This was the
first of 1989’s mileposts, The other main
milepost of 1989 was a review of restrictions
on the use of private circuits. Several
complicated restrictions existed but the
main one prohibited the use of private
circuits to set up voice networks in compe-
tition with public telecommunications
operators (PTOs). On my advice, the Secre-
tary of State for Trade and Industry agreed
that these restrictions should be removed.

1.2 The third milepost of particular inter-
est for this Report is that of the so-called
‘duopoly review’. In November 1983, the
Minister of State for Information Tech-
nology made a major statement about com-
petition policy for telecommunications in
which he indicated that Mercury Commu-
nications Ltd (MCL) would be given exten-
sive rights to compete with BT in running a
fixed telephone network in the United
Kingdom and that the Government did not

intend to license any other competitors to
BT in this field for seven years. November
1990 is therefore the date after which furcher
competition can be considered, and it is now
clear that the Government will undertake a
review of policy relating to competition at
this time.

THE DUOPOLY REVIEW

The Case for Competition

1.3 The duopoly review will be an event of
major importance for the British telecom-
munications industry and | shall be advising
the Secretary of State on the review. Firms
in the industry should be able to plan for the
future with confidence, knowing as much as
practicable about the conditions under
which they must operate. The review pro-
vides an opportunity to establish a clear
framework for the next phase of compe-
rition. Much detailed work is required before
I can have a clear picture of the advice that |
should give to the Secretary of State.
However, [ am aware that, over the next few
months, many organisations and individuals
will be forming representations to pur to the
Secretary of State. It is in the interest of all
that these submissions should be as useful as
possible, focusing on the appropriate issues
and criteria for decisions. [ therefore want to
take this opportunity to give some of my
own views on the criteria that are relevant
and on the significance of some of the events
of 1989 for the duopoly review.

1.4 In a general sense, the purpose of the
review must be to strengthen the British
economy and the wealth of its citizens.
However, a more focused expression of the
objective of the review is that it should




produce improved value for money for
customers of the telecommunications indus-
try. 1 believe that experience over the last
few years in the United Kingdom shows
clearly the power of competition to improve
things for the customer. This has been
manifest in significant improvements in
both prices and quality of basic telecommu-
nications services as well as in the variety of
products and value added services. How-
ever, I am constantly made aware of the
scope for further improvements and this
makes me believe that we should approach
the duopoly review with the attitude of mind
of wishing to sustain and enhance compe-
tition wherever it is economically efficient.

The Limits to Competition

1.5 In forming a judgement of the extent
to which increases in competition can be
economically efficient, we must keep in
mind that, in an industry like telecommu-
nications, although competition can fre-
quently improve value for money for the
customer, it can also decrease that value for
money. The possibility that competition will
reduce value for money applies mainly to the
operation of telecommunications networks
and arises because these networks involve
economies of scale. If efficiency of operation
were surely guaranteed, the existence of
economies of scale would mean that it would
always be cheaper to provide a given
increase of service by expanding an existing
network rather than establishing a new one;
and a given total level of service could be
provided more cheaply through one network
than through two, or through two networks
than through three. However, in the world
as we find it, some competition between
networks is likely to be desirable because
monopoly suppliers do not normally operate
at the greatest possible level of efficiency.
Responsiveness to customers’ needs is an
important aspect of efficiency for decisions
on competition. The gain from competition
in the form of improved efficiency may well
outweigh the loss of economies of scale— but
it is not sure to do so. This is the main factor

which must be judged in deciding on the
desired extent of competition.

1.6  Another way of approaching the con-
sideration of the desirable extent of compe-
tition is to consider the relative strength of
competition obtained as the number of
competitors in the market place is varied.
When competition is introduced into a
situation that has previously been a total
monopoly, the effect of inertia on the part of
customers and other considerations may
create difficulties for a new entrant to the
market. The time required for such compe-
tition to reach its potential may be con-
siderable. In this situation, one competitor
to the original monopolist may be viable
whereas if two were established, neither of
them would be viable, or at least both would
provide relatively narrowly-based compe-
tition. | do not necessarily imply that one
competitor to BT has been shown to be the
best arrangement for the UK, but 1 do
suggest that the viability of differing levels of
competition is an open question that needs
to be assessed as part of the duopoly review.

Rebalancing of Prices

1.7 1 have long recognised that the devel-
opment of competition would
pressures for different prices to be brought
into line with costs. Some of this reba-
lancing has already taken place. At the date
of BT’s privatisation, its prices for long
distance calls were significantly above cost
and long distance calls could be said to be
providing a substanrial cross-subsidy to local

increase

call charges and exchange line rentals. In
1986, local call charges were increased
significantly in relation to long distance call
charges. BT also gave an undertaking to the
Government at the time of privatisation
that it would limit increases in exchange
line rentals to two percentage points above
the rate of inflation although it did not use
the headroom provided by this agreement in
1987 and 1988. This limitation was conti-
nued as part of the agreement I reached with
BT on the extension of price control




arrangements in 1988. However, the broad
accounting numbers which are available to
me indicate that the costs which vary
according to the amount of usage of the
telephone network —and which set the cost
base for call charges—are continuing to fall
relative to other costs. If prices are to be
fully aligned with costs, the rebalancing so
far undertaken or agreed may not be suf-
ficient.

1.8 Clear arguments exist to suppott the
case for rebalancing. If BT charges prices in
excess of costs for some aspects of its
business, there is little it can do to avoid
substantial loss of this business to a compe-
titor. Furthermore, charging artificially high
prices for long distance telephone calls is
undesirable in itself. This practice would
discourage customers from making full eco-
nomic use of the telephone network and
would also put an unnecessary burden on
businesses which are heavy users of long
distance telephony. The general advantages
to the economy which can come from
encouraging these businesses will work to
the benefit of all telephone customers and
others, through their acquisition of other
goods and services.

1.9 However,
point in a different direction. It is necessary to

some important concems
ensure that BT does not carry rebalancing to
the point at which some prices are so low that
they are unfair to its competitors. This point
needs particularly careful attention given the
difficult issues involved in the costing of
telephone networks. Furthermore, BT still has
an effective monopoly over almost the whole
of the market for provision of exchange lines
to residential customers. I shall have to make
sure that any increases in exchange line
rentals are fair to customers and, in particular,
that they are consistent with satisfactory
improvements in BT’s efficiency.

Importance of Social Obligations

1.10 Another consideration in the reba-
lancing of prices concerns the social aspects.
Telephones are a lifeline to some people;

and to people on low incomes, the level of the
exchange line rental may be critical to their
ability to afford a telephone.

L. 11 Tshould regard it as highly undesirable if
tariffs were changed in such a way that fewer
people could afford a telephone, especially
because that would diminish the value of the
whole UK network, depending as it does on
its provision of facilities for communicating
with most members of the population. The
provision of a special tariff for ‘low users’ of the
telephone—perhaps a  continuation and
extension of present arrangements—may well
be a good answer to this concern. 1 would
expect to see such tariffs used to give people
the opportunity, through limiting their use of
the telephone, to restrict their telephone bills
to levels which are comparable to those
incurred by such people today.

1.12 A requirement to provide service under
a low user tariff may put a social obligation on
BT in the sense that it would call for
which differs from the seif-

interested behaviour of a profit-minded firm.

behaviour

A case may exist for requiring BT’s compe-
titors to contribute to the cost of such a social
obligation. However, before a judgement can
be made on this issue, the level of the cost
involved must be assessed. Clear thinking will
be required about the way to measure this
cost. Traditional accounting methods for
allocating cost are of little help. The
measurement that must be made is of the
extent to which the social obligation causes
BT to incur higher costs than it otherwise
would, making an allowance for increases in
revenues generated by the addition to the
network of the customers concerned. This
may be a small amount, for example, if the
low user tariff is based on the incremental cost
of serving the customers concerned.

THE DEVELOPMENT OF
COMPETITION

The Fixed Link Duopoly
1.13 I now turn to review some of the events
of 1989 in terms of their contribution to the




development of competitive markets in
telecommunications. MCL occupies a key
place in the provision of competition
because it is the only competitor to BT in
operating fixed public networks. The impli-
cations of the relationship between BT and
MCL, for the effectiveness of competition,
are therefore very great. A key part of this
relationship is in the implementation of the
interconnection agreement between the two
companies. This followed a determination
made by me in October 1985 and, as [ have
noted in previous Annual Reports, the
agreement has been the subject of a good
deal of disputation over such matters as the
interpretation of the rules governing charges
by BT to MCL, the making of connections
in good time, and congestion experienced by
MCL’s customers. At the end of 1988, a
further dispute was in progress about
arrangements for providing access to the
MCL network, over BT lines, for customers
who lived at some distance from the nearest
point of the MCL network.

1.14 Qverall, 1989 has been a year of good
progress in these matters. BT and MCL
reached an agreement about charges, after
OFTEL had given some guidance. Arrange-
ments for monitoring congestion seem to be
enabling major problems to be avoided.
MCL’s orders for the provision of ‘extended
ingress’ facilities—the provision of access to
a distance from MCL’s
network —have all been met and I am not

customers at

curtently aware of any delays in BT’s
fulfilment of requests made by MCL under
the interconnection agreement. | do, how-
ever, continue to get a number of com-
plaints about difficulties of a detailed nature.
Some complaints concern the experiences of
customers who wish to have MCL service
but find some difficulty in obtaining efficient
connection of MCL lines to their equip-
ment, where connection has to be made by
BT as the contractual maintainer of the
equipment. On investigation, these cases do
not turn out to be clear cut. However, [
want to make sure that everything possible is

done to secure fair competition between BT
and MCL and this means that I need to take
active steps to establish whether or not
significant difficulties are arising over and
above those that are reported to me. I
therefore announced, at the end of 1989, my
intention to arrange a special study to
establish the extent and narure of any
matters that could impair the fairness of
competition.

Competition in Mobile Networks

1.15 We have, at present, competition
between two firms in the operation of
mobile networks, as well as in the operation
of fixed networks. I refer to the competition
between Cellnet (Telecom Securicor Cellu-
lar Radio Ltd), a company controlled by BT,
and Racal-Vodafone Ltd. The market for
cellular mobile radio telephone services has
shown a remarkable growth rate and the
number of customers on the two networks
was about 900,000 at the end of 1989, as the
networks approached the fifth anniversary of
the start of their operations. Furthermore,
accounting evidence suggested that these
networks were becoming highly profitable.

Personal Communications Networks
(PCNs)

L. 16 Duopolistic competition is not always
sutticiently active to avoid the need for price
control or other forms of regulation.
additional competition is
highly desirable if the market is large enough

to sustain it, and economies of scale are not

Furthermore,

so large as to make it excessively expensive;
and competition is greatly to be preferred
over regulation. These considerations led
me to advise the Secretary of State, during
1989, to press ahead with the licensing of
additional competition in the provision of
mobile services. The Secretary of State
decided to issue additional licences to pro-
vide service on frequencies in the 1.7 to 1.9
GHz band and he asked me to advise him on
whether there should be two or three
competitors and on who should be given the
licences. 1 gave my advice at the end of




November and the names of three successful
licensees were announced soon afterwards.

1.17 The detailed work of assessing the
applications for these licences, which became
known as Personal Communications Net-
works licences, increased the enthusiasm that
my staff and [ felt about the potential of
mobile services. The applicants submitted
some admirable business plans. They pre-
sented an exciting concept of the telephone
network of the future, a network in which the
telephone sets will be carried in people’s
pockets and handbags, so that communication
is to the person rather than to a place where
the person spends some of his or her time.
Furthermore, the concept calls for small,
low-powered, handsets, used in small cells in
such a manner that a very large number of
customers could be accommodated on the
network with a satisfactory quality of service.
This produced the prospect that the number
of customers of mobile networks might reach 5
to 10 million by the end of the present decade
and prices might come down to a similar level
to those for the fixed networks.

[.18 The implication is that competition
between mobile networks and fixed net-
works will strengthen and become an impor-
tant dimension of our whole competitive
regime. The balance of prices on mobile
networks will challenge the balance of prices
on fixed networks; and some customers may
decide to rely on the mobile phone for all
their communications needs, dispensing
with fixed service. The large element of
personal control over the mobile phone is
likely to increase its artractiveness—it will
be much easier to avoid use by others when
the person liable for the bill is not present—
and other add-on services, such as voice
messaging, will enhance its market appeal.

I.19 The award of a PCN licence to a
consortium which includes MCL brings it to
a position of greater similarity to that of BT
which has been providing mobile services,

through a cellular network, since 1985.
Some commentators have noted the exclu-
sion of BT from the list of new licensees and
have concluded that BT was being excluded
from the provision of PCN-type services. In
fact, BT has not been excluded from these
services and is fully able to provide such
services through the mobile licence in the
name of Cellnet in which it has majority
ownership, as is Racal-Vodafone through its
mobile licence.

Telepoint Services

1.20 At the beginning of 1989, decisions
were also announced by the Secretary of
State on the award of four licences for the
provision of telepoint services. These scr-
vices primarily involve the use of a small
portable radio telephone to make outgoing
calls in the vicinity of base stations located
at convenient points, such as railways
stations and shopping centres, around the
BT and MCL are members of
different telepoint consortia. Telepoint ser-
vices represent another exciting develop-

country.

ment for a market segment that is different
from that of the fully mobile telephone. 1
shall want to see the regulatory framework
give every encouragement to telepoint
operators so that they have full opportunity
to develop their businesses within their
proper market segment. Telepoint services,
like mobile services, will develop in a way
thar will affect the whole competitive mar-
ket place for telecommunications. They are
likely to develop various service enhance-
ments, such as the incorporation of radio-
paging devices for receiving messages, and
the use of the handset as a cordless tele-
phone at home or in the office. As with
mobile services, the success of telepoint may
well depend on its ability to provide exten-
sive coverage at an early date.

The Role of Cable Television
Companies

1.21 Cable television is another important
part of the telecommunications industry.
Cable companies are permitted to provide




voice telephony services on condition that
they have an agreement either with BT or
MCL and to the extent that an area of
operation has been designated in a determin-
ation made by me. In making such a deter-
mination, | am instructed by the cable
companies’ licences to have regard to the
effect on the development of the cable
companies’ businesses and also on the extent
of any undue prejudice to the ability of
others—which means BT or MCL at the
present time— to provide services in the area.
By the end of 1989, three cable companies
had satisfied the conditions and were provid-
ing telecommunications services as well as
television services. They were still in the
embryonic stages of development with no
more than 1,000 or so customers among them.

1.22 However, the key development of 1989,
as regards cable television, was the clear
demonstration of its potential as a force in
telecommunications competition for the
future. After a slow start in the earlier years,
interest in the award of cable franchises
accelerated, partly because of recognition by
investors from North America of the potential
of this line of business. If the Cable Authority
awards all the franchises advertised during
1989, about two-thirds of the homes in the
country will be within a franchise area; and if
those who have expressed an interest in
providing local telecommunications services
continue to wish to do so, and are allowed to
do so, the extent of local competition will

increase sharply.

1.23 It seems clear that cable television
companies are leading contenders to provide
competition at the local level and that a key
issue for the duopoly review is the extent to
which they will be allowed to do so and the
extent to which BT and MCL, which are
not at present permitted to provide cable
programme services under their main licen-
ces, will be allowed to carry such services. I
will confine myself to two firm statements at
the present time. First, joint provision of
television and telecommunications services

is likely to be cheaper than separate provision
where cable is used as a medium and it is also
likely to be conducive to the development of
innovative services. Such joint provision
should therefore be allowed at some time, by
cable companies, or other operators, or both.
Secondly, careful economic assessment is
needed of the extent to which local compe-
tition can be effective in providing better
value for money for customers of television
and  telecommunications  services:  any
arrangements under which BT, MCL and
others should be permirted to provide services
should be designed to secure this amount of
competition.

Service and Technology

1.24 Inlooking at the future development of
technology in the
industry we must not lose sight of the fact
that most users are unlikely to care whether

telecommunications

or not their telephone call uses PCN,
cellular, cable or fixed-link technology.
Most important to users are factors such as
cost, reliability, convenience and quality of
the call. For this reason [ hope to see the
telecommunications industry increasingly
being led by considerations of serving the
customer. New developments should be used
to meet needs of importance to customers
rather than requiring users to adjust to new
technologies with no obvious benefit from
doing so. This is an important consideration
when | look at the licensing of telecommu-
nication operators. As far as possible I would
hope to make sure that the form and content
of licences do not create barriers to meeting
customers’ needs, even if they are formally
written in terms of the use of a particular
type of technology.

Liberalisation of Private Circuits

1.25 As I mentioned at the beginning of this
statement, 1989 was the year chosen by the
Government, in 1984, for a major review of
the way in which private circuits could be
used. At first, the use of private circuits was
subject to extensive restrictions. People
were not permitted to rent private circuits




from BT or MCL and use them to set up
competing voice networks. Furthermore,
although private circuits could be used to set
up private systems, including systems con-
nected to the switched public networks, the
permitted configurations were subject to
complex restrictions. All of these restric-
tions were put in place because of a percep-
tion that it was necessary to limit the
amount of activity that could bypass the
switched public networks.

1.26 In 1984, BT’s prices for private circuits
were low in relation to cost, while the prices
of switched long distance telephone calls
were high in relation to cost, generating a
surplus that was used to subsidise local
service. This pricing structure would give an
uneconomic incentive for the use of private
circuits to bypass the switched public net-
works over long distances and to set up
competing switched networks. The effect of
these activities would be to deprive BT of
part of the source of cross-subsidy for local
service, perhaps very rapidly. This would
make it necessary to put up the prices of
local service quickly. While the need for
rebalancing of prices was accepted, it was
thought preferable that it should be spread
over a considerable period of time. The five
year minimum restriction on the wuses of
private circuits was established to allow time
for this price rebalancing.

1.27 1 conducted an investigation, includ-
ing public consultation, in 1989 to assess the
case for further liberalisation of the use of
private circuits. I approached that investiga-
tion with a predisposition towards further
It seemed to me that the
complexity of the previous arrangements was

liberalisation.

a serious disadvantage because it created a
high regulatory cost. Users needed to
employ experts and undertake considerable
study to be aware of what they were
permitted to do. There is, or should be, a
principle that simple regulation is to be
preferred over complex regulation in order
to avoid this kind of cost, the most unfor-

tunate effect of which is often that people
are discouraged from doing things that
would be most worthwhile.

1.28 My investigation indicated that libera-
lisation of the use of private circuits would
now cause little loss to BT and MCL from
uneconomic bypass of the switched public
networks and the consultative exercise
showed a strong body of user opinion in
favour of liberalisation. 1 therefore recom-
mended it to the Secretary of State and he
accepted my recommendation. A new
version of the Branch Systems General
Licence (BSGL), which governs the opera-
tion of private systems connected to the
switched public networks, was issued
towards the end of 1989. It gives a generally
preferable basis for providing value added
and data services and allows liberal use of
private circuits, including use for providing
competing voice networks.

1.29 [ believe that, once a country has
decided to liberalise the provision of value
added and data services, strong forces then
exist for moving towards the complete
liberalisation of the use of private circuits, at
least after an interim period. If liberalisation
is not undertaken, a distinction has to be
made between basic services on the one
hand and value added services on the other.
This will involve a dividing line which is
arbitrary and which, however it is defined,
cannot be applied with great confidence to
actual practical cases. I believe that anyone
who gets into the business of trying to
distinguish basic services from value added
services is likely to conclude that it is not a
very satisfactory activity. Furthermore, as we
move into an era in which public networks
are becoming completely digital in opera-
tion, we have to keep in mind the impracti-
cability of regulatory distinctions between
voice and data services.

.30 Most importantly, however, the extra
competition resulting from private circuit
liberalisation is likely to vyield positive




benefits, perhaps particularly in creating the
possibility of providing innovative services,
free from the concern that some obscure
regulation may be contravened. This com-
petitive stimulus affects the provision of
service and not the operation of networks
but it is nonetheless an important change in
the regulatory scene as we move up to the
duopoly review.

The Importance of the Numbering Plan
1.31 In connection with the promotion of
competition, | want to mention the impor-
tance of the plan according to which the
public telephone networks undertake their
numbering. Numbering arrangements are
vital for the competitive market. If the
numbering arrangements make it necessary
to dial additional numbers to use the services
of some competitors, that clearly inhibits
competition to some extent, and if the
numbering arrangements are such that signi-
ficant post-dial delay is inevitable for some
competitors but not others, the effect is
worse.

1.32 Numbering also has a direct impor-
tance for quality of service. Changes in
telephone numbers have a cost and some
benefit would be obtained from having a
number that could be retained as long as the
customer wished,
premises, perhaps even from one part of the

even when moving

country to another. On the other hand,
some customers still find value in the fact
that the first part of the number gives
information about location—albeit imper-
fectly.

1.33 The operators’ licences give me an
enhanced role with respect to the regulation
of numbering beginning on 1 April 1990. In
order to prepare for this role, OFTEL has
been carrying out a major study of
numbering, to establish a basis for making
decisions about the best form of future
arrangements. We recognise that this is
going to be an important and controversial

area in the future, partly because the

demands for numbering are likely to increase
with the
nications and the proliferation of different

increased use of telecommu-

types of service. When 1 need to make
judgements about numbering, I shall make
them by weighing the needs of the compe-
titive market as well as the more direct
interests of customers in terms of such
matters as portability and conveyance of
information about location.

REGULATORY ISSUES

Price Control: Switched Services

1.34 1989 saw the first application of the
new rule for the control of prices for BT’s
basic switched services. I dealt with the
process by which
determined in my 1988 Report. The rule

the new rule was
lowers the ceiling on permitted price
increases from RPI—3 to RPI—4%Y%; reba-
lancing of prices is provided for, in the
expectation that BT will wish to increase
exchange line rentals relative to other
prices, with a limitation imposed by BT’s
undertaking to restrict the increases of
exchange line rentals to RPI+2. The price
changes for BT’s switched public service,
introduced in September 1989, were the first
changes since 1986. BT increased exchange
line rentals more or less to the limit of what
was permitted, and made relatively minor
changes in the prices of calls.

1.35 Towards the end of 1989, routine
financial information I received caused me
to become concerned about the high level of
profitability, and therefore of prices, for
international telephone calls originating in
the UK. This is an issue | locked at in 1988
during the review of the price control
formula but considered that regulatory
action was not appropriate at that time. This
is a complicated area because the high prices
to the customer are caused partly by the high
prices paid by one country to another for
delivery of international These
delivery prices can be changed only by

calls.




bilateral agreements between the countries
concerned and their existence means that
unilateral action to reduce prices to the
customer can cause an adverse balance of
payments effect. Ar the end of the year [
began an investigation of these matters,
including the possibility that I should advise
the Secretary of State to use his power under
the new Branch Systems General Licence to
permit resale of international private circuits
on certain routes.

Price Control: Private Circuits

1.36 1 said in 1988 that 1 thought a price
control was needed for private circuits and
in 1989 1 introduced such a control. I saw
this control to be needed partly because of
the wish to give customers better assurance
about the pattern of future prices and partly
in order to give BT a stronger incentive ro
improve efficiency. Although I would have
liked to establish a price cap for private
circuits at the same time as for switched
services, | was unable to do so because [
needed more information as a basis for my
decision. In particular, I wanted to have an
independent asscssment to establish the
extent to which present efficiency was
acceptable and also to satisfy mc that the
accounting methods used to measure cost—
which had been changed to the disadvan-
tage of private circuits—were acceptable.

1.37 The independent assessment was car-
ried out by a major firm of accountants in
early 1989. I then moved into a phase of
discussions with BT about the details of the
arrangements. 1Throughout these discuss-
ions, I put strong emphasis on the need for
imptovement in quality of service, particu-
larly as regards the timely provision of new
circuits and as regards fault repair. In the
end, 1 reached agreement with BT on a
package of measures which included (a) the
publication of additional quality of service
indicators, (b) provision of enhanced main-
tenance to provide round-the-clock cover
where it is not included in the basic tariff,
and (c) the introduction of a customer

compensation scheme under which cus-

tomers receive rebatcs on connection
charges if connection is not made by agreed
target dates and rebates on rental charges if
faults and down-time exceed agreed limits.
These arrangements were to be phased in
over a period, beginning in 1990 and
finishing in March 1991. The agreed price
cap is RPL price increases on private circuits
are limited to the rate of inflation. [ was
satisfied, on the basis of financial projections
supported by the independent accountants’
investigation, that this would give BT a
tough challenge in meeting its goal of
earning a satisfactory rate of return, given
the costs involved in improving quality of
service. The improvement sought in quality
If BT were not to

achicve satisfactory progress, I would find it

of service is critical.

essential to re-open the whole question of
controls on private circuits, in order to seek
a way of providing stronger incentives.

1.38 The price cap for private circuits, like
that for switched services, allows BT scope
for rebalancing and this was the cause of
controversy under BT’s first implementation
of the arrangements. BT increased the price
of 2.048 Mbit/s circuits relatively to the
price of 64 kbit/s circuits. [ was aware, from
that this
change was consistent with the pattern of
costs. Indeed, the fact that these prices had
previously been out of line was evident from

the accounting investigation,

the level of the prices per se. Nevertheless,
several users were angry at the changes.
They felt that BT’s earlier charging of low
prices for 2.048 Mbit/s circuits represented
an encouragement to users to take up thosc
circuits, and that having made heavy invest-
ments in private systems the customers
became captive in relation to the price
increases.

1.39 1 took users’ views about the price
changes very seriously and investigated the
situation in depth. 1 had to balance the
obligation on BT to be fair to customers with
the obligation on customers to conduct




searching enquiries about the probable pat-
tern of future prices, and perhaps seek
protection through long-term contracts,
before making that
depended on the future pattern of the prices
concerned. BT provides three-year contracts
as an option to customers and | could not see
any evidence that BT had misled customers,
even though [ remained concerned about

large investments

the reasons for charging an uneconomically
low price for 2.048 Mbit/s circuits in the first
place. In the circumstances, 1 concluded
thar I had no basis for taking general action
against BT’s rebalancing of the prices of
private circuits, although my staff were
continuing to investigate a number of indi-
vidual cases. I shall be having discussions
with BT in the hope of establishing ways of
avoiding similar difficulties in the future.

Quality of Service

1.40 1989 was a good year for quality of
service on BT’s switched services. BT intro-
duced its customer compensation plan on
1 April, providing for customers to be given
a firm date for the supply of new exchange
lines, for this date to be guaranteed within
two working days and for faults to be
repaited within two working days. When
these targets are not met, a minimum of £5
per working day is to be paid in compensa-
tion and higher amounts can be claimed
where financial loss can be demonstrated —
up to £1,000 in the case of residential
customers and £5,000 in the case of business
customers. These liabilities can be avoided
only where BT has done all that a reasonable
supplier could have done to meet its obliga-
tions: for example, the obligations may be
set aside where storms have caused heavy
disruption to service in parts of the country.

1.41 The improvement in performance was
particularly notable in the case of fault
repair, where, in September 1989, 86 per
cent of faults were repaired within one
working day, compared to 65 per cent a year
earlier. Good progress was also reported in
reducing congestion on the network and in
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reducing the delay in providing exchange
lines, while the serviceability of public call
boxes, which improved sharply from 1987 to
1988, was maintained at a good level. 1 was
also particularly pleased to find, through an
OFTEL survey, that customers perceived the
quality of telephone connections as having
improved —fewer faults or noisy lines were
experienced.

1.42 1 gave a good deal of attention during
the year to the quality of service on the
cellular radio telephone networks and I
commenced publication of statistics for con-
gestion. The problems that arose with
congestion, including dropped calls, were
largely attributable to a lag in investment in
the networks while, at the same time, there
was an unexpectedly large prowth in demand
for the service. I hope that the publication
of statistics, combined with the prospect of
additional competition through PCNs, will
encourage an improvement in performance

during 1990.

Handling Complaints

1.43 One of my strongest continuing cen-
cerns about the regulatory arrangements for
telecommunicartions has been their ability to
secure effective action in the handling of
complaints. [ referred to this area in my
1988 Report and said that one of my
priorities for 1989 would be to extend the
work we had undertaken on OFTEL’s pro-
cedures for handling complaints into a
discussion of BT’s procedures.

1.44 My concern continued in 1989. The
number of complaints and enquiries
reaching OFTEL increased to almost 32,000
in 1989, about one third more than the 1988
total. This number may be a small propot-
tion of the total number of people who have
some cause for dissatisfaction with the
telephone service and relatively minor
tactors can therefore cause a sharp change in
the numbers. However, one of the underly-
ing reasons for increases—the fact that
OFTEL is becoming better known to would-




be complainants—was less applicable in
1989, because OFTEL had already achieved
a high level of public awareness in 1988.
The number of complaints reaching OFTEL
is an indicator of a lack of success in BT’s
dealing with complaints itself. Furthermore,
although [ recognise that the people con-
cerned are a small minerity of BT’s cus-
tomers, | am nevertheless greatly concerned
by indications in complaints reaching
OFTEL of insufficient interest by BT in
serving the customer and of insensitive and
inconsiderate dealings with customers.

1.45 1 did continue discussions with BT
during 1989 about the need to improve its
systems for handling complaints although
progress was not as rapid as I would have
wished. However, progress was made and
BT put
improved systems at a mecting held early in

1990. This will be a subject for my 1990
Report but I can say now that 1 view

forward proposals for greatly

prospects with greater optimism as a result of
this development.

Itemised Billing

1.46 Another aspect of quality of service,
which is extremely important to customers,
is the provision of itemised billing. 1 am
pleased to report that BT made good pro-
gress in this area in 1989, with itemised
billing becoming available to 22 per cent of
its customers by the end of the year. It seems
to be well on track for making itemised
billing available to 50 per cent of its
customers before the end of 1990,

1.47 Few of BT’s initiatives and few regula-
tory actions to bring such initiatives about
are welcomed by everyone. [temised billing
is no exception. Although itemised billing
was found in an OFTEL survey to be the
change in BT’s services most strongly desired
by tesidenrial customers, it is disadvan-
tageous to some. [ was particularly sorry to
realise that itemisation would impede the
work of some charities—charities which
depend on offering confidential advice and

counselling over the telephone. 1 received
numerous representations from these chari-
ties during 1989 and considered them with
as much sympathy as possible, given my
overall duties. These charities would like to
have suppression of itemisation of certain
calls which are made by members of the
bill-payer’s household, so that the bill-payer
himself or herself does not become aware
that these calls have been made. | have not
yet found a way of mecting the wishes of the
Helpline organisations at the same time as
meeting the strong wishes of customers for
itemisation, and without either deceiving
bill-payers or compromising the integrity of
the system. However, my staff are conti-
nuing to explore the issues with the organi-
sations concerned.

Nuisance Calls

1.48 T want finally to comment on three
matters that affect the quality of telephone
services in very important ways, although
they are specialised aspects of quality in that
they do not relate to the quality of commu-
nication, fault repair, or matters of that
kind. The first of these topics is the so-called
nuisance call—a label which greatly under-
states the level of fear and disgust thar can
be experienced by the recipients of such
calls, involving, as they often do, serious
sexual harassment and other threats of
violence. I have no doubt that very strong
measures should be taken to eliminate these
calls. They are regrettably numerous and
they can reach the point at which they cause
some victims to consider having the tele-
phone disconnected. [ therefore take the
view that my duty to promote the quality of
telephone services covers the need to pro-
mote effective action in relation to these
calls.

1.49 The encouraging aspect of the problem
created by nuisance calls is that modern
technology is making it more and more
possible to take effective action against
them. Where both the originator and reci-
pient of the call are connected to digital

1




exchanges, tracing can be established rela-
tively easily, and since many of the most
objecticnable calls are repeated, this offers a
good prospect of catching the perpetrators.
At the end of 1989, BT was undertaking an
internal study to formulate a new policy for
handling these calls. I shall await informa-
tion about that policy before deciding
whether any action by OFTEL is needed,
but I shall expect BT to show a determin-
ation to use modern technology to the full in
protecting its customers from these nuisance
calls and also to demonstrate its determin-
ation forcibly through its public statements
and its treatment of individual customers
who have had these difficulties.

Telephone Selling

1.50 The second topic concerns telephone
selling calls, selling by fax and similar selling
messages. ©hese calls could be classified as
nuisance calls with a different subject matter
from those in the first category. 1 received
numerous complaints about selling calls
during 1989 —many of them reached me
personally through Members of
Parliament—and the incidence of the calls
seemed to be increasing. I therefore took the
opportunity provided by the issuing of a new
Branch Systems General Licence, discussed
above, to advise the Secretary of State that
regulation should be introduced against
unsolicited telephone selling. He accepted
The focus is to allow the
customer choice. A tegulation in the new

this advice.

Branch Systems General Licence allows
customers to scrve notice on an organisation
requiring it to stop making telephone selling
calls or sending junk faxes’ and it puts an
obligation on the sender to comply with
customers’ wishes. It also provides for me to
recognise a register of people who do not
wish to receive telephone selling calls or
junk faxes and creates an obligation on the
makers of such calls to consult the register
and respect the wishes contained in it. No
arrangements can be completely effective
against telephone sclling or junk faxes but

[ hope that these arrangements will
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significantly help the customer and reduce
the nuisance to a much lower level than in
the past.

Premium Rated Services

[.51 Any regular reader of my Annual
Reports will be aware that Chatline services,
‘One-on-One’ services, and recorded mes-
sage services have been the subject of a
continuing thread of concern over a pro-
longed period. I have been concerned about
the way in which these services expose
customers to the risk of unexpectedly large
bills from unauthorised use of their tele-
phones and [ have also been concerned
about the danger that these services can
diminish the quality of telephone service by
subjecting vulnerable people to—or encou-
raging them to participate in—obscenity,
pornography and other hazards.

1.52 1 had proposed, in 1988, that these
risks could be reduced by creating a rule that
some of the services should be available only
where customers had ‘contracted-in’ for
them—had signed a form saying that they
were wanted—and subject to itemised
billing. 1 made a reference to the Monopo-
lies and Mergers Commission during 1988,
suggesting the introduction of such regula-
tion. I published the report of the MMC
early in 1989. They agreed with me that
these services were acting against the public
interest but they took the view that my
proposed remedy was too strong. They noted
that the immediate effect would be to cause
the cessation of the services concerned and
they took the view that the detriment to the
quality of telephone services caused by these
services was not sufficiently great to warrant
their cessation. They therefore recommended
that the services should be controlled
through a code of practice which provided
for the establishment of a fund to protect
bitl-payers from large bills through unauthor-
ised use and for other protections relating to
the content of conversations, advertising

and so on. The MMC also expressed the

view that the present voluntary code of




practice for recorded message services was
working satisfactorily and that no further
action was needed at the present time in
relation to these. I am nevertheless aware
that some difficulties are arising because this
voluntary code does not provide the same
compensation arrangements as the codes for
live conversation services. I am kecping this
aspect of matrers under review.

1.53 1 worked to implement the recom-
mendations of the MMC and I recognised
codes of practice for the provision of
Chatline and One-on-One services in
December. These codes were intended to
give strong protection to the customer.
With tegard particularly to the danger of
large bills from unauthorised use, 1 insisted
that the codes should contain strong provi-
sions for payment of bills through a compen-
sation fund with the balance of doubt being
given to the customer when the evidence
was unclear about whether or not a bill had
arisen because of unauthorised use of these
services. The codes also contained strong
requirements for the monitoring of chatlines
and I amended the licences of the public
operators to give me the aurhority to require
the discontinuation of service to service
providers who fail to comply with the
requirements of the codes and also to give
me power to withdraw recognition of a code
if it is not doing its job effectively.

.54 Some people expressed disappointment
that 1 was unable to go further and imple-
ment the arrangements 1 had originally
proposed but [ believe that the correct
course, in the context of my statutory
position, is for me to work hard ar making
the arrangements recommended by the
MMC successful and give them a fair chance
to demonstrate their effectiveness. As a first
step to this end I said that 1 would review the
operation of the codes after they had been in
effect for three months and [ shall carry out
this review with strong attention to the
protection of customers.

1.55 1 was extremely concerned about the
position of the relatively small number of
customers who had incurred large bills
through unauthorised use before regulatory
arrangements could be introduced to protect
them. In some cases the bills are so large
that the customers have no real prospect of
paying them and the effect has been for the
customers concerned to be encumbered with
debt for the foreseeable future. This must be
highly demoralising and I cannot help being
concerned about whether it is reasonable for
a supplier to expose its customers to this
kind of risk without any warning so they
cannot take steps to protect themselves. I
am seeking legal advice about the possibility
that customers may be able to have these
bills set aside and 1 intend to publish
information about the advice I receive.

Overseas Relations

1.56 One of the great pleasures of the
position of OFTEL is that we have a large
number of contacts with people from over-
seas who are interested in exchanging views
about new approaches to policies for tele-
communications. | always feel that I learn
something from these exchanges and 1
believe that we have a useful contribution to
make to international debates because of our
telatively great experience of the introduc-
tion of competition. Furthermore, joint
ventures, involving partners from different
countries, are becoming much more com-
mon in telecommunications. The UK has
opened its markets to overseas companies in
several areas and we are enthusiastic about
the contribution that they are making to our
economy. | hope that by explaining the
benefits we are gaining from our approach, I
can encourage other countries to follow a
similar course and thereby open opportuni-
ties for British companies to apply their
experience, gained in the liberalised British
markets, to bring economic benefits to those
other countries. | must, of course, also be
alert to the likely effect on telecommu-
nications in the UK of decisions made in
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international fora, such as the European
Community and the International Telecom-
munications Union (ITU).

1.57 1 was delighted to be invited to visit
India, early in 1989, to give the first
Jawaharlal Nehru Memorial Lecture on
Telecommunications, at the invitation of
Videsh Sanchar Nigam, the Indian Interna-
tional Telephone Company. 1 was also
pleased to be invited to give speeches at the
Center for Strategic International Studies in
Washington, at the annual conference of
the US National Association of Regulatory
Utility Commissioners, and in Australia,
Hong Kong, Macau and New Zealand, as
well as in Western Europe. I welcomed
numerous visitors to OFTEL, including,
notably, delegations from Hungary and
Poland.
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CONCLUSION

1.58 1 always like to conclude my reports by
thanking my staff for their good work during
the year. It is difficult to find fresh words for
the purpose, but my thanks are sincere. I
count myself fortunate to have such an able
team and such a conscientious one. | am well
aware that they work under great pressure
because the volume of business we must
handle constantly increases. I was particularly
pleased to be able to welcome to the team,
during 1989, two new policy advisers—Fod
Barnes, previously with the National Con-
sumer Council, and Stephen Finch, a former
chairman of the Telecommunications Man-
agers Association. They will strengthen the
voice of the customer within OFTEL and help
us to achieve our overall objective which is to
foster the provision of good value for money to
the customer.




PUBLIC
TELECOMMUNICATIONS
OPERATORS (PTOs)

t the beginning of the year there were
17 PTOs—three licensed to provide

fixed telecommunications services other
than cable television {BT, MCL and King-
ston Communications), two cellular radio
operators (Cellnet and Racal-Vodafone) and
twelve broadband cable operators. During
1989 a further 14 broadband cable operators
were licensed (see Appendix 5) and BT was
issued with a further PTO licence allowing it
to carry out a limited rtrial of integrated
broadband technology in Bishop’s Stortford
(see paragraph 2.29).

2.2 During 1989 there were two significant
developments which will affect the number
of PTOs. One was the identification of three
consortia to provide personal commu-
nications networks (see paragraphs 2.26 and
2.27). They are likely to be licensed as
PTOs during the course of 1990, with
services beginning in 1992, The other
development was the greatly increased inter-
est in licences to provide cable television
services. By the end of 1989 a total of 135
franchises had been awarded or had been
advertised by the Cable Authority. When
each successful applicant has received a
PTO licence under the Telecommunications
Act there will be a dramatic increase in the
number of local broadband cable licensees,
each of which is a potential new competitor
for the provision of a wide range of local
telecommunications services.

2.3 Although these developments can be
expected in time to lead to more effective

competition, there remain areas where com-

petition is not yet effective and where
OFTEL may need to take regulatory action
to protect consumers. Such action may
include the modification of licences to
introduce new rules (see below) or discuss-
ions with PTOs which result
practices being changed voluntarily. OFTEL

in their

also has a responsibility to ensure that
licensees are complying with the conditions
of their licences and to take enforcement
action where licence breaches are contin-
uing or are likely to be repeated. A number
of complaints were investigated during 1989
but no formal orders under section 16 of the
Act were necessary for the purpose of
securing compliance with the conditions of a
PTO licence.

2.4 BT has continued the process of
modernising its network and has increased
the range of services offered to its customers.
Competing PTOs
develop strongly in 1989 and their activities

have continued to
are described in more detail in paragraph

2.10 et seq.

Licence Modifications

2.5 During the course of the vyear the
Director General made a number of modifi-
cations to PTO licences with the agreement
of the licensees. The original price control
rule in BT’s licence was the RPI—3 formula
which controlled a basket of prices consist-
ing of residential and business exchange line
rentals and directly dialled inland calls
(except from call boxes). With effect from
1 August 1989 the price control rule has been
tightened to RPI—4.5 and the basket of prices
covered by the control has been extended to
include charges for operator-assisted calls
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from subscribers’ telephones and charges for
services previously provided ‘free’, such as
the Directory Enquiry service, for which
separate charges may be introduced. The
new rule will apply for four years, until 31

July 1993.

2.6 later in the year BT’s licence was
further modified to include, for the first
time, a price control rule for private circuits.
This restricts the amount by which BT may
increase prices for a basket of services—
including all its main inland private circuit
services—to the annual increase in the RPI.

This rule will also apply until 31 July 1993.

2.7 A condition in the licence of Kingston
Communications, which obliged the licen-
see to give the Director General six weeks
notice of proposals for amending telephone
call charges and charges for the provision
and maintenance of exchange lines, has
been renewed until 31 July 1993,

2.8 Conditions in the licences of both BT
which

required each licensee to have a uniform

and Kingston Communications,

tariff for the installation and maintenance of
certain exchange lines, have also been

renewed until 31 July 1993,

2.9 New conditions were introduced into
the licences of BT, MCL, Kingston Com-
munications, Cellnet and Racal-Vodafone
to control the provision of Chatlines and
certain other premium rated services (see
paragraphs 2.81 to 2.89). The Director
General’s action in modifying the conditions
of BT's licence was the subject of an
application for judicial review.

MERCURY
COMMUNICATIONS
LTD (MCL)

2.10 MCL’s licence required it to establish
network distribution nodes at 19 named
towns or cities by 5 November 1989, five
years after the grant of the licence. By that
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date MCL’s network reached a total of 75
towns and cities including all those specified
in the licence.

2.11 MCL continued to expand the range
and availability of its services during 1989.
In June and September MCL brought into
operation optical fibre links to France and
the Netherlands respectively. These were
MCLs first international cables into Europe
directly connected to its network. During
1989 other direct routes for telephony
service were opened to twelve countries,
including West Germany, France, Ireland,
Switzerland, Belgium, Denmark, Norway
and Sweden. In August the company signed
an agreement with Cable Camden for it to
provide MCL telephone services in its
licensed area. In September the company
entered the premium rate services market for
the first time using 0839 as its access
number.

2.12 1989 saw MCL adding further call
boxes to its network and by the end of
December it had 373 in operation. New
areas covered by MCL call boxes included
Bristol, = Manchester,  Glasgow  and
Edinburgh. A further expansion of these
services was made possible when in October
MCL concluded an agreement with Paytelco
for it to install payphones bearing the MCL
logo on private sites throughout the country.

2.13 MCL also launched three new city
cable schemes during 1989. Local networks
of high capacity optical fibre cable have
been installed in Edinburgh, Glasgow and
Leeds which will enable business customers
in those cities to be linked directly into
MCL’s all digital national network by
optical fibre as well as by digital microwave.

2.14 During the course of the year MCL was
involved, either directly or through its
holding company Cable and Wireless ple, in
two separate consortia chosen to operate




telepoint services and personal commu-
nications networks (PCNs). The telepoint
service was launched in December 1989.

2.15 OFTEL has continued to be involved
in questions concerning the interconnection
of MCL’s and BT’s networks. The 1986
agreement covering telephony interconnec-
tion provides for the Director General to
determine amendments to the agreement
where there has been a material change of
circumstances since it was signed. In July
1989 the Director General determined
amendments to be made to the agreement
which had the effect of providing access
from BT customers to premium rated ser-
vices provided on MCL’s network.

2.16 The Director General also considered
whether, as MCL had requested, he should
make a determination under Condition 13
of BT’s licence to require BT to comply with
its obligation under the interconnection
agreement to provide extended ingress—
that is to provide its customers with rhe
possibility of gaining indirect access to
MCL’s trunk network from areas outside the
immediate vicinity of points of connection.
However, after discussion with BT, the
company agreed to make the necessary
engineering changes and no determination
was necessary. In order to avoid further
delay while terms were agreed, the parties
agreed to go ahead on the basis that the
Director General would decide the charges
in accordance with Condition 13.5(a) of
BT’s licence after the changes had been
made. Extended ingress is now available on
BT’s network from any area which is within
a local call of a point of connection. As a
result of these developments access to
MCL’s network is now available to about 75
per cent of the population.

2.17 During the year the problems of con-
gestion on calls from MCL’s network to
customers on BT’s network, which had been
experienced in 1988, did not recur. At the

Director General’s prompting the parties
agreed on arrangements for detecting and
remedying any congestion that might arise
in future.

KINGSTON
COMMUNICATIONS
(HULL) PLC

2.18 In 1989 Kingston Communications
(Hull) plc continued to improve and expand
its services both within and, so far as its
licence permits, outside its licensed area. It
began to offer a 64 kbit/s integrated digiral
access service which will be available to
95% of Hull’s business community. Other
new services offered on the network during
1989 were calls to MCL's premium rate
services and calls via MCL to the Racal-
Vodafone network.

2.19 Towards the end of the year Kingston
Communications signed an agreement with
Cincinnati Bell to market its software-based
support services and systems. These systems,
which are used for such applications as
billing and network management, will be
offered to fixed link and mobile network
operators in Europe. The company is now
offering consultancy services to cable com-
panies on all aspects of the business includ-
ing the preparation of a franchise bid, advice
on legal and regulatory issues and the design
of the network. It
independent consultancy work on PABXs

is also involved in

and networking.

2.20 During the year charges for national,
regional  and
increased by an average of 15%, the first
than three
Exchange line rentals and maintenance

international calls  were

increase  for more years.

charges also went up.
2.21 Kingston Communications was part of
two separate consortia which applied for

licences to act as telepoint and PCN opera-
tors. Neither application was successful.
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CELLULAR RADIO

2.22 The cellular mobile radio networks
operated by Racal-Vodafone and Telecom
Securicor Cellular Radio (Cellnet) conti-
nued to grow during 1989. By the end of
1989 there were approximately 870,000
subscribers registered on the networks, an
increase of 400,000 on the previous year.

2.23 During the year Racal-Vodafone had
discussions with various disabled groups with
a view to starting a scheme under which
disabled drivers would be provided with a
mobile car phone with a restricted service.
Such a unit can receive calls in the normal
way but outgoing calls are restricted to cither
the emergency services via ‘999" or a special
helpline set up by Racal-Vodafone.

2.24 During 1989 there was an increase in
complaints about cellular radio. One area
causing concern was the quality of service
provided by the two operators. In May the
Director General issued a report on quality
of service and announced his intention to
publish statistics on a regular basis in the
hope that publicity would encourage the
operators to improve the service provided.
The first statistics were published during the
second half of the year.

2.25 OFTEL also published its own guide to
cellular radio. The purpose was to help those
considering becoming cellular customers to
decide on their choice of network and
service provider. Copies of A Guide to
Cellular Radio are available from OFTEL,
free of charge.

PERSONAL
COMMUNICATIONS
NETWORKS

2.26 The initiative towards the launching of
personal communications networks (PCNs)
in the UK began with the publication of the
DTTD’s discussion document Phones on the
Mowe in January. This described the concept
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of a versatile public mobile telephone net-
work offering a range of services using digital
technology and operating in the frequency
range 1.7 to 2.3 GHz. It invited industry to
put forward innovative ideas for the use of
this area of the radio spectrum which had
not previously been assigned to mobile

Applications for PCN

licences were subsequently invited and in

communications.

due course eight proposals were assessed by
OFTEL. On 11 December 1989 the Parlia-
mentary Under Secretary of State for Indus-
try and Consumer Affairs announced that,
on the Director General’s recommendation,
licences would be awarded to Mercury
Personal Communications Network Ltd
(whose shareholders are Cable & Wireless
ple, Mortorola Ltd and Telefonica), a con-
sortium (now known as Microtel Commu-
nications Ltd), led by British Aerospace,
{whose shareholders are British Aerospace
(Space Systems) Ltd, Pacific Telesis UK
(PCN) Ltd, Millicom (UK) Ltd, Matra
Communication and Sony), and Unitel Ltd
(whose shareholders are STC ple, Thorn
EMI ple, US West and Deutsche Bundespost
Telekom),

2.27 The PCN operators plan to start ser-
vice in 1992. Their services are expected
initially to compete with the services then
being offered by the two existing cellular
operators, Cellnet and Racal-
Vodafone, but if they develop as hoped they

radio

may eventually provide a competitive alter-
native to the fixed telephone network.

PTO CABLE SYSTEMS

2.28 1989 was a year of greatly increased
activity in the area of broadband cable
networks. The number of broadband cable
operators licensed under Section 7 of the
Act and specified as Public Telecommu-
nications Operators increased from twelve to
twenty-six (see Appendix 5). This compares
with an increase of only two in 1988. The
growth of the broadband cable industry in




the UK is expected to continue in 1990 with
an even greater number of licences likely to
be issued.

2.29 In addition, BT was granted a licence
on 21 October 1989 to carry out a trial in
part of Bishop’s Stortford on the integration
of television and telecommunications ser-
vices over an optical fibre nerwork. The
licenice lasts until 31 December 1992.

2.30 The licence of each cable operator
includes a timetable which must be achieved
in building their networks. The relevant
condition in the licences makes provision
for the Director General to modify the
interim milestones if he is satisfied that this
will enable the licensee to comply more
easily with the obligation to complete the
network by the
December 1989 four such modifications

prescribed date. In

were made. They relate to the franchises
covering Tower Hamlets and Newham,
Kensington and Chelsea, Ealing and
Andover. As the vear ended it became clear
that several other licensees would miss
deadlines in their licences, including some
who would have failed to comply with the

final date for completion of the network.

2.31 During 1989 the Director General
made a further four determinations permit-
ting cable operators to provide voice tele-
phony services within parts of their franchise
areas in competition with BT and MCL. In
February 1989 Windsor Television Ltd was
granted a determination which extended the
area in which the company could provide
voice telephony services from a small area
containing some 560 potential subscribers to
an area covering over 60 per cent of its
franchise and including a total of about
59,200 businesses and homes. In July 1989 a
determination was signed for East London
Ltd—holder of the

Tower Hamlets and Newham franchise—

Telecommunications

allowing the company to exrend its small
trial on the Isle of Dogs to caver over 250

businesses and also to offer service to a small
residential development at Limehouse
Basin. During August and September 1989
determinations were made permitting Cable
Camden Ltd to offer telephony service to
over 3,000 businesses and homes in Cam-
den. These determinations, which are made
under Condition 15 of the cable operators’
licences, define the areas within which
voice telephony services must be provided to
every person who requests their provision.
In each of the three franchises services are
provided in conjunction with MCL.

2.32 Throughout the year OFTEL reviewed
the many applications received by the Cable
Authority for new franchise areas and sub-
mitted advice to the Department of Trade
and Industry and the Cable Authority on
the licensing of applicants under the Tele-
communications Act.

2.33 The Cable Authority awarded 28 new
cable franchises during the year and the
position at the end of 1989 was:

PTO licences issued (of which

14 systems were in operation) 26 (12)
Franchises awarded, but PTO
licences not vet issued 31 (18)
Franchises advertised, but not
yet awarded 78 (15)

Figures in brackets show the position at the
end of the previous year.

REPRESENTATIONS

2.34 During 1989, OFTEL received 2,487
complaints and enquiries concerning PTO
licensing and related issues, most of which
were about BT. These are representations
which relate to possible breaches of PTO
licences, or which raise issues that may
result in licence modifications, and are
representations

distinct from from con-

sumers about the service they have received
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from BT; this latrer group is dealt with in
paragraphs 4.2 to 4.4. The 1989 total
compares with 1,983 for the previous year,
representing an increase of 25 per cent.

2.35 An analysis of the representations is
given in Appendix 1. In 1989, the number
of representations concerning BT which
related to tariffs and charges was 505, a
reduction from 699 in 1988.

2.36 This reduction was largely due to the
fact that an unprecedented number of com-
plaints had been received in 1988 about
Prestel price increases. Representations con-
cerning the supply and maintenance of
wiring and apparatus rose slightly from 296
in 1988 to 327 in 1989. There was a fall in
representations alleging unfair competition
—from 98 in 1988 to 47 in 1989 —while
those concerning payphones, equipment
approval and the ‘999 service or priority
fault repair tremained at a relatively low
level.

2.37 The most significant increase was in
the volume of complaints and enquiries
about Chatlines and other recorded message
services on BT’s network. These amounted
to some 400 of the representations which are
included under ‘Other’ in Appendix 1.

2.38 The number of representations about
mobile services also increased noticeably
with 541 representations received during
1989, compared with 249 in the previous
year. Complaints and enquiries about MCL's
services increased from 69 in 1988 to 85 in
1989, reflecting the company’s continued
growth. The figure for Kingston Commu-
nications fell slightly to 7 in 1989. OFTEL
received 5 complaints regarding cable PTOs
during 1989. These related to the siting of
apparatus, an alleged infringecment of the
Telecommunications Code, and the quality
of voice telephony services.

2.39 Three complaints were received con-
cerning the operation of BT’s Signatory

20

Affairs Office, which is responsible for
handling requests for leased space segment
capacity provided by INTELSAT and
EUTELSAT (sce paragraph 3.21). As a
result of these complaints BT made a
number of minor changes to its internal
procedures. Representations  were  also
received about the regulatory restrictions on
the reception of satellite signals. Some of
these restrictions have now been removed

(see paragraph 3.20).

ENHANCED
MAINTENANCE AND
PRIORITY FAULT REPAIR
SERVICES

2.40 BT's customers entitled to priority fault
repair (PFR), eg emergency organisations,
and others who choose to pay for a higher
level of maintenance than is provided under
the standard contracts now have a wider
choice of options.

2.41 BT is offering ad hoc out-of-hours repair
service, to be paid for as and when required
rather than by pre-subscription, to residen-
tial customers in cases of domestic distress
where the loss of telephone service would
cause additional hardship. The price of this
service is based on BT’s published time-
related charges. It is possible that the service
will be extended so as to be generally
residential
ie not only in circumstances

available to customers on
demand,

involving emergencies.

2.42 During 1989 BT introduced the Total-
Care Alternative Payment Option. This is
available on certain large/medium switches
(but not exchange lines for the present) and
provides ‘TotalCare’ (24 hours a day) cover
with a guaranteed response within four
hours, but at a lower standing charge than
normally applies for TotalCare service.
However, if the customer requests on-site
tault arrention outside normal working hours
a call-out charge of £150 is raised. As part of




its plans to make available more flexible
maintenance options BT now also offers a
service for customers to contract for
TotalCare only on those of their PBX lines
which are used for night service operation,
leaving the rest to be covered by ‘Prompt-
Care’ or ‘Standard-Care’.

2.43 OFTEL will be keeping the develop-
ment of these services under review during

1990.

REVIEW OF 999
EMERGENCY CALL
ARRANGEMENTS

2.44 Public and professional confidence in
the ‘999" telephone call service is a vital
necessity, and the Director General is
determined that OFTEL should play its part
in ensuring that an efficient service is
maintained. With this in mind OFTEL
initiated a full review of the service in 1989.
The review is being catried out by a working
group comprising representatives from
OFTEL, the PTOs, the Emergency Authori-

ties and relevant Government Departments.

2.45 The terms of reference for the review
include an examination of the ways in which
BT, MCL, Kingston Communications,
Racal-Vodafone and Cellnet satisfy their
operating licence obligations to provide the
public with emergency call facilities (the
‘999 service). Consideration will also be
given to whether the methods currently
emploved constitute the most appropriare,
efficient and cost effective way of providing
the service; or whether it would be possible
to improve the service taking account of
current technical developments. Finally, the
review will examine whether, in the light of
the proliferation of new telecommunication
services, it is appropriate that all such
services should be obliged to provide ‘999’
facilities.

2.46 After this phase of the review it may be
appropriate to carry the review a stage

further and consider whether the current
financial arrangements for funding the ‘999’
service remain appropriate in present cir-
cumstances or in the light of possible future
changes.

NUMBERING

2.47 In July the Director General published
a consultative document containing the
preliminary findings of the consultancy
study commissioned from Ovum Limited
entitled Numbering for Telephony Services into
the 21st Century. The study confirmed that
the national numbering plan in its present
form was reaching the end of its useful life
and would need modification if a shortage of
numbers was to be avoided. [t evaluated a
number of options and recommended serious
consideration of an option under which an
additional leading digit would be added to
all switched telephony numbers to increase
capacity and indicate the service called. In
publishing the document, the Director Gen-
eral invited comments from the public and
at the end of the year the considerable
number of responses was being evaluated.
Ovum is also examining ways of adminis-
tering a new numbering scheme and it is
expected that the results of this further work
will be published in due course.

2.48 During 1989 the Telecommunications
Numbering and Addressing Board Limited
(TNAB) was approved as the body through
which PTOs must consult, as required by
their licences, about proposed changes to
their numbering plans. The members of this
body include all PTOs subject to this
requirement, together with representatives
of users of telecommunications services and
manufacturers  of  telecommunications

apparatus.

2.49 One of TNAB’s first tasks was to
consider BT’s proposal to change London’s
code from 01 to 071/081. It recommended
support for this change and the Director
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General subsequently informed BT that he
was satisfied that the proposals met the
criteria set out in Condition 34.5 of its
licence. The split took place on 6 May 1990,
TNAB is at present looking at the future UK
requirements for numbering capacity with a
view to recommending an overall scheme to
enable enough numbers to be available to
meet requirements into the 21st century.

2.50 During 1989 OFTEL published a paper
outlining future arrangements for the allo-
cation of Data Network [dentification Codes
(DNICs). As a result, a number of applica-
tions for DNICs has been received and
where appropriate OFTEL has arranged for
allocations to be registered with the Interna-
tional Telegraph and Telephone Consul-
tative Committee (CCITT). At the end of
the year a total of six DNICs had been
registered.

PRICES

Controlled Prices

2.51 In September, BT announced the first
set of price changes for its main telephone
services under the new price control rule
which took effect on 1 August. These were
the first price changes for exchange line
and dialled
November 1986 and the first increase in the
average price of those services since Novem-

ber 1985.

rentals inland calls since

2.52 The new rule limits the average annual
increase in the prices of a basket of
services—domestic and business exchange
line rentals, directly dialled inland calls, and
the main operator-assisted services—to a
figure 4.5 percentage points below the
change in the Retail Prices Index (RPI). The
increase in the RPI for the year ended 30
June 1989 was 8.3 per cent and therefore the
ceiling on BT’s price increases was 3.8 per
cent. The set of price changes introduced by
BT in September amounted to an average
increase of 3.2 per cent, which meant that
BT had met its licence obligations. In
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November, BT announced that the number
of concessionary days on which cheap-rate
telephone calls can be made all day would be
reduced from eight to three per year. This
increased the price rises to 3.5 per cent, still
within the ceiling. Individual prices within
the basket are not controlled, buc BT
complied with its undertaking not to
increase either exchange line rentals or
connection and takeover charges by more

than RPI+2 in any year.

2.53 BT’s September price changes included
the transfer of 87 routes which were pre-
viously classified as ‘b’ to the less expensive
‘b1’ category. OFTEL had examined in
detail the justification for the distinction
between the prices charged on ‘b’ routes and
those on ‘b1’ routes at the time of BT’s 1986
price changes. The conclusion was that,
taking the sets of routes as a whole, there
was sufficient difference in the cost of
carrying calls on the routes classed as ‘b1’ to
justify a discount broadly equivalent to that
given and that, in choosing which tariff is to
apply to each route, BT applied objective
criteria {referring essentially to the volume
of the traffic and the complexity of the
routing). BT is still using the same criteria to
choose between charging categories, and the
87 new routes now qualify as ‘b1’ because of
the substantial rise in the volume of trunk
traffic over the last three years. However,
BT accepts that the criteria used lead to
some anomalies and are becoming increas-
ingly outmoded as the digitalisation of its
network proceeds. BT is now working to
establish methods of pricing which are more
appropriate to the way in which costs fall in
its modernised network, taking advantage of
the opportunities for more flexible pricing
made possible by the new technology.
Progress in this respect is being kept under
review.

Private Circuits
2.54 When BT was privatised in 1984, its

operating licence included a rule which




the prices of
exchange line rentals and directly dialled

controlled, in aggregate,
inland calls except for payphones ({see
above). The prices of private circuit services
were not controlled, principally because at
that time private circuits were seriously
underpriced both in relation to the costs of
providing the service and in relation to the
public switched telephone network. BT
sought to put this right by making annual
increases in prices in excess of the rate of
inflation and by changing the structure of its
tariff with the aim of relating individual
prices more closely to cost.

2.55 Until early 1988, OFTEL’s view was
that BT’s strategy was broadly justified, in
that BT was not charging prices which were
excessive in relation to costs. However, BT’s
proposals for further price increases, and
continuing complaints from users about the
quality of service, gave rise to concern that
BT did not have sufficient incentive to
improve the efficiency of its private circuit
business. Competition remains somewhat
limited because, although MCL is making
important inroads in the market for digital
services, BT’s analogue circuits still account
for a large majority of the installed base.

2.56 The Director General decided, there-
fore, on a comprehensive review of BT’s
private circuit business with three objecrives
in mind: the establishment of a price cap;
the publication by BT of quality of service
statistics and targets; and the establishment
of arrangements to compensate customers
for certain aspects of poor service.

2.57 The review was completed in 1989,
and included a review by independent
Ross) of BT’
accounting methods and efficiency to estab-
lish that BT’s methods of cost allocation
were reasonable and that the company was

consultants  (Touche

making sufficiently stringent assumptions

about the prospects for increases in effici-
ency and productivity.

2.58 The Director General then entered
into discussions with BT about the form of
price cap to be introduced and the measures
for improving the quality of service. Given
the substantial investment necessary to
secure improved levels of performance, and
the importance which users attach to this,
the Director General reached agreement
with BT on a package of measures with three

main elements:

(a) the introduction of a price cap under
which further increases in BT’s main
inland private circuit prices will, on
average, be limited to rhe actual
increase in the RPI (see above);

(b) a firm commitment from BT to an
improved quality of service, includ-
ing the publication of the following
indicators from April 1990:

® percentage of circuits installed
by standard time;

® percentage of faults cleared by
target time;

® 3 measure of the number of
private circuit faults (including
short breaks) per circuit;

® 3 measurc of the amount of
down-time as a percentage of
total time; and

(c) a compensation scheme which will
give customers reduced charges
when BT fails to meet its targets for
fault repair or the provision of
service.

2.59 The ‘basket’ of services controlled by
the price cap includes all BT’s main inland
domestic private circuits currently provided
published rtariffs. The

General concluded that it would not be

under Director

appropriate to control the prices of
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individual services within the basket. There
is still some rebalancing to be done before
the prices of certain services reflect the costs
ot provision. Moreover, the balance of
prices justified on economic grounds is likely
to vary over time in a complex manner
which is difficult to predict. OFTEL will
investigate any particularly steep price
increases which may occur and will take
further action if they prove to be excessive
in relation to costs.

2.60 The quality of service targets are linked
to BT's new compensation scheme, which
will give customers reduced charges for poor
service. It will cover both maintenance and
installation. Compensation for delayed fault
repair is to be introduced in 1990 (in April
for digital circuits and in September for
analogue circuits) and will be structured
round BT’s levels of maintenance. There
will be three levels of service, one of which
wili be included in the standard tariff. For
customers on ‘ToralCare’, compensation—
as a reduction of the following vyear’s
rental —will be paid if circuit faults are not
repaired within five clock hours of the fault
being reported. For customers on ‘Prompt-
Care’ and ‘StandardCare’ the targets are ten
working hours and two working days,
respectively.

2.61 Installation targets set by BT are 20
working days for narrowband and 60 work-
ing days for wideband circuits. Schemes to
pay compensation for failure to meet these
targets will be introduced over the period
from April 1990 to April 1991. Until the
full scheme is under way BT cannot commit
itself to installing certain types of circuit
(new Megastream provision) within 60 days
but will undertake to install the circuit by a
delivery date promised to the customer, and
will give a rebate if that date is missed.

2.62 Although the actual levels of compen-
sation provided under the scheme are rela-
tively small, the cost of the scheme to BT is
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likely to be significant as a proportion of
private circuit profits, and the company will
not be able to make satisfactory returns
unless it does improve performance. Never-
theless, OFTEL will be keeping BT's per-
formance under review and will consider the
need for stronger financial incentives if
necessary.

2.63 At the end of the year the details of
BT’s new contract terms for private circuits,
which incorporate the new compensation
arrangements, were still under discussion.

Other Prices: Charges for Direct
Dialling In (DDI) Facilities Provided
to Multiline IDA (Integrated Digital
Access) Customers

2.64 OFTEL received complaints relating to
the high cost of obtaining DDI over IDA
lines. BT’s charge for this service was the
same as if it were being provided over
analogue lines but, whereas analogue provi-
sion requires additional hardware at BT’s
exchange, DDI provided over IDA lines is a
software feature.

2.65 OFTEL queried with BT the rationale
behind charging the same price for both
methods of provision and as a result BT
agreed to review DDI charges, including the
scope for unbundling charges for analogue
and digital delivery. At the end of the year
BT renamed the multiline IDA service
ISDN 30 and announced a number of
reductions in charges including that for
provision of DDI. OFTEL is examining
these new charges.

Other Prices: Permanent Vision
Circuits and Outside Broadcast
Services

2.66 In May 1989, OFTEL commenced a
detailed investigation of BT’s charges for the
leasing of Permanent Vision circuits and for
outside  broadcast services. This was
triggered by a number of complaints both
from broadcasters and from facility houses
which use these Substantial

increases in rentals for Permanent Vision

services.




circuits had been announced by BT, effect-
ive from 1 April 1989, OFTEL wished to be
satisfied that BT, as a monopoly provider of
these services, would not make an excessive
rate of return on capital employed and
discussions were continuing at the end of the
year.

2.67 BT has accepted that the tariff struc-
ture for its outside broadcast services is no
longer adequate to meet the needs of the
new generation of broadcasters, having been
formulated in the early 1970s when demand
for the services was more predictable. At the
end of the year, BT had made some interim
changes and was reconsidering the tariff
structure as a whole with the aim of making
it more flexible in order to reflect properly
the costs of providing service to customers
with differing requirements.

Other Prices: Exchange Line Rentals
2.68 OFTEL has continued to receive repre-
sentations about BT’s policy regarding the
classification of exchange lines as ‘business’
or ‘residential’ and has secured BT’s
agreement that it will publish, in its Code of
Practice for Consumers, clear guidelines for
classifying exchange lines. Discussions on
the guidelines were continuing, and OFTEL
will need to be satisfied that they are fair and
applied objectively.

Other Prices: Rental for BT Telephone
Handsets

2.69 Following
about BT’s charges for renting a simple
telephone handset OFTEL’s preliminary ass-
essment suggested that there were grounds
for taking the matter up with BT. The
majority of telephone users--those with a

several  representations

plug-in master socket—are, of course, free to
obtain their telephones from a wide variety
of sources if they do not like BT’s rental
terms. However, for the significant minority
who do not yet have plug-in master sockets,
the cost of conversion raises a barrier which
creates a limited pocket of menopoly power,
BT has the potential to raise its prices

somewhat beyond the fully competitive level
to the point at which pcople would prefer to
incur the cost of conversion to a master
socket rather than continue to rent a BT
telephone. BT has been asked to provide
information to enable OFTEL to assess
whether the charge is excessive.

SERVICE OBLIGATIONS

BT’s Contract Terms and Conditions —
Telephone Service

2.70 Last year the Director General reported
that he had reached agreement in principle
with BT that it would accept limited liability
for failures to provide setvice, or repair
faults, by a target date.

2.71On 1 April 1989, following more
detailed discussions with OFTEL, BT intro-
duced a revised telephone service contract,
shorter and in clearer language than its
previous contract, setting out its liability
and the limitations and exclusions from
liability. Broadly, BT will now accept
liability if it fails to provide an exchange line
within two working days of the date agreed
with the customer or if service is not restored
within two clear working days of a reported
line failure. Where BT does not meet these
targets, the customer can claim £5 for each
working day from the date liabilirty arises
until such time as the line has been installed
or the fault repaired. Alternatively, if the
delay has caused actual financial loss to the
customer, and where this can be proved,
compensation of up to £5000 for a business
line or £1000 for a residential line may be
claimed, up to a maximum of £20,000.
However, BT will not be liable where it is
unable to gain access to the premises: nor for
circumstances outside its reasonable control;
nor where BT can show that it has exercised
all the reasonable skill and care of a
competent telecommunications operator.

2.72 A number of other improvements and
important safeguards for the customer are
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also contained in the new contract. Some of

the main examples are as follows:

(a)

(b)

(c)

(d)

()

()
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BT will no longer impose shared
service on a customer who has an
exclusive line;

BT no longer reserves the right to
make a cancellation charge when a
customer cancels an order after
having been informed that special
charges or other special terms will
apply;

BT now undertakes to give as much
written or oral notice as is reasona-
bly practicable if it is necessary:

® o suspend service temporarily
in an emergency, or for repair,
maintenance or improvement
work, etc;

¢ (0 change any name, code or
number for operational reasons;

® (o give instructions about the
use of service which may be
necessary in the interest of
safety, or of quality of service to

other customers:

The contract recognises that cus-
tomers are entitled to connect their
own, approved apparatus to BT’s
network by means of a socket
installed and maintained by BT;

The contract recognises that cus-
tomers are entitled to a reasonable
period of time (28 days) in which to
check and arrange payment of tele-
phone bills. (If service has pre-
viously been suspended because of
non-payment of an amount due,
then this period may be reduced to
14 days.) BT has also relinquished
its right to charge an extra month’s
rental if it terminates the contract
on the grounds of customer default;

The upper limit on disputed sums
which may be referred to arbitra-

tion, rather than the courts, has
been raised from £1000 to £5000;

and

(g) BT will in future request deposits

only in accordance with clear
published criteria (proposed criteria

will be discussed with OFTEL).

Linkline Services

2.73 During the year OFTEL received a
complaint regarding BT’s refusal to provide
the facility known as ‘Divertlink’ for new
Linkline (0800) customers. OFTEL took
this up with BT as a prima facie breach of
Condition 1 and Condition 17.1(a) of BT’s
licence. BT explained that Linkline service
is provided over its Derived Services Net-
work (DSN) and it had planned to replace
the analogue network with a digital network
which would provide extra capacity and a
whole range of extra facilities. When it
became clear that the digitalisation pro-
gramme would be delayed BT introduced
three new stop-gap facilities in 1987 —
Divertlink, Busylink and Courtesylink-—on
the old network in response to customers’
demands. This required add-on proprietary
equipment at exchanges, which had to be
ordered six months in advance. Further
delays in the digitalisation programme and
unexpectedly heavy demand for Divertlink
meant that BT had exhausted supplies of the
add-on equipment, and was refusing new
sales of Divertlink, in January 1989. At that
time BT was still expecting the Advanced
(digital) Linkline to be launched in July
1989, which would provide customers with a
whole range of enhanced facilities including
diversion/callforwarding/busying. Therefore,
the ordering of further add-on equipment for
the analogue network was not considered
economically justified. In fact, BT began
taking orders for Advanced Linkline in
October 1989 with service available from
January 1990, By the end of the year BT was
able to offer the original complainant a
service which met the requirements speci-
tied. BT also accepted that this case—and




other representarions to OFTEL—had high-
lighted a gap between customers who
required the sophistication of the Advanced
Linkline those
requirements were simpler. At rthe end of

facilities and whose
the year BT was urgently considering altern-
ative ways of providing service to those in
the latter category.

Optical Fibre Service

2.74 OFTEL was informed during 1989 by
one of BT’s customers that the company had
refused to provide the service of conveying
optical signals, such as could be carried over
dark (i.e. unequipped) optical fibres. In this
particular instance the customer made it
clear that the provision of electrically termi-
nated optical fibre links was not an accept-
able alternative. OFTEL is considering
whether such refusal by BT is a breach of the
‘universal service’ requirement in Condition
1 of its licence and is considering what
further regulatory action might be appro-
priate.

Itemised Billing

2.75 OFTEL continued to monitor BT’s
programme for introducing itemised billing
progressively as it moderised its telephone
exchanges and the Director General is
satisfied rhat significant progress was made
in 1989. The number of BT customers who
could make use of this facility rose from just
over half a million to five and a half million
during this period (see Appendix 3, Table
4.1). This represents a national penetration
of about 22 per cent, and BT is confident
that it will meet its target of 50 per cent by
the end of 1990 and 75 per cent by the end
of 1992, with virtual completion in 1995.
The Director General will be keeping this
issue under close review, as he remains
convinced that the best way to ensure public
confidence in telephone bills is to introduce
itemised billing so that customers can verify
the bills for themselves. MCL and Kingston
Communications already offer itemised bills
to their customers.

2.76 In 1989 OFTEL continued to receive
representations from a number of caring and
counselling agencies about the loss of confi-
dentiality that occurs when itemised tele-
phone bills are issued. Careful thought has
been given to this matter which poses
something of a dilemma. The Director
General fully appreciates the problems
which could arise if the person responsible
for paying a telephone bill became aware
that other members of his or her household
had made calls to one of the helplines.
However, he has alse to consider the rights
of bill payers to know what they are paying
for.

2.77 Confidentiality could be maintained if
the helplines were to use 0800 Frecfone
numbers so that they—rather rthan the
callers—paid the call charges, but of course
this may well be beyond the resources of
many organisations. Another possibility
would be to suppress the itemisation of calls
to certain specified individual telephone
numbers, but at present it is not technically
possible for BT to do this. In any case, if this
course were adopted sensitive calls would
need to be concealed in the generality of
calls costing less than 50p. There are strong
grounds for arguing that it would be wrong
to deceive customers in this way without
explaining that certain calls in excess of 50p
may not have been itemised. Such a course
of action could cause annoyance and arouse
suspicion among bill payers.

2.78 Callers who wish to avoid itemisation
could do so by terminating the call at the
appropriate time and calling again if neces-
sary. This would not be too restrictive for
local calls (which would have to last for
almost 50 minutes at the cheap rate before
the charge exceeds 50p and the call is
itemised). The use of payphones for such
calls would also guarantee confidentiality.

2.79 BT has introduced procedures for dis-
closing information about the called number
when a customer queries an entry on an
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itemised bill but in the specific case of
counselling agencies it is not revealing the
agency’s name and address. Trials have
suggested that no significant difficulties have
been created for BT’s customers or the
agencies which require BT’s discretion, but
BT will continue to keep the matter under
review.

2.80 The Director General believes that this
is the best that can be done in a difficult
situation, but he will also be keeping the
matter under review. OFTEL will be meet-
ing representatives of the National Council
for Voluntary Organisations early in 1990 to
discuss the current position.

Control of Chatlines and Other
Premium Rated Services

2.81 In July 1988 the Director General had
made a reference to the Monopolies and
Mergers Commission (MMC) with a view to
modifying the conditions in BT’s licence in
a way which would control the provision of
Chatlines, ‘One-on-One’ services and other
premium services. The MMC submicted
their Report to the Director General on 13
January and he published it on 21 February.
The MMC concluded that the services
operated or might be expected to operate
against the public interest and specified
licence modifications which they believed to
be appropriate.

2.82 The Report also said that the MMC
preferred 2 regulatory framework which
would not lead to the virtual cessation of the
services. They suggested that Chatlines,
including ‘One-on-One’ services, should be
provided subject to a code of practice which
could deal with monitoring conversations as
well as setting up a fund to compensate bill
payers who could demonstrate reasonably
that they were facing excessive bills because
of unauthorised use of their telephone lines
to contact such services,

2.83 The MMC also suggested licence rules
that would give the Director General the
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power to requite that BT make available
itemised billing,
cedures to give customers warning when bills

call-barring, and pro-
reached a certain pre-determined size, when
these facilities become technologically and
economically feasible. The Director General
published proposals for modifying the condi-
tions in BT’s licence to bring about this
regulation on 16 March, and after taking
careful note of the situation in the period
following the MMC Report and of the
representations made to him, modified the
licence on 27 July.

2.84 Multiline Chatline services had been
suspended by BT carly in 1989 and the
Director General decided that they should
resume only when he had approved a
binding code of practice which took account
of the MMC’s recommendations and gave
strong protection to the customer. ‘One-on-
One' services, which had not been suspen-
ded, were also to be subject to a similar
code.

2.85 A determination bringing the new
regulatory effect on 8
December was made on 15 November. This
meant that multiline Chatline

controls  into
services
would be able to resume on 8 December and
‘One-on-One’ services to continue provided
that acceptable codes of practice had been
approved by then and the services complied
with the relevant coede. Following detailed
discussions with the premium services indus-
try, the Director General approved separate
strict codes of practice for Chatlines and
‘One-on-One’ services, which include the
provision of compensation funds for unau-
thorised use, on 7 December.

2.86 Both codes are being administered by
the Independent Committee for the Super-
vision of Standards of Telephone Informa-
tien Services (ICSTIS). OFTEL is keeping
the operation of the codes under close
review, and the Director General can with-
draw recognition of the codes if this becomes




necessary, which would result in the termin-
ation of all Chatline and ‘One-on-One’
services, with the exception of any granted
exemption from the controls. By the end of
the year one service had been disconnected
because of a breach of the ‘One-on-One’
code,

2.87 MCL, Kingston Communications,
Cellnet and Racal-Vodafone agreed to simi-
lar licence modifications and these were
made on 4 December. A determination was
made on 22 December bringing the regula-
tory controls into effect on 8 January 1990,
As at the end of the year, codes of practice
in respect of these four PTOs had still to be
approved.

2.88 A voluntary form of regulation was
introduced for recorded message services in
1986. This involved the setting up of
ICSTIS to assess both the conrent and
advertising of the services. The MMC
expressed the view that these arrangements
were satisfactory and, taking account of this
finding together with the statutory
framework provided by the Telecommu-
nications Act 1984, the Director General
does not have the power to introduce new
controls on these services.

Director General

2.89 The originally
modified BT’s licence to make the provision
of interactive game services also subject to a
strict code of practice. This action was the
subject of an application to the High Court
for judicial review and at the end of 1989 the

application was still pending.

Independent Committee for the

Supervision of Standards of Telephone
Information Services (ICSTIS)

2.90 ICSTIS was established in September
1986 with the encouragement of the Direc-
tor General to supervise the standards of
telephone information and entertainment
services carried over the Callstream network
by BT. The Committee, whose Chairman is

Louis Blom-Cooper QC, provides safeguards
to the telephone user, in respect of content
and advertising of recorded message services,
through a code of practice. This code was
revised and strengthened in March. ICSTIS
now adopts an active role and undertakes
regular monitoring of services as well as
responding to complaints. Compliance with
the code is a condition of BT’s contracts
with service providers.

2.91 As menrioned in paragraph 2.86,
[CSTIS has now accepted responsibility for
administering the Codes of Practice for
Chatlines and ‘One-on-One’ services.

Recorded Message Services, Chatlines,
etc: Other Issues

2.92 In 1988 OFTEL began an investigation
of the pricing structure for premium services as
a result of complaints both about the cost of
the services and about the terms on which BT
allowed service providers access to the special
Callstream network used for these services.
BT sets the charge for calls to these services at
the ‘m’ rate, which is currently 25p per minute
in the cheap rate period and 38p per minute at
peak and standard rares. BT explained that it
could not introduce a new charge band for
premium services because its old-fashioned
metering system cannot provide more than
five charge bands. BT had, therefore, chosen
the top charge band because that is the only
one which would cover both the cost of a
telephone call to one of these services and the
cost of providing the information in the
recorded message. The investigation showed
that BT had not made excessive returns on
capital in the first years of this relatively new
Callstrteam network. However, OFTEL will
keep the accounts for these services under
review in subsequent vears. BT’s exchange
modernisation programme should soon have
reached the point which will enable it to
provide a more flexible charging system. This
will allow the vigorous competition in
recorded message services to be reflected in
lower prices.
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2.93 There is continuing concern that BT as
a network operator is failing to provide
independent service providers with adequate
quality of service statistics for its Callstream
network., BT has agreed to provide some
statistics but OFTEL is still pursuing the
matter.

2.94 During the year, OFTEL investigated
BT’s policy of providing Callstream service
only on condition that customers take a
minimum of ten lines. Service providers
offering very specialised services may find it
uneconomic to rent so many lines. BT
explained that it had adopted the ten-line
minimum  because  advertisements  for
information services often generated heavy
responses, leading to congestion within the
telephone nerwork if the service provider
did not have sufficient capacity. This could
impair the quality of service received by
other customers. OFTEL accepted that there
was some merit in this argument and did not
consider that there was any basis for regula-
tory action against BT, given the degree of
competition in this field. Mercury and
Racal-Vodafone now offer similar facilities,
and large service providers will sublet lines
to specialist operators.

Nuisance Telephone Calls

2.95 During 1989 there was an increase in
the number of representations received
about telephone calls of a menacing or
obscene nature (as opposed to unsolicited
sales calls). A Gallup poll conducted for a
Channel Four TV programme shown in
April suggested that there might be as many
as eight million obscene calls a year to
women alone. A subsequent poll commis-
sioned by OFTEL suggested that this figure
might be as high as ten million and that
there were substantial numbers of other
types of nuisance calls.

2.96 The Director General takes the prob-

lem of nuisance calls very seriously and
recognises that they are unpleasant and can
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cause real distress. He considers that such
calls diminish the quality of the telephone
service. BT does, of course, already have
arrangements for responding to complaints
about nuisance calls and suggests four ways
of dealing with persistent callers—service
interception, change of number, call-barring
and call tracing. Nuisance callers can
already be prosecuted under section 43 of
the Telecommunications Act 1984, which
makes it an offence to send a message or
other matter that is grossly offensive, or of
an indecent, obscene or menacing character
over the telephone, and the Director Gen-
eral believes that one of the best ways to
counter this nuisance would be through
well-publicised prosecutions. This seems
most likely to be achieved through the
widespread use of call tracing facilities.

2.97 In the light of growing public concern,
the Director General asked BT in July to
undertake a full review of its current
arrangements to counter such calls and to let
him have its conclusions. He particularly
wanted to be satisfied that BT was taking
account of public concern about the number
and nature of such calls and that its practices
took full advantage of the latest technology
in call tracing.

2.98 BT set up a Task Force to review the
problem, with the brief to consult with
interested parties including victims, police,
women's rights and other representative
groups, and to use existing and commis-
sioned research to develop options and
recommend solutions. The Task Force is
expected to report its findings in the Spring
of 1990.

Direct Marketing by Telephone and
Fax

2.99 OFTEL continued to receive com-
plaints about telephone selling and advertis-
ing by fax in 1989. On the basis of opinion
surveys and other evidence the Direcror
General concluded that both forms of selling




diminish the quality of service the recipient
might otherwise expect from the telephone
or fax and that the problem had become
serious enough to justify regulatory action.
Provisions for regulating both forms of
selling were included in the new version of
the licence that governs the running of
private telecommunication systems in busi-
ness and residential premises which are
connected to the public network (see para-
graph 3.6 for more details).

COMPETITION ISSUES

BT as a Designated Maintainer

2.100 During the year OFTEL received a
number of complaints, primarily from MCL,
about BT’s performance as a Designated
Maintainer of customers’ private hranch
exchanges (PBXs), Whilst the market for
the provision of maintenance services is fully
open to competition, BT still retains a
dominant share of the market and many
MCL
particularly those with a BT switch—will
have BT as the Designated Maintainer
(DM) of their switch. MCL had complained

that BT as a DM was, in some cases, failing

potential customers for lines—

to carry out the work necessary to connect
MCL lines in a prompt or efficient manner.
This matter was raised at a scnior level
within BT and it has been encouraged by
OFTEL to improve its DM procedures in
order to avoid suggestions that it could be
behaving in an anti-competitive manner,

Survey of Competition in Network
Services
2.101 In 1989  the

General announced that he was commis-

November Director

sioning a market rescarch study into the
PTO

switched voice telephony services, and this

effectiveness of competition in
should identify any practices which might be
inhibiting competition in the provision of
these services. The study will assess the state
of the market some three and a half years

after MCL started to provide a switched
telephony service and will also take account
of the experiences of Kingston Commu-
nications and those cable companies provid-
ing voice telephony services. BT’s position
as a Designated Maintainer (see above) and
other issues that might distort competition
will be considered during the study.

2.102 The Director General has indicated
that he expects to take firm measures if the
study provides evidence of anti-competitive
practices.

PBX Enhancements —Code of Practice
2.103 In October 1989 OFTEL published a
code of practice for the supply of PBXs and
enhancements to PBXs. The code, which is
voluntary, was drawn up in consultation
with the Telecommunications Engineering
and Manufacturing Association (TEMA),
the Telecommunications Managers Associa-
tion (TMA), the Telecommunications
Users Association (TUA) and with major
of telecommu-

manufacturers and uscrs

nications equipment.

2.104 The aim of the code is to help
maintain good business practice and to
ensure that intending customers are given
sufficient information, at the time of pur-
chase, to enable them to take full advantage
of competition in the apparatus supply
market. Customers will then be in a better
position should they wish to expand or
enhance their PBX system at a later date.

Merger References

2.105 In April 1989 the Monopolies and
Mergers Commission reported on the pro-
posed takcover of Plessey by GEC and
Siemens. The MMC’s unanimous conclu-
sion was that the takeover should be aliowed
to proceed provided appropriate under-
takings were given to the Secretary of State
by GEC and Siemens to deal with aspects of
the merger which might otherwise be
expected to operate against the public
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interest. The Secretary of State accepted
undertakings in August 1989 and the merger
went ahead. As a result GPT, the joint
venture company which was established by
GEC and Plessey in the telecommunications
sector in 1988, is now 60 per cent owned by
GEC and 40 per cent by Siemens.

2.106 No new references were made in 1989
on which the Director General was required
to give evidence or advice.

BT/Mitel

2.107 On 27 July 1989 the Secretary of
State announced that, on the advice of the
Direcror General of Fair Trading (DGFT) he
had agreed to release BT from four of the
eleven undertakings it had given following
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the MMC report on its proposed merger
with Mitel Corporation in 1986. The princi-
pal undertakings concerned were those
which required BT to limit its purchases of
relecommunications apparatus from Mitel to
their 1985 level and which prevented it from
engaging in joint marketing with Mitel. The
Secretary of State also announced that the
Director General would be modifying the
conditions in BT’s operating licence in a
way that would maintain the obligations in
the remaining undertakings. Future moni-
toring of the relationship between BT and
Mitel would then pass from the DGFT to the
Dircctor General of Telecommunications.
Discussions on the details of the proposed
licence modification were still in progress at
the end of the year.




BRANCH SYSTEMS
GENERAL LICENCE (BSGL)

q s in previous years, OFTEL received

enquiries on a variety of aspects of the
licensing of private telecommunications sys-
tems, for the most part run by users of public
systems. Most enquiries were concerned
with the running of dedicated private cir-
cuits, both within the same group of com-
panies and between such groups (bilateral
private circuits). OFTEL has also continued
to receive enquiries on the subject of private
payphones {see paragraph 3.7).

3.2 As in 1988, the overlap between the
1987 Branch Systems General Licence
(BSGL) and the 1987 Value and Added
Data Services (VADS) class licence (see
paragraph 3.8) continued to present diffi-
culties of interpretation for private telecom-
munications operators. A thorough review
of both licences began in January with the
publication of a draft licence to take the
place of the 1987 BSGL and also to provide
a more effective alternative to the 1987
VADS class licence for those companies or
groups wishing to provide value added and
data services. A consultative document
entitled Further Deregulation for Business
Users of Public Telecommunications Systems
was published inviting comments on rthe
draft licence and on the Director General’s
proposals for further liberalisation, most of
which were reflected in the draft licence.
QOver 70 responses were received and the
vast majority of these were in favour of the
changes. The Director General advised the
Secretary of State to issue a revised BSGL
and this came into force on 8 November.

3.3 The revised BSGL differs in scveral
major respects from the previous one. Pri-
vate telecommunications operators may now
share private circuits with other operators.
This allows operators freedom to configure
their private systems in ways which best
meet their business purposes. As well as
being allowed to run unlimited connections
to other operators and also being allowed to
offer spare capacity on their private circuits
to other operators, they may now offer a
domestic resale service to other operators
and users. The latter liberalisation reflected
the decision, raken by the Secretary of Stare
in June, on the advice of the Director
General, to lift the ban on domestic simple
resale. Restrictions on international resale
continue to apply but the revised BSGL
removes some restrictions on data traffic and
provides a mechanism for further libera-
lisation where circumstances permit.

3.4 Other changes in the revised BSGL
include the following: systems may be run on
another person’s premises; the distinction
between voice and data systems and between
basic and value added services within the
UK has been removed; the shared use of
exchange lines is now permitted; the
arrangements for connecting systems to the
PTO networks (including pre-connection
inspection) have been further liberalised;
further freedom to undertake moves and
changes to PBX cxtensions is given; and all
telephones in lifts are required to have
inductive couplers, wherever practicable, to
assist people with hearing difficulties and
these telephones must be clearly signposted
to this effect.

3.5 In addition to the above, the scope of
the BSGL has been extended to cover two
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areas which have been the cause of some
concern. The first area is the complexity of
the 1987 VADS class licence (see paragraph
3.8) and the onerous demands placed on
Major Service Providers by the ‘fair trading’
conditions of that licence. Where previously
private telecommunications operators were
able to provide value added and data services
only under the 1987 VADS licence, or in
some cases under an individual licence, they
may now operate under the revised BSGL.
The main benefits which may be derived
from doing so are that service providers will
have few restrictions on the inland UK
services (including voice) which they may
offer. Only those operators who have a
turnover in excess of £5 million from the
provision of services, together with either a
turnover of £1 billion (in computer or
telecommunications-related business) or a
market share of 25 per cent in telecommu-
nications related services, may he called
upon by the Director General to register as
Major Service Providers. Unless a licensee is
told otherwise by OFTEL, services can be
provided without any need to register or pay
a fee. Although there will be a requirement
for Major Service Providers to adopt OS], as
there is within the 1987 VADS licence,
there is now no requirement to publish
prices or to keep detailed accounts. In
addition, the fair trading rules contained in
the revised BSGL are less complex than
those contained in the 1987 VADS class
licence.

Direct Marketing by Telephone and
Fax

3.6 The second area now covered is the
nuisance caused to telephone customers by
persistent but unsolicited attempts by com-
panies to sell products or services by tele-
phone or by fax. Although the BSGL does
not attempt to ban unsolicited selling, it
gives PTO customers the right to serve
notice on specific telephone sellers or fax
advertisers requiring them not to make
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unsolicited sales calls or send unsolicited fax
messages for selling purposes, and the
licence imposes an obligation on the senders
to respect such notice. This condition was
inserted as a response to a survey carried out
by OFTEL in 1988 which showed that 80
per cent of those questioned thought some
control should be introduced on unsolicited
direct selling. A further survey in June 1989
showed that over 70 per cent of those asked
said they had received unsolicited telephone
selling calls at home in the past year. Under
the new BSGL the Director General can
reinforce these provisiecns by recognising
schemes run by others for registering people
who do not wish to receive unsolicited sales
calls or fax advertising and requiring sales
organisations to make themselves aware of
such a register and respect the wishes
indicated in it. At the end of the year
OFTEL was having discussions with the
British  Direct Marketing  Association
(BDMA) about the Telephone Preference
Scheme it was preparing with a view to the
Scheme being recognised for the purposes of
the new regulations. Proposals were awaited
from the BDMA about a similar scheme for
registering preferences in respect of fax
advertising and a possible fax advertising
preference scheme was also being discussed
with another organisation.

Payphones

3.7 Amongst the liberalisation measures
encompassed by the revised BSGL is one
affecting private payphones (see paragraph
3.4). The running of such payphones (and
related services) on other people’s premises
{(a subject on which OFTEL has received
many enguiries) is now allowed. Under the
old BSGL, a private payphone could be
operated on another person’s premises, but
only provided that ultimate control (ie
running) of the apparatus rested with the
occupier. The new rule, as well as giving
greater freedom in this area, removes a
degree of confusion which existed on what

was allowed. This change to the BSGL




removes the need for a separate class licence
for the running of private payphones on
third party premises.

VALUE ADDED AND
DATA SERVICES

3.8 The Value Added and Data Service
(VADS) class licence authorising the run-
ning of telecommunications equipment for
the provision of value added services in the
UK and abroad, and data services within the
UK, was issued in 1987. Whilst the licen-
sing review has resulted in a revised version
of the BSGL, the VADS licence remains
unchanged, allowing licensees to continue
operating under that licence if they so wish.
It contains several additional obligarions on
those persons falling under the category of
Major Service Provider or Trilateral Service
Provider, the former being defined in the
VADS licence as those whose turnover in
rclevant services exceeds £1 million or
whose group turnover exceeds £50 million.
These additional obligations involve regis-
tration with OFTEL, the observance of fair
trading conditions, and a requirement to
offer means of access by any OSI srandard
which may be specified by the Director
General. By the end of the year 50 organi-
sations had registered, of whom 44 were
Major Service Providers and 6 were Tri-
lateral Service Providers. It is expected that
in future most of these organisations will
choose to run their systems under the revised
BSGL because of the additional freedom it
provides.

International Agreements

3.9 A revised arrangement between the
UK and Japan in respect of international
VADS came into effect on 29 November.
The new arrangement extends the range of
permitted services. These now include
enhanced facsimile and the use of proprie-
tary protocols for network to network inter-
connection in certain circumstances. The

arrangement extends the coverage of the

previous arrangement made in May 1988
and relates to certain types of data transmis-
sion services by private service operators
over intemational leased circuits.

3.10 The previous arrangement was brought
into effect in the UK under the VADS class
licence. With the issuing of the revised
BSGL there is no longer any need to make
formal arrangements with overseas telecom-
munications administrations in order to
permit the kind of services now permitted
within the UK. Nevertheless it is expected
that the arrangement will prove of use to
prospective service providers. For example,
it provides information on the range of
services for third parties over leased lines
connected to the UK which are currently
permitted by MPT in Japan.

Open Network Provision

3.11 In the international arema OFTEL
continued its active support for DTI in
various discussions under the auspices of the
European Commission on the evolution of
the concepts of liberalising telecommu-
nications and of Open Network Provision
(ONP). These arc sct out in the 1987 EC
Green Paper on the Dewvelopment Of The
Common Market For Telecommunications Ser-
vices and Equipment.

OTHER NON-PTO
LICENCES

Telepoint

3.12 On 26 January, the Secretary of State
for Trade and Industry anncunced his deci-
sion, based on advice from the Director
General, on the awarding of licences to
operate public telepoint services (using
CT2s—second generation cordless tele-
phones). The four successtul applicants
(BYPS Communications Ltd, Ferranti
Creditphone Ltd, ‘Mercury Callpoint’ and
‘Phonepoint’) have now made progress in
setting up felepoint services nationally.
These telepoint services offer access to the

PSTN using pocket-sized CT2 handsets. To
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make a call users need to he within range of
a base station (telepoint) which may be
situated in a public area, an office, a factory
or in and around a home. Only outgoing
calls are possible ar present by connecting
through public basestations. Users who wish
to be contacted could also carry a radio-
pager. Future developments of CT2 equip-
ment may include a handset with an integral
radiopager. Uscrs will, for the time being,
only be able to make calls on the proprietary
service to which they subscribe. Operators
are committed, under licence conditions, to
introducing a facility, known as inter-system
roaming (ISR), whereby users can make
calls at any public basestation. Telepoint
operators and equipment suppliers have
alrcady agreed a Common Air Interface
(CAI), the first step towards introducing
ISR. At the end of the year OFTEL was
engaged in the discussions being undertaken
with the operators in order to settle the
terms and conditions of the long-term (12
year) licences which will be issued. Tempo-
rary licences allowed the businesses to set up
and run their networks.

Wide Area Radiopaging

3.13 Long-term licences were issued to the
following which were already operating:
Digital Paging Systems Ltd, Air Call plc and
Intercity Paging Ltd. A licence was also
issued to Euromessage Ltd, a joint venture
between six of the seven UK paging opera-
tors, which provides the infrastructure of the
UK part of a European paging network
covering France, Germany, Italy and the
UK. Arrangements for the signing of a
Memorandum of Understanding for the
implementation of the European radio mess-
aging system (ERMES) were well advanced
by the end of the year.

Private Mobile Radio (PMR)

3.14 In 1989 the existing PMR operators in
Band HI continued to expand the coverage
of their networks and to rake on new
subscribers. This year has secn the licensing
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and commencement of operations of three
regional PMR operators—RT Radiophone
Ltd (in Lincolnshire, Humberside and
Yorkshire), Zycall Ltd (in the East Mid-
lands), and London Band [l Network
Company Ltd (within the M25 motorway
boundary).

3.15 During the latter half of the vear the
Secretary of State announced that frequen-
cies would also be made available for PMR
within sub-band I of Band HI. Applications
were invited for both regional licences and
licences within the M25 area. At the end of
the year several applications were being
assessed and it is hoped that the successful
applicants will begin operations during

1990.

Non-PTO Cable Systems

3.16 1989 brought a resurgence of interest
in the provision of satellite master antenna
television (SMATV) scrvices. In 1989
OFTEL advised the Cable Authority on 98
applications for cable diffusion service licen-
ces under the Cable and Broadcasting Act
1984, compared with 80 in 1988. Of these,
59 applications involved cable systems
which would also require an individual
licence under the Telecommunications Act

1984 (compared to 15 in 1988).

3.17 The Director General continued to
advise the Secretary of State on the issue of
such licences and during the year a total of
29 licences were granted for SMATV cable
systems. Two licences were revoked by the
Director General in the course of the year,
one at the licensee’s request, the other for
non-payment of the licence fee. In addition,
the Director General has issued notices to
four licensees of his intention to make a final
order under section 16 of the Act following
non-payment of licence fees.

3.18 Three complaints relating to pro-
gramme reception on SMATV cable systems
were received during the period of this
Report.




Satellite Services

3.19 In October 1988 the Secretary of State
announced the names of six operators which
would be licensed to provide specialised
satellite services, consisting of one-way
point-to-multipoint transmissions, in com-
petition with BT and MCL. During 1989
temporary licences were granted to PBritish
Aerospace, BSB DataVision Ltd and Satell-
ite Information Services—three of the
specialised  satellite services operators
(SSSOs)—to allow them either to provide
service or to carry out trials and develop-
ment work.

3.20 Following representations from the
SSS0s, the Secretary of State announced in
November that they would be permitted to
provide services to be received anywhere
throughout Europe instead of being limited
to the UK as previously proposed. This
additional liberalisation should allow the
SSSOs to compete effectively in the pan-
European market. The Secretary of State
also announced that the SSSOs would be
allowed to rebroadcast signals received from
satellites, whether originating in the UK or
abroad, and that the BBC, IBA and other
broadcasting companies would be permitted
to receive any satellite signal and retransmit
it over their broadcasting networks, These
changes remove a significant obstacle to the
development of satellite news gathering in

the UK.

3.21 In November 1989 the Director Gen-
eral published the results of his review of
BT’s arrangements for the provision of space
segment to the SSSOs and details of the
revised procedures that had been agreed
with BT. The main feature of the new
arrangements is the setting up of a Signatory
Affairs Office, separate from BT Interna-
tional’s operational and commercial staff, to
deal with all requests from the SSSOs and
other licensed operators for leased space
segment capacity provided by EUTELSAT
and INTELSAT. These arrangements will
be reviewed at the end of 1990.

Alarms

3.22 During the year OFTEL continued
discussions with DTI and other interested
parties on the hasis for a new class licence to
cover the use of alarms in conjunction with
telecommunications.  These
covered alarms for the elderly at home;
long-range devices to protect property; and

discussions

short-range transportable devices for use in,
eg commercial vehicles and caravans. One
outcome was the issuc of A Class Licence for
the Running of Short Runge Radio Alarm
Systems published in April. Discussions on
the other two categories of alarms will
continue in 1990.

Other Matters

3.23 The requirements for new class licen-
ces which were prompted by changes envis-
aged as a result of the Broadcasting Bill were
considered.

3.24 This year saw a slight increase (from
152 in 1988 to 161 in 1989) in the total
number of licences issued by the Department
of Trade and Industry to non-Public Tele-
communications Operators on the recom-
mendation of OFTEL under the Telecom-
munications Act 1984. A list of these
licences is at Appendix 4. OFTEL continued
the practice of recommending that tempo-
rary licences be issued (requiring an annual
renewal as appropriate) for cases where
consideration was likely to be protracted
because of the complexity of the licensing
regulations, and systems and networks to
which they apply.

3.25 OFTEL also continued to recommend
that the Secretary of State allow small
extensions to the limit of 200 metres on the
self-provision of private wiring by operators
of private telecommunications systems
where these could be justified on operational
grounds. Eleven new wiring licences were
issued by the Department of Trade and
Industry last year and 16 wiring licences
were re-issued. Although the 200 metre
limit is retained within the revised BSGL,
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the procedure for granting dispensations to
exceed this rule and the form that these
dispensations will take have changed. Under
the revised BSGL, private telecommu-
nications operators who have valid reasons
for exceeding 200 metres will no longer be
issued with a wiring licence. They will
instead be specified by the Secretary of
State, on the advice of OFTEL, as having

been granted exemption from that rule.

3.26 Licences issued either by the Post
Office or BT prior to the Telecommu-
nications Act 1984 continued to come
under review. With the support of the
Director General, the Secretary of State laid
a statutory instrument before Parliament to
extend the validity of pre-1984 Act licences
until August 1992, This was to enable those
organisations which had special licences to
continue to operate their systems legally and
to provide a period in which replacement of
those licences by new long-term ones could
be further considered, taking into account
the forthcoming review of policy on the
duopoly.

3.27 In 1989, OFTEL had discussions with
108 applicants to ascertain if they were
covered by the BSGL, or if a special licence
from the Department of Trade and Industry
was required. Of these, 15 licences were
issued for the first time in 1989; 37 applica-
tions are still under discussion; and the
remaining 56 were found to be covered by

the BSGL.

3.28 Three non-PTQO licences were revoked
during 1989.

APPROVALS

Transfer of Approval Authority to
BABT

3.29 Following the transfer of evaluation
authority to BABT (the British Approvals
Board for Telecommunications) in Novem-
ber 1988, all new applications for type
approval of apparatus are now dealt with by

BABT. In August 1989, a timetable of 12
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months was announced for the transfer to
BABT of responsibility for the evaluation of
enhancements to already approved Call
Routing Apparatus (CRA). Transfer of the
evaluation of cnhancements to approved
simple attachments has not yet taken place
but will be phased in during 1990. It is
expected that during 1990 the Secretary of
State will authorise BABT to grant certain
approvals in its own right.

Type Approval of Apparatus

3.30 A total of 857 items of apparatus were
granted type approval during 1989. The
proportion recommended by BABT conti-
nued to increase steadily through the year as
the impact of the transfer of evaluation
authority, in November 1988, took effect.

3.31 No type approvals were withdrawn but
845 existing approvals were varied. These
resulted mainly from enhancements to
approved apparatus, the granting of unqual-
ified approval to apparatus approved under
BABT’s interim approval arrangements, or
approvals to facilitate field trials or test and
development of CRA. A number of vari-
ations were made because the approval
holder no longer wished to supply that type
of apparatus in the UK.

3.32 Following the publication in late 1988
of a Special Investigation Test Schedule
(SITS), three items of customer call-barring
apparatus were approved during 1989.

3.33 Four approvals were granted for ‘fax-
switch’ apparatus.  These
between incoming voice and facsirile mes-

distinguish

sages and thereby allow a single line to be
used for both services.

Payphones

3.34 Thirteen payphones had gained
approval against the OFTEL approval
requirements for payphones (OTR 002) by
the end of 1989.




NCOP Approvals

3.35 A total of 57 approvals were granted
for specific networks under the Network
Code of Practice (NCOP) Temporary Site-
Specific Approval Scheme (see paragraph
3.45).

General Approvals

3.36 In March OFTEL published further
details
indirectly connected apparatus as a supple-

about approval procedures for
ment to the General Approval issued in
December 1988 for certain types of appara-
tus indirectly connected to the public net-
works. This was further extended in June to
cover apparatus connected to the cellular

networks.

3.37 A General Approval for acoustically
coupled signalling devices (tone callers) was

published by OFTEL in April.

3.38 Manufacturers and suppliers of appara-
tus covered by either of these General
Approvals need take no steps to gain legal
approval of their apparatus— this is auroma-
tic provided that the apparatus concerned
meets the description contained in the
General Approvals. A statement must be
provided, however, to the user that the
apparatus is approved, quoting the General
Approval number that applies.

CRA Maintenance Contractor
Approvals

3.39 During 1989 a total of 230 approvals
under section 20 of the Telecommunications
Act 1984 were granted to independent
contractors wishing to maintain items of
Call Routing Apparatus (CRA). Of these,
22 were contractors who rececived approval
for the first time during the year. Nine
approvals were withdrawn because the
holders no longer wished to maintain the
concerned. On 31
were 761 approvals

type of apparatus
December, there

in force held by 98 contractors in respect of

179 models of CRA.

Connection of Call Routing Apparatus
3.40 In September the Director General
stated his intention of designating, as classes
of persons to undertake connection to the
public network, contractors who can comply
with strengthened requirements of the Qual-
ity Assurance Schemes against BS 5750,
administered by the British Standards Insti-
tution (BS1), for Installers and Maintainers
of CRA. The new BSGIL makes provision
for this designation (see paragraph 3.4). The
Director General invited the BSI to under-
takc amendments to the existing Schemes to
provide the necessary safeguards to protect
the interests of both PTOs and users. By the
end of the year work on the Schemes was far
advanced. The Director General intends to
introduce the new arrangements during

1990.

STANDARDS

3.41 Apparatus is approved in the UK hy
testing against tegulatory standards. Most
apparatus is tested against British Standards
or European Standards (NETs) where these
exist although these are supplemented by
interim standards produced by DTI in the
past and now by OFTEL. The interim
standards will be replaced by British Stand-
ards in due course. As well as these general
standards it is occasionally necessary to draft
special specifications in respect of inno-
vative products.

Technical Requirements for Private
Branch Exchanges with
Telecommunications Ports

(OTR 001)

3.42 OTR 001 details the requirements for
type approval of PBXs and other apparatus
having two or more types of port. [t was first
published in March 1988. In July 1989 Issue
3 added new sections to the standard
including informarion on digital ports, field
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trials, two-wire PBXs and provision for
visually handicapped operators (see para-
graph 3.43). It also contained requirements
for multiplexers, signalling converters and
echo cancellers with ports. OTR 001 was
notified to the European Commission under
EC Directive 83/189. Work will now conti-
nue to incorporate the standard into BS
6450 Part 4 through BSI Committee TCT/8,

3.43 OTR 001 as first published in April
1988 required PBXs capable of configuration
with a centralised answering station {com-
monly an operator’s console) to be able to be
used by visually handicapped telephonists
(VHTs) or to be available with an adapt-
ation suitable for use by VHTs. The
requirement to provide these facilities was
amended in 1989 to give a two year ‘grace’
period from the first publication of OTR 001
and this requirement will not now come into
force until 1 March 1990. However, manu-
tacturers are cxpected to take into account
the technical implications of these facilities
required in PBX design well before this
mandatory date, since all PBXs (assessed to
OTR:001) with a centralised answering
point will be subject to this requirement as
from this datc.

Code of Practice for the Design of
Private Telecommunications Networks
(NCOP)

3.44 A final draft document was published
in June 1989 after substantial redrafting and
taking into account the requirements for
offshore The NCOP was
notified to the European Community under
83/189

from

installations.

Directive and comments were
countries. In

December a consultative documenr was

received several
issued by the Dircctor General seeking views
on the mandatory nature of the NCOP
pointing our a number of options. It invited
comments and suggestions which would give
maximum scope for user choice and service
initiatives but with the minimum of regu-
lation (see alsc paragraph 6.4).
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Temporary Site-Specific Approval
Scheme

3.45 The temporary NCOP Site-Specific
Approval Scheme which was launched in
October 1987 to permit operators of private
networks to take advantage of the freedoms
conferred by the revised (1987) version of
the Branch Systems General Licence which
allowed them to extend PSTN traffic within
their own private networks. The scheme was
extended for a further six months until
1 April 1990 because of slippage in the
completion of OTR 001 and the NCOP.

Metering

3.46 Work continued on the
scheme for PTO metering systems which will
ensure uniform quality standards. The scheme
will be administered by BABT with assistance
from the British Standards Institution and will
build upon the PTOs" existing monitoring

approval

arrangements and extend them to provide for
independent assessment. Discussions conti-
nued on the draft standard and when this is
completed the metering approval scheme will
be introduced.

OTHER MATTERS

European Developments

3.47 OFTEL became a full member of the
European Telecommunications Standards
Institute (ETSI), the body responsible for
the production of European Telecommu-
nications Standards. OFTEL now takes an
active part in the work of a number of ETSI
Technical Committees and during 1989
attended the meetings of ETSI's General
and Technical Assemblics (see also para-

graph 6.8).

3.48 As part of the drive towards a single
European Market, the member states of the
European Community are beginning the
process of integrating their telecommu-
nication requirements. They have already
agreed to notify all standards to the
LEuropean Commission, under Directive EC
83/189, as a first step t¢ harmonisation.




3.49 Discussions continued on a draft
European Commission Directive for the
mutual recognition of type approval for
telecommunications terminal equipment.
Among other things this Directive calls for
harmonised type approval standards to be

produced by ETSI and CENELEC.

3.50 During 1989 a Directive relating to
electromagnetic compatibility was adopted.
The Directive applies to apparatus liable to
cause electromagnetic disturbance and
defines the protection requircments and
inspection procedures. OFTEL has been
discussing with DTI the implications of this
Directive on telecommunications terminal
apparatus, in particular the requirement for

third-party testing.

3.51 The programme for the production of
European Technical Standards (NETs) is
The
requirements for access to the ‘standard
analogue interface of the PSTN’ for each of
the participating countries (NET4) conti-
nued in 1989.

gathering momentum. work  on

Marking and Labelling

3.52 OFTEL continued to advise the indus-
try, the public, Trading Standards Officers
and others on the provisions of the Tele-
communication Apparatus Marking, Label-
ling and Advertising Orders. Assistance was
given on several occasions to Trading
Standards Officers carrying out prosecutions
under this legislation in conjunction with
the Trading Standards Act. Advice was also
given to the Secretary of State on marking,
labelling and advertising requirements in
relation to future European developments.

Working Group on Telecommu-
nications for the Hearing Impaired

3.53 The Working Group on Telecommu-
nications for the Hearing Impaired (WGHI)
advises the Director General on technical
telecommu-

problems in meeting the

nications needs of hearing impaired people.

Included in its membership are experts
familiar with telecommunications manufac-
turing and research and representatives of
various voluntary organisations. The WGHI
works closely with DIEL (see Section 8).

3.54 Phase 1 (laboratory tests) and Phase 2
(complementary subjective tests using a
panel of hearing impaired people) of the
WGHIs research investigation into the
optimum means of coupling the acoustic
output from telcphones into hearing aids
were completed during the year and a report
was prepared. A thorough appraisal of the
results of the two phases is being carried our
before further work is undertaken.

3.55 The WGHI continued its investiga-
tions into the problems and costs of
developing and obtaining approval of tele-
communications apparatus designed speci-
fically for disabled people. lts report, which
reviewed these problems and possible ways
of alleviating them, was endorsed by OFTEL
and passed to the DTL

3.56 The WGHI published its Standard for
Simple Telephones with Additional Receive
Amplification. This has been accepted by the
PTOs as the relevant technical specification
for compliance with their licence obligations
to provide amplified handsets to those who
require them, as has the WGHI's code of
practice on inductive coupling.

3.57 In view of recent developments in text
communication apparatus, the WGHI resol-
ved to review and update its 1987 Guide.

3.58 The WGHI made a considerable con-
tribution at the Telecommunications
Action Group (TAG) Seminar which rook
place at Reading University in June, at
which the Director General also spoke.

3.59 Two WGHI members attend meetings

of the European Organisation for Co-
operation in the Field of Science and
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Technology (COST) and keep the Group in
touch with developments concerning tele-
communications for disabled people. The
WGHI recognises the importance of the UK
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tielding experts to take part in European
projects. WGHUIs code of practice on induc-
tive coupling has been offered to ETSI as the
basis for a possible standard.




FTEL has

responsibilities to promote the inter-
ests of consumers. These include investigat-
ing consumer complaints and considering
the wider issues arising from them; ensuring
that PTOs and other suppliers comply with
codes of practice; and monitoring the quality
of telecommunications services.

REPRESENTATIONS
ABOUT
TELECOMMUNICATIONS
SERVICES

4.2 Most complaints and enquiries to
OFTEL and the four national Advisory
Committees on Telecommunications come
from residential and small business users of
telecommunication services and apparatus.
During 1989, OFTEL and the English Com-
mittee received 31,644 complaints and
enquiries (see Appendix 2 for a breakdown)
with just over half of these involving
disputed accounts.

4.3 The pattern of the breakdown into
types of representation remained very similar
to that for 1988. However the overall total
for 1989 showed a 33 per cent increase in
number from the previous year. The figures
for 1988 had been approximately the same
as for 1987. OFTEL has not been able ro
ascertain precisely why representations have
increased at such a rate in 1989. Public
awareness of OFTEL, as measured by an
opinion survey during 1989, remained at a
very similar level to that for 1988 (29 per
cent in 1989 compared to 30 per cent in

1988) although this was well above the

a number of specific. | figure for 1987 (13 per cent).

BT’s call
quality was constant or imiproving
throughout the year (see paragraph 4.13).
The most likely reason for the increased
level of representations is that customers’
expectations are rising faster. The increase
in availability of both new services and those
charged at premium rates may also have
contributed to the rise. A relatively small
number of complaints and enquirics arose
from BT’s new compensation scheme for late
fault repair or lare installation of new
exchange lines which was introduced on 1
April 1989 (details of the scheme are given

in paragraphs 1.40 and 2.71).

4.4 The Director General continued to be
concerned about BT’s apparent failure to
respond adequately to customers’ complaints
by improving its own complaints-handling
procedures. Discussions about this conti-
nued with BT during the year and BT
undertook a detailed review of the way in
which improvements could be achieved.
Implementation of new procedures as a
result of this review should start in 1990.

CODE OF PRACTICE FOR
CONSUMERS

4.5 Condition 27 of BTs licence requires it
to consult the Director General at least
every three years about the operation of its
Code of Practice for Consumers. After
extensive with the four
national Advisory Committees on Telecom-

consultations

munications, the local Telecommunications
Advisory Committees (TACs) and with
national consumer groups, discussions

between OFTEL and BT culminated, at the
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end of the year, in agreement on a whole
range of improvements to the Code. A
revised Code is expected to be published in
the summer of 1990.

TELECOMMUNICATIONS
CODE

4.6 The  Telecommunications  Code
(Schedule 2 to the Telecommunications Act
1984) gives the PTOs certain rights and
obligations when siting their apparatus on
public and private land and when carrying
out other work in connection with the
provision of telecommunications services.
The exercise by PTOs of their rights under
the Code has continued to give rise to
enquiries about the extent of their powers,
chiefly from those who have been affected
by the installation of such apparatus.

4.7 OFTEL continued to monitor the exer-
cise of Code powers and to provide advice to
complainants in cases where the Code had
allegedly not been followed or where the
complainant felt his or her interests had

been adversely affected by the operation of
the Code.

PUBLIC CALL BOX
SERVICES

4.8 The terms of BT’s licence require it to
maintain public call box services to meet all
reasonable demand. Following the improve-
ment achieved by April 1988 (see 1988
Report), ongoing surveys in the series jointly
set up by OFTEL and BT, and conducted by
independent consultants, showed that in
March 1989 BT achieved 95 per cent of
public call boxes in working order. This
level of serviceability has been maintained
since then.

4.9 During 1989 MCL continued to
increase its network of public call boxes in
major urban centres and plans  were
announced for Paytelco to install compatible

MCL payphones on private sites throughout

44

the country. These initiatives aim to provide
MCL payphones at a total of 9,000 sites by
the end of 1990, and 60,000 within 3 years.

4.10 BT's public call box modernisation
programme has continued, with most of the
familiar red kiosks now having been replaced
with the new housings, although some of the
red boxes have been retained under preser-
vation orders. More call boxes have been
converted to Phonecard installations during
the year but OFTEL has continued to
monitor the introduction of Phonecard
boxes to ensure that BT maintained suffi-
cient cash call boxes to satisfy consumer
preference. In some areas, a high level of
theft-related vandalism sometimes means
that all the call boxes in that area have to be
Phonecard in order to be able to provide a
service at all.

QUALITY OF SERVICE

4.11 The work on measuring the quality of
telephone services continued in 1989. As in
earlier years, OFTEL commissioned omnibus
surveys of public opinion to examine aspects
of the domestic telephone service, employ-
ing NOP (Market Research) Limited,
MORI (Market and Opinion Research
International) and RSGB (Research Surveys
of Great Britain) Limited.

4.12 OFTEL also conducted a survey of
domestic call quality in May 1989 using
volunteers from the local Telecommu-
nications Advisory Committees (TACs),
supplemented by members of OFTEL staff.
This was a much larger-scale survey—hboth
in terms of the number of volunteers who
recorded calls and in the number of calls
they recorded on average —than the pre-
vious exercises underraken by OFTEL with
the help of TACs in 1986 and 1987. QOver
600 individuals recorded more than 21,000
calls from their own homes during a three-
week period. Those who participated in
OFTEL’s survey of domestic call quality
experienced higher rates of call failure than




BT’s own figures would suggest. One reason
for this may be that the way in which BT’s
network modernisation programme has been
phased tends to benefit business customers
earlier than residential customers.

4.13 The survey did confirm a significant
improvement in call failure rates in recent
years, and this
reflected in reduced numbers of unsatisfac-

improvement was also

tory calls (eg noisy or faint lines).

4.14 In December 1989 an OFTEL report
was published containing the results of the
omnibus surveys and of the domestic call
quality survey, and details of the represen-
tations received by OFTEL about telecom-
BT’s

reports on its quality of service showed

munications services. six-monthly
continuing improvements in network relia-
bility during 1989 and also improvements in
the speed with which faults were repaired.
BT extended its report to include provision
of service and fault repair for private circuits.
MCL also expanded its quality of service
report in 1989 to include statistics of call
success rates and serviceability of pay-

phones.

4.15 The Director General decided that
OFTEL would continue to conduct indepen-
dent investigarions into quality of service on
the fixed networks, concentrating on areas
not covered by the PTOs” own statistics or
where additional information is required to
supplement their figures. This will include
the commissioning of further public opinion
surveys. The Director General decided not
to ask TACs to help in another major survey
of domestic call quality during 1990.

4.16 An area which became a cause for
concern in 1989 was the quality of service
on the cellular radic networks. When the
Director General published his report in
May following an investigation into the

quality of service on the two networks, he
announced that he intended to publish
figures regularly to inform existing and
potential users about the level of congestion
they could expect. Two sets of these statis-
tics were released towards the end of the
year.

LIAISON WITH LOCAL
ADVISORY COMMITTEES

4.17 Several new TACs were granted recog-
nition by the Secretary of State during 1989
which, together with the amalgamation of a
few already existing committees, brought

the total number of TACs in the UK to 165:
133 in England, 15 in Wales, 12 in Scotland
and 5 in Northern Ireland. OFTEL conti-
nued to maintain regular liaison with the
TACs through its Newsline publication and
through frequent personal contacts between
the Consumer Affairs section and the com-
mittees. Officials also attended regional and
national meetings of TACs as well as
visiting some committees for local meetings
when requested.

4.18 Many TACs provided volunteers for
OFTEL’s domestic call quality survey under-
taken in May (see paragraph 4.12).

4.19 In order to streamline relations in
future a decision was taken thar all normal
day-to-day contact with TACs would be
through the four
on Telecommu-

conducted national
Advisory Committees
nications (ACTs). This is intended to give
TAC:s clearer lines of communication when
they wish to seek advice or informartion. At
the same time it will ensure that the ACTs
are kept aware of all issues of concern to the
TACs in their areas and can, where appro-
priate, represent the collective view of the
TACs to OFTEL. These changes will in no
way diminish the role which TACs play in
assisting OFTEL to monitor consumer opin-
ion about telecommunications services.
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STATUTORY REGISTERS

l ' nder the provision of sections 19, 21

and 23 of the Act, the Director
General is obliged to keep publicly accessi-
ble registers of:

(a) All licences issued under the Act,
along with details of any modifi-
cations, revocations, orders, consents
or determinations relating to them;

(b) All contractors approved under the
Act for the maintenance of apparatus
(mainly Call Routing Appararus),
along with details of every variation
or withdrawal relating to them.

5.2 At the end of 1989 the register of
licences numbered 466 excluding renewals.
The number of new licences issued in 1989
was 112. A list of non-PTO licences added
to the register is given in Appendix 4 and
broadband cable operators licensed as PTOs
in Appendix 5.

5.3 The approved contractors’ register

consists of particulars of contractors
approved by the Secretary of State since 5
August 1984. A total of 761 contractor
approvals were in force at 31 December

1989. Details of the 1989 approvals for

contractors are given in Section 3.

5.4 The approved register
includes documentation on individual items

apparatus

of apparatus approved by the Secretary of
State since 5 August 1984 and by the
Director General since 1 December 1986.
Also included are particulars of apparatus
approvals issued under the British Telecom-
municatiors Act 1981 prior to 5 August
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1984, At 31 December 1989, there were
10,532 approvals in force. Details of 1989

approvals for apparatus are given in Section

3.

5.5 During 1989 key particulars of appara-
tus approvals and contractor approvals con-
tinued ro be entered on computer to facil-
itate the handling of public enquiries. A
total of 794 such enquiries were made in
1989. All registers are available for public
inspection at OFTEL’s Library betwcen
10 am and 4pm on normal working days.

PUBLICATIONS

5.6 During 1989 OFTEL continued to
expand its range of publications, adding 40
new titles during the year. The Director
General issued a number of important State-
ments on a wide range of subjects including
the MMC Report on Chatline Services and
subsequent proposals for amending licence
conditions to control the provision of ‘One-
on-One’ and multiline Chatline services,
the Control of the Quality and Price of
British Telecom’s Private Circuits, and a
review of BT’s arrangements for the provi-
sion of space segment to specialised satellite
services operators and others.

5.7 In December the annual review of the
telephone service was published. In addition
to reviewing the quality of the telephone
service, the report addressed the problems of
telephone selling and, for the first time,
obscene and nuisance calls. Earlier in the
year a report on the quality of service on the
two cellular networks signalled the Director
General’s intention to publish monthly




quality of service indicators for the cellular
networks. In October the first figures giving
a measure of congestion were released.

5.8 The Director General continued his
policy of seeking input from the industry,
customers and others with an interest in
important topics by issuing consultative
documents. During 1989 four such docu-
ments were published. These dealr with the
issues of further deregulation for business
users (the BSGL), the connection and
pre-connection of Call Routing Apparatus,
the numbering of telephony services into the
21st century and the status of the Network
Code of Practice (NCOP).

5.9 Three issues of OFTEL News were
published and over 1,000 new names were
added to the OFTEL mailing list of those
who receive OFTEL News and other selec-
ted OFTEL publications. The total number
of copies of OFTEL News distributed
through the mailing list was 17,676 by the
end of the vear.

5.10 A new illustrated booklet designed to
be an introduction to cellular services—A
Guide to Cellular Radio—was published in
October and proved to be extremely
popular. Over 6,000 copies had been sent
out in response to requests or distributed at
exhibitions by the end of the year.

5.11 A full list of publications issued by
OFTEL during 1989 is given in Appendix 6
to this Report.

PRESS AND
BROADCASTING

5.12 Forty press releases were issued by
OFTEL during 1989. These, coupled with
many press interviews and briefings given by
the Director General and other senior staff,
ensured that OFTEL’s work and initiarives
were kept fully in the public evye.

5.13 Telecommunications continued to be a
topical subject for both radic and television.

Contributions from the Director General and
OFTEL were sought from a range of business,
consumer and news programmes. 1he Direc-
tor General’s broadeasts included: World at
One, Analysis and Today (BBC Radio 4);
BBC 6 o'clock News (BBC1); Reportage and
Newsnight (BBC2); Independent Radio
News; 4 What Its Worth (Channel 4); and
Channel 4 Business Daily. The Deputy Direc-
tor General and other senior staff contributed
to: The Jimmy Young Show {(BBC Radio 2),
Radio Wales, Radio Birmingham and Greater
London Radio.

The Director General and David Redding,
OFTEL’s Head of Information, during filming
for BBC2’s programme Reportage

CONFERENCES,
SEMINARS AND
EXHIBITIONS

5.14 The Director General undertook a full
programmme of speaking engagements, both in
the UK and increasingly abroad, during the
year. The Deputy Director General and other
senior OFTEL staff faced growing demands for
their participation in commercially-arranged
telecommunications seminars and conferences
to explain the background and implications of
changes in the evolving regulatory regime.
The Director General's overseas speaking
engagements took him to Brussels, Paris,
Amsterdam, Nice, Arizona, Philadelphia,
Washington,  Australia, New Zealand,
Macau, India (where he delivered the First
Jawaharlal Nehru Memorial Lecture on Tele-
communications to a large audience) and
Hong Kong. The Deputy Director General
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Kong. The Deputy Director General and
other directors fulfilled engagements in Bru-
ssels, Barcelona, Germany and Korea.

5.15 Participation in exhibitions addressing
consumers, the telecommunications indus-
rry, small businesses and specialist groups
such as disabled people continued to play an
important part in OFTEL’s publicity and
information programme. OFTEL artended
the Consumer Congress in Cardiff and the
National Asseciation of Consumer Advice
Bureaux Annual Conference in York where
HRH The Princess Royal visited the OFTEL
stand. On the telecommunications industry
side, the most important event OFTEL
supported was the 22nd Annual Conference
of the Telecommunications Managers
Association in Brighton. OFTEL also had a
stand at Comex '89 aimed at the mobile
sector. OFTEL’s Small Businesses Com-
mittee (BACT) featured on stands at a serics
of exhibitions in Bristol, Solihull, Manches-
ter and Glasgow and also at the CBI
Conference in Harrogate. The Advisory
Committee on Telecommunications for
Elderly and Disabled People (DIEL) again
participated in the Naidex exhibition at
Alexandra Palace and also had a display at
the Age Concern Conference.

5.16 A full list of the events attended by
OFTEL during 1989 follows.

Telecommunications Industry

October Annual Conference of the Tele-
phone Managers Association,
Brighton

October/ Comex 89, Sandown Park,

November  Surrey

Consumer Events

April Consumer Congress, Cardiff
July Royal Show, Kenilworth,
Warwickshire

Roval Welsh Show,
Wells, Wales

Builth
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October National Association of Citi-

zens Advice Bureaux Annual
Conference, York

The Advisory Committee on  Telecommu-
nications for Disabled and Elderly People
(DIEL)

July British ~ Computer  Society
Conference, London
Age Concern Conference,
London

October Naidex '89, Alexandra Palace

The Advisory Committee on  Telecommu-
nications for Small Businesses (BACT)

March Business Telecoms Exhibition,
Bristol

April Business Telecoms Exhibition,
Birmingham

May Business Telecoms Exhihition,
Manchester

June Business Telecoms Exhibition,
Glasgow

November Confederation of  British
Industry Annual Conference,
Harrogate

Number

60

50

1988

1989
£ Press Notices (™ Publications (including

1985 1986 1987

o revised editions)
(™ Lxhibitions

Some of OFTEL’s
(1985-89)

information activities




OFTEL’s LIBRARY

5.17 The Library’s primary function is to
provide a bibliographical, reference and
information service for OFTEL staff. Mem-
bers of the public may use the Library’s
resources, by appointment, for reference
purposes and for consultation of the public
registers of approved apparatus, contractors
and licences. During the year 791 people
visited the Library and over 9,200 public
register and other general enquiries were
answered.

5.18 The Library acts as a sales point for
priced OFTEL publications and produces a
monthly list of all OFTEL publications,
including licences granted, for general
distribution. A total of 3,802 OFTEL
publications were sold during the year.

5.19 During 1989, the Library completed a
six-month review of its services and stock by
evaluating feedback from library users. As a
resuit, certain economies were made and
this enabled funds to be transferred to areas
where there was a greater need.
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vides technical support to all appro-
priate OFTEL activities. In addition to the
work of its permanent staff of nine technical
grades and three administrative grades, the
Branch regularly calls upon the expertise of
specialist consultants in carrying out its
functions. The work of the Technical Direc-
torate tends to fall into three categories:
technical enquiries, programmable casework
and longer-term policy issues. There is some
overlap between these when a new viable
development in telecommunications tech-
nology progresses from a concept through
the standards-setting stage and then into
operational service.

6.2 The Technical Directorate’s work is
largely determined by the current activities
of other Branches, particularly those
involved with PTO and non-PTO policy
matters. As these are well covered elsewhere
in the Report, this section concentrates on a
few topics which have occupied a significant
proportion of the Technical Directorate’s
resources during the year.

6.3 Where appropriate, disputed accounts
referred to OFTEL are subject to investiga-
tion by the Technical Directorate. Over 300
cases were dealt with in 1989 and examin-
ation of correspondence and line event
records by technical experts helped OFTEL
to resolve many customers’ complaints of
inaccuracy. In some cases further enquiries
and measurements were carried out on the
Directorate’s advice. Unfortunately, line
event recording and other technical investi-
gations are generally carried out in periods
following that for which the account was
originally disputed. While persistent faults
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FTEL’s Technical Directorate pro-

‘(;,an be located and cleared, it is difficult to

obtain retrospective information. BT has
demonstrated to the Director General a new
design of line event recorder, called the
Monologue, which can be connected to
suspect lines. This will record more precisely
the events used for accounting purposes and
allow remote interrogation for computerised
Monologue s
expected to supersede earlier designs of

analysis of the records.

event rccorder, including the widely used
Miracle which was not designed to detect
the multifrequency dialling used on modern
exchanges.

6.4 Coincident with OFTEL’s work on the
new BSGL (see Section 3), the Technical
Directorate produced a revised draft of the
Code of Practice for the Design of Private
Networks,
known as the Network Code of Practice
(NCOP). Published in June, the revised
draft builds on earlier work on the technical

Telecommunications commonly

requirements relating to public network call
paths The

requirements are now described in a more

through private networks.
easily understood form, and the concept of
‘exceptions’ has been introduced to give
greater impairment allowances to private
networks in defined circumstances. Apart
from an ongoing concern about the rele-
vance of ‘quantising distortion’ as an ade-
quate measure of transmission performance
where innovative voice coding is used in a
digital
requirements specified in the NCOP are
generally regarded as setting a satisfactory

environment, the  technical

reference standard. As reported in more
detail in Section 3 (paragraph 3.44), the
draft NCOP has been lodged with the

European Commission under the Directive




83/189 procedure, but at the end of the year
an OFTEL consultative exercise was seeking
views on the extent to which the NCOP
should be applied in mandatory or advisory
form, bearing in mind the need to maintain
acceptable end-to-end performance on call
paths through multiple public and private
systems.

6.5 The Technical Directorate examined
the submissions of the eight applicants for
personal communications network (PCN)
licences and took part in discussions with
the companies involved. From a technical
point of view, five of the applications were
supetior to the others and of these three
were successful following the overall assess-
ment of the proposals. At the end of the
year, the technical standards for PCN sys-
tems were being discussed in a forum
attended by DTI, OFTEL and the three
licensees and this work will continue in
1990. Representatives from the forum are
attending relevant ETSI committees so that
compatibility with European standards can
be maximised.

0.6 Several novel technical matters were
addressed during the resolution of intercon-
nection problems between BT and MCL. In
particular, the Technical Directorate was
instrumental in establishing the network
topology which allowed BT customers to
make calls to premium rated services on the
MCL system. The Technical Direcrorate
was also involved in the groundwork on
‘extended ingress’ so that subscribers con-
nected to the BT system in over 100 areas
not directly served by MCL, could obtain
indirect access to MCL services.

6.7 The Branch’s technical staff pay parti-
cular attention to the performance of
modern telecommunications equipment and
the quality of service available to users of
licensed public nerworks and liberalised
attachments. Examples of such work during
1989 included the analysis of quality of
service data on the two cellular radio

systems, an assessment of the performance of
cordless telephones, and the specification of
technical requirements applicable to tele-
communications wiring on customers’
premises to avoid intolerable levels of noise
or crosstalk. Technical staff also investigated
a number of complaints where users were not
satisfied with the transmission performance

they had experienced.

6.8 In recognition of the increasing impot-
tance of the work of the European Telecom-
munications Standards Institute (ETSI), the
Technical Directorate targetted three of the
12 Technical Committees as being of
greatest importance. This is the maximum
Branch, with its
resources, could support through direct

number the limited

involvement. As a result rcpresentatives
attended TC/NA  (Network Aspects),
TC/BT (Business Telecommunications) and
TC/TE to keep

abreast of standards work in these areas and

(Terminal Equipment)

to endeavour to maintain consistency with
technical and regulatory developments in
the UK. An example of recent activity in
ETSI has been the preparation of a report on
the transmission performance of private
networks carrying public network calls
which has been influenced significantly by
OFTEL participation. The Branch has occa-
sionally been involved with other ETSI
Technical Committees when matters of
importance to OFTEL arise.

6.9 During 1989 the Technical Directorate
placed incrcasing emphasis on the
delinecation of the NTP (Network Termin-
ation Point) as the boundary between public
telecommunications systems and the ever-
widening range of equipment being
approved by BABT for atrachment to those
systems. Many subscribers are now bene-
fitting from the use of multifrequency sign-
alling to the public networks, replacing the
slow loop-disconnect pulsing as local
exchanges are modernised. Completion of

European standards for digital access should
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stimulate the introduction of wvery fast
addressed-message signalling between intel-
ligent switched
systems.

terminals and  public

6.10 The concepts of ISDN (Integrated
Services Digital Network) are about to
materialise as industry introduces terminals
having the capability to exploit the fast
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signalling and 64 kbit/s transmission paths
provided by extensive digitalisation of the
national networks. Terminals and networks
together under the banner of ISDN have the
potential to support an ever-widening range
of independent and co-operative service
and meeting the

features, martching

demands of the tele-literate society of the
1990s.




FTEL’s expenditure is provided by

Parliament, but the cost is met almost
entirely from licence fees, which, in the case
of the larger PTOs are, or will be, broadly
related to the size of the turnover of the
licensed business. Where possible the figures
given in this part of the Report have been
extrapolated to cover OFTEL’s activities for
the calendar year of 1989 although, for
accounting purposes, OFTEL uses the April
to March financial year.

STALF

7.2 For the financial year ending 31 March
1990 the Director General had a ceiling of
131 staff posts. The corresponding figure for
the previous year was 120 posts. Taking
1989 as a whole, OFTEL employed, on
average, a total of 118 permancnt staff.
Additional staff were employed
during the year particularly to help with
peaks in the work load of the consumer

casual

complaints section and to assist with statis-
tical surveys.

7.3

follows:

The permanent staff were divided as

Included in these figures are the following
staff who act specifically as professional
advisers:

The internal auditors are shared with the
Office of Fair Trading (OFT) and the Office
of Gas Supply (OFGAS).

BUDGET

7.4 The Director General had a cash limit
of £4.6 million for the financial year ending
March 1990 and a corresponding figure of
£4.0 million for the previous financial year.
Salary costs accounted for nearly half the
total spend. In addition, during the year
specialist consultants were taken on in order
to undertake particular research projects
providing expert support to the Director
General, the Technical Directorate, the
Consumer Affairs Branch and the IT (Com-
puter) Unit. This cost also accounted for a
significant part of the spend.

7.5 The diagram shows how OFTEL’s
budget was divided in 1989 between the four
main areas, for accounting purposes, within

OFTEL:
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The division of OFTEL’s budget (see paragraph
7.5 for key)
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® work related to PTQO licences and
competition (PTQ)

® work related to non-PTO licences,
apparatus and contractor approvals,

and standards (non-PTO)

® work related to consumer affairs and
codes of practice (CA)

® information and publicity (Inf)

The budget for the work of the six advisory
committees and the TAC:s is included in the
consumet affairs sector. Salaries, overheads,
common services and administrative costs
have been allocated as appropriate.




nder section 54(1) of the Act the Secfétary of State was required to establish advisory
bodies for telecommunications matters affecting England, Scotland, Wales and
Northern Ireland respectively (the ACTs).

8.2 The Director General was also required under section 54(4) of the Act to establish
advisory bodies for telecommunications martters affecting small businesses, and for
telecommunications matters affecting persons who are disabled or of pensionable age. These
two committees are known as BACT and DIEL respectively.

8.3 The following Reports from the six ACTs have been made to the Director General as
stipulated in Section 54(7) of the Act.

Mr R Hutton, Chairman Mr W Begg OBE, Mr T Lynch, Chairman My J J Eccles OBE JP,

of the English Advisory Chairman of the Scottish of the Welsh Adwisory Chairman of the Northern
Committee on Advisory Committee on Commiitee on Freland Advisory
Telecommunications Telecommunications Telecommunications Commiuee on

Telecommunications

Mr D Hobman CBE, Mr M Ashton, Chairman
Chairman of the Advisory of the Aduvisory
Committee on Committee on
Telecommunications for Telecommunications for

Disabled and Elderly People  Smuail Businesses
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REPORT OF
THE ENGLISH ADVISORY COMMITTEE ON
TELECOMMUNICATIONS
FOR THE YEAR ENDING 31 DECEMBER 1989

he English Advisory Committee on
TTelecommunications held five meet-
ings during the year. We were pleased to
welcome either the Director General of
Telecommunications or his Deputy to
several of our meetings. Mrs Batty Shaw,
who had been a member of the Committee
since its inception, was for personal reasons
unable to accept a further appointment and
resigned from the Committee in July. We
would like to thank her for her contributions
to our work during its formative years. A list
of the present members of the Committee
(as at 31 December 1989) follows this

Report.

8.5 The Committee offered views and
comments to the Director General on a
number of issues during the year, in par-
ticular:

{a) BT’s price changes for its private
circuits;

(b) further deregulation for business
users of public telecommunications
systems;

(¢) connection and pre-connection
inspection of Call Routing Appara-

tus; and

(d) the provision of Chatlines and pre-
mium rate message and information
services.

8.6 The Committee was very concerned at

the large increases announced by BT

towards the end of the year for certain

Although the

increases as a whole came within the overall

private circuit charges.

price cap agreed by the Director General

with BT, we were concerned at the large
increases for some services, particularly
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those relating to ‘Megastream’ circuits; we
expressed the view that BT should spread
such exceptional price increases over a
reasonable period in order to minimise the
disruption to users. We will continue to
examine carefully BT’s proposals for price
changes for both its main services and
private circuits.

3.7 In response to the Director General’s
consultative document on the further dereg-
ulation for business users of public telecom-
munications systems, we fully supported the
efforts to reduce the complexity and number
of class licences, and the proposals to allow
further liberalisation. In particular we
applauded the additional
offered by allowing resale, including simple
resale and, whilst accepting that there would
initially need to be differences between

liberalisation

domestic and international resale, we
expressed the hope that other countries
would follow a similar path. We advised that
consideration should be given to the prob-
lem of unsolicited fax messages and we were
pleased to see that the new Branch Systems
Gencral Licence (BSGL) contained a condi-
tion designed to limit the intrusion caused

by unsolicited telephone and fax sales calls.

8.8 The Committee also welcomed the
Director General’s consultative document
on connection and pre-connection inspec-
tion of Call Routing Apparatus and in
particular advised that, for the full benefit to
be gained, it was essential for competent
Registered Installers to be able to make the
necessary connection to the public network
on completion of pre-connection inspec-
tion. We were pleased to note the subse-
quent decision to permit both Registered




[nstallers and Designated Maintainers, who
satisfy the requirements of appropriate
British Standards Institution (BSI) quality
assurance schemes, to dispense with the
pre-connection inspection and to connect
apparatus direct to the PSTN themselves.

8.9 We were aware of the continuing
concern about the exploitation of Chatline
and premium rate message or information
services. Members fully agreed that the
incidence of abuse of these services meant
that it would be against the public interest
for Chatlines to be re-introduced as pre-
mium rate services until sufficient safeguards
could be devised to eliminate any significant
risk of abuse. We agreed that a strict code of
practice was the minimum regulation
required for Chatlines to operate as a
premium rate service and that similar codes
should apply to ‘One-on-One’ and inter-
active game premium rate services. We also
expressed the view that BT and the other
public network operators should be encou-
raged te introduce helpful facilities (such as
itemised billing and notification to the
customer when the telephone bill reaches a
predetermined level) as soon as technologi-
cally and economically feasible.

8.10 The Committee continued to monitor
the level of complaints received by OFTEL.
During the year we were asked by the
Director General to review the handling of a
particular case and to advise him as to what
further action he ought to take in the
matter. We were satisfied that the Director
General had taken all reasonable steps to
resolve the complaint but we considered
that some of the concerns expressed by the
complainant could, to a certain extent, have
been allayed if the initial response from BT
had been more urgent and more sympathe-
tic. The Committee fears that the rela-
tionship between BT and its customers does
on occasions fall short of the highest stand-
ards of service and intends to discuss this
concern with BT’s senior management in

1990.

8.11 It is clear from the statistical evidence
that querics over metering and billing are
numerous and nationwide: since it will be
several years before itemised billing will be
available to all customers, we have strongly
advocated the introduction of the metering
approval scheme at the earliest possible
moment to provide an independent audit of
telephone metering. We hope to see the
introduction of the scheme during 1990 and
one of our members is tepresenting the
Advisory Committees on Telecommu-
nications in discussions with the British
Approvals Board for Telecommunications

(BABT)

standard.

about an appropriatc meter

8.12 Another long-standing area of concern
is the structure and
local Telecommu-
nications Advisory Committees (TACs).
We recognise that many of the TACs
provide a useful and welcome service to the

to the Committee
effectiveness of the

local community, but we are concerned
about the inadequacy of the funding pro-
vided by the Department of Trade and
Industry and, in particular, about the
absence of honoraria for voluntary TAC
secretaries; these people expend a great deal
of time and effort in dealing with local
complaints about the telephone service. We
will continue to address this subject in 1990,
but were pleased to accept a closer, more
dircct relationship with the TACs by
agreement with the Director General.

8. 13 During the year we discussed both the
quality of service provided by the public
telecommunications operators and the pos-
sible arrangements for telephone numbering
into the 21st century. We also responded to
the Department of Trade and Industry’s
discussion document Phones on the Move and
supported the suggestion that the UK should
move immediately to take advantage of the
market opportunities offered by personal
communication networks (PCNs).

8.14 In May 1989 the Rural Development
Commission and OFTEL published a

57




study — Telecommunications in Rural England.
This provided the first detailed attempt at
research into the telecommunications prob-
lems faced by rural areas of England, and
offered several recommendations as to how
these might be resolved thus providing rural
communities with satisfactory access to the
advanced forms of telecommunication ser-
vices and facilities that are being developed.
We were pleased to see that a number of
initiatives have already been taken, such as
the decision to allow simple resale and the
development of several telecottage projects,
which should prove beneficial to rural areas.

8.15 In our last Report we mentioned that
an area of concern to the Committce had
been problems associated with emergency
999" calls made from hotels. An incident in
Comwall had raised doubts about whether
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some hotels’ telephone systems and pro-
cedures were adequate to cope with an
emergency. Following discussions with the
Committec, the British Hotels, Restaurants
and Caterers Association agreed to publish
an article, including our recommendation
on how to overcome problems faced by some
hotels, in its trade magazine.

8.16 During the year, members had the
opportunity to examine some aspects of the
cable sector of the industry. The Committce
held one of its meetings at Cable Camden
Ltd who made a presentation outlining cable
developments in the UK; this was greatly
appreciated by members.

8.17 All members of the Committee would
wish to express their appreciation of the
services of the secretariat during the year.




CHAIRMAN AND MEMBERS
OF THE COMMITTEE

Chairman

Mt R Hutton
Director General of British Merchant Banking and Securities Houses Association;
Director, Northern Rock Building Society; Director, Investment Management Regulatory
Organisation Ltd

Members

Mrs P D M Batty Shaw CBE, JP
Member, Development Commission; Member, National Council of Voluntary
Organisations; Member, Agricultural Wages Board, England and Wales; Trustce,
Charities Aid Foundation; Past Chairman, National Federation of Women’s Institutes:
Chairman, Wymundham Tax Commission, Norfolk (resigned from membership July 1989)

Mz § J Cooper
Retired Company Director; Chairman, Gas Consumers’ Council

Cllr Mrs ] Fergus MBE
County Councillor; Field Resources Manager, Social and Community Planning Research

Clle ] D Green
Winchester City Councillor; Chairman, Council of Community Service Rural
Committee, Hants; Chairman, Winchester Children's Holiday Trust; Chairman, Harvest
Technology Ltd, Hale, Cheshire; Chairman, Southampton TAC; Chairman, South West
Region TACs

Mr ] Maynard
Managing Director, MTEL UK Lid; Member, Parliamentary Information Technology
Commitree

Mr D O Michel OBE
Director, Derngate Housing Society Ltd; former Chairman, Midland Region TACs;
former President, Northamptonshire Chamber of Commerce and Industry

Mt D R Oram
Group Purchasing Manager, Metropole Hotels Ltd; Fellow, Hotel Catering and
Institutional Management Association; Member, Institute of Purchasing and Supply

Mr A C Squires
Group Telecoms Executive, Rank Organisation plc; Director, Telecommunications
Managers Association Ltd; Director, Institute of Administrative Management

Mrs M C Taylor
Secretary, Southend and District Consumer Group; Vice-President and former Chairman,
National Federation of Consumer Groups; former Chairman, Eastern Region TACs
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SCOTTISH ADVISORY COMMITTEE ON
TELECOMMUNICATIONS ANNUAL REPORT FOR THE
YEAR ENDING 31 DECEMBER 1989

INTRODUCTION

t is with great regret that we have to
Irecord the death of Dr Colin MacLean on
18 February of this year. Dr MacLean had
been an active Member not only of this
Committee but also of the Post Office Users’
Council for Scotland since 1978, and his
contribution over the years to the work of
both bodies was greatly valued. Dr MacLean
was Principal of Thurso Technical College
where his particular interest in vocational
youth training was widely recognised and
appreciated. He is survived by his wife Jean
and two sons to whom the Committee
members extend their deepest sympathy.

8.19 During the year wc have become
conscious of the need to widen the Com-
mittee’s present level of technical expertise
and to achieve a greater geographical spread
of representation by individual members to
include such areas as Greater Glasgow,
Edinburgh, Dundee and Fife. In consul-
tation with the Chairman, the Department
of Trade and Industry (DTI) (which has
responsibility for this Committee) con-
sidered nominations for appointment to the
Committee from a range of sources, and we
are pleased to report that in December the
DTl submitted recommendations to the
Secretary of State concerning the proposed
appointment to the Committee of a number
of new members which we anticipate will
reflect the views expressed by the Chairman
on how the Committec’s membership might
be strengthened. Details of any new
appointments made will be given in our

Report for 1990.

8.20 Other changes in membership occurred
during the year with the retirals on 30
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September of Mr Douglas Walker and Mr
John Campbell. We are grateful for the
contribution which these members made to
the work of the Committce during their
respective terms of office. Finally, we are
pleased to welcome the reappointment of
Mrs Forbes-Sempill to the Committee for a
further term.

8.21 The other major change in Committee
administration which occurred during the
year was the relocation in August of the
Secretariat, from Glasgow to Edinburgh.
The Secretariat is now based at 43 Jeffrey
Street, Edinburgh EH1 1DN: telephone
number 031-244 5576 (dircct line).

WORK OF THE
COMMITTEE

8.22 The Commirttee held four meetings
during the year—in March, May, October
and December. Meetings were held in
Glasgow, Aberdeen and Edinburgh (twice).
The March meeting was attended by Mr D P
Willmets (OFTEL Secretariat), whilst that
for December was attended by Mr W R B
Wigglesworth, OFTEL’s Deputy Director
General, and Mr A Orbell, OFTEL’s Tech-
nical Director. The May meeting was very
kindly hosted by BT’s North of Scotland
District at their headquarters in Aberdeen,
during which members were given an audio-
visual presentation by BT staff on the work
of BT in NE Scotland, with particular
emphasis on the provision and maintenance
of communication links in the wake of the
Piper Alpha disaster and the hurricane
damage sustained by NE Scotland early in
1989. Among the main items considered
during the year, some of which are expanded




upon later in this Report, were the following:

e BT/HIDB ‘Highlands and Islands’ Ini-
tiative

® Telephone difficulties in rural areas

e Future of the telecommunications
infrastructure in Scotland

® Chatline/Callstream services

® Role of BT’s Scottish Advisory Forum

® Deposits for telephone service

In addition the Committee contributed advice
to OFTEL on the following subjects:

® Further deregulation for business users
of public telecommunications systems

® Chatlines and premium message
services
® Connection and pre-connection

inspection of Call Routing Apparatus

® Further liberalisation of payphones

® Review of ‘999 emergency call
arrangements

¢ Closure of System 4

® BT’s price changes

® Numbering for telephony services
into the 21st century

® PTO Meter Approval Scheme

® BT’s proposed charges for private
circuit services

® [nter-system Roaming on the Cellular

Radio Network

BT/HIDB ‘HIGHLANDS AND
ISLANDS’
INITIATIVE

8.23 In our last Annual Report we made
reference to this Initiative for upgrading the
present network and extending Value Added
Nerwork Setvices in the Scottish Highlands
and I[slands Area. Discussions with Govern-
ment about possible funding for the Initiative
had spanned a considerable period of time, a
matter in respect of which this Committee
had expressed its concern, and we therefore
particularly welcomed the announcement by
the Secretary of State for Scotland on 2 June
that he was authorising the Highlands and
Islands Development Board (HIDB) to give

work on the Initiative to proceed. The total
cost of the Initiative has been estimated at

£16.25 million.

8.24 The timescale of the Initiative is such
that it is anticipated that by 1992 the
Highlands and Islands will have a fully
digital network  as
advanced as The new
network involves the upgrading of over 40
telephone exchanges in the area, thus

telecommunications
any in Europe.

providing reliable high-speed data commu-
nications services to the main population
and business centres of the Region, and it is
hoped that these new telecommunications
facilities will provide a strong basis for
attracting inward investment to the area.
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8.25 The Initiative was the subject of a
formal launch by BT and HIDB in Inverness
on 23 October, to which representatives
from the business community and from
central and local Government were invited.
The Chairman, Secretary and certain mem-
bers of the Committee also participated in
this event which included a series of discuss-
ion workshops on likely benefits arising from
the Initiative.

CHATLINE/CALLSTREAM
SERVICES

8.26 Readers will be aware that Chatline
and premium message services have been the
subject of considerable public debate owing
to the large number and seriousness of
reported cases of cxcessively high bills
received by BT customers because of unau-
thorised use of such services.

8.27 The Monopolies and Mergers Commis-
sion (MMC) were asked by the Director
General of Telecommunications to investi-
gate matters and their Report on Chatlines
and other message services was published on
21 February. The MMC concluded that
these services operate, or may be expected to
operate, against the public interest. The
Report also said, however, that the MMC
would prefer a regulatory framework which
would not lead to a virtual cessation of the
services,

8.28 At the beginning of the vyear the
Director General became aware of even
larger bills than those seen by the MMC in
that BT had

changed its view of Chatline services since it

their review, and noted
gave evidence to the MMC, as shown by its
unilateral action in terminating Chatline
services on its premium rate ‘Callstream’
network. On 16 March the Director General
published his proposals for the future regula-
tion of Chatlines, both multiline and *One-
to-One’ services, which included proposals
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for a draft code of practice designed to
safeguard the interests of customers faced
with large bills because of unauthorised use
of these services. Subsequently, on 17
November, the Director General announced
controls regulating the provision of these
services over BT’s network. These controls
came into force on 8 December and are
reinforced by codes of practice prepared by
the Independent Committee for the Super-
vision of Standards of Telephone Informa-
tion Services and the Association of Live
Speech Services. These codes have been
approved by the Director General.

8.29 On 22 December the Director General
announced that similar controls would be
introduced to regulate any multiline
Chatline or ‘One-to-One’ services provided
on any of the networks operated by Mercury
(MCL), Kingston Communications (Hull},
Racal-Vodafone (Vodafone), or Telecom
Securicor Cellular Radic (Cellnet) to take
effect on 8 January 1990. At the end of the
year, however, codes of practice designed to
back up these controls and without which
these services cannot be provided had still to

be agreed with the Director General.

8.30 The Scottish Advisory Committee on

Telecommunications has been closely
associated with these developments and has
offcred views to OFTEL as required, endors-
ing the stance which the Director General of
OFTEL has taken in this matter (see also
further remarks under Complaints, paragraph
8.57). The Committee will continue to
monitor the situation, particularly as it
affects the interests of customers in Scot-
land, and in discussion with OFTEL will
take whatever action is considered necessary

to safeguard these interests.

PAYPHONE
LIBERALISATION

8.31 At our May meeting we discussed the
possibility of further liberalisation of pay-




phone services. We were concemned that
unless other operators were obliged like BT
to offer universal public payphone services
there would be a danger that, like MCL,
they would be free to concentrate their
efforts only in high-density and therefore
more profitable areas of London and other
major cities to the detriment of areas in rural
parts of Scotland and elsewhere. We recog-
nised, though, that an alternative measure
might be to impose some sort of levy on the
providers of any additional payphone ser-
vices in order to subsidise the less profitable
but socially necessary parts of BT’s payphone
service and we feel that should, at some date
in the future, the Government choose to
license more competitors to BT then this
option be considered for adoption.

8.32 At the time of writing, there is no sign
that the Government has any immediate
plans to introduce any further direct compe-
tition in this area. There have been several
significant developments in the payphone
and related fields which are relevant. Firstly,
a general and significant improvement has
been evident in the reliability of BT’s
payphone service coupled with BT’s assu-
rance that it will not withdraw any pay-
phone which meets a real social need.
Secondly, the issue of the new Branch
Systems General Licence allows greater free-
dom to individuals and businesses to install
payphones for public use on their premises
thereby offering greater payphone accessibil-
ity. Thirdly, telepoint services have been
introduced which allow subscribers to make
calls using portable handsets within range of
base stations in public places which are linked
to the public telephone network. The Com-
mittee welcomes these developments.

REVIEW OF 999
EMERGENCY CALL
ARRANGEMENTS

8.33 Following our October meeting we
drew OFTEL’s attention to our concern in
respect of the potential difficulties which

may be caused by the centralisation of ‘999
call facilities as thesc affect rural parts of
Scotland—particularly where there may be
dialect or accent problems—where emergency
operators are centrally located, and therefore
may have no local knowledge of the district
from which a call is being made. In this
respect we are pleased to note that BT (North
of Scotland District) alteady employs a
number of Gaelic-speaking operators in the
Highland area, and arrangements are in hand
to provide Gaelic language courses for other
BT staff who require this facility. We noted
however that equally there was a real need for
a programme of public education on how to
make ‘999 calls, in that customers often fail to
describe accurately what their particular
emergency is and, more important, the
address from which they are calling.

8.34 OFTEL have included these points in
their review of ‘999" emergency call arrange-
ments and we and the other Advisory
Committees in  England, Wales and
Northern Ireland will be consulted again
about the review once preliminary conclu-
sions are reached and before a final report is
submitted to the Director General of Tele-
communications.

DEPOSITS FOR
TELEPHONE SERVICE

8.35 In view of some customers’ concern
regarding the above, we have referred to
OFTEL the question of how long in advance
of providing service BT can reasonably
request, and retain, a customer’s deposit,
and have also asked OFTEL to determine
what restrictions exist on the length of time
BT can hold a customer’s deposit where
delay in providing service is the fault of BT.
OFTEL has confirmed that it has raised with
BT the matter of producing published guide-
lines relating to its deposit policy and these
further aspects which we have now drawn to
OFTEL’s artention will be considered in the
further discussions with BT. Subsequent
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developments will be covered in our next
Annual Report.

TELECOMMUNICATIONS
IN RURAL SCOTLAND

8.36 The lack of competition and the less

favourable economics of telecommu-
nications in rural areas have caused us to
note with some concern that, by the end of
this century, telecommunication facilities in
rural areas of Scotland could well be inade-
quate. Qur concern has been reinforced to
some extent by the publication earlier this
year of a Report by the Rural Development
Commission (RDC) entitled Telecommu-
nications in Rural England. This Report
highlights the problems of an inadequate
telecommunications network and support
facilities in rural parts of England, and it is
clear to us that similar and possibly more
serious problems exist in rural parts of
Scotland. We would therefore strongly sup-
port the implementation in Scotland of
actions similar to those proposed for England
in the RDC Report, namely:

(a)  introducing initiatives to improve the
awareness and understanding of new
opportunities presented by develop-
ments in teleccommunications;

(b) lobbying of BT to look more closely at
satisfying the needs of new businesses
in rural arcas;

(c) urging the Department of Trade and
Industry, in issuing future licences, to
require all but the most specialist
operators to meet network coverage
obligations designed to create preater
equality of service standards between
urban and rural areas; and

(d} urging BT and MCL to look at
alternative technologies which might
better serve low demand areas and
encourage manufacturers to develop
equipment offering a more cost-
efficient delivery of digital services to
such areas.
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8.37 Additionally, there exists a problem in
Scotland not found in the rest of the UK. It
concerns the future provision of an Inte-
grated Services Digital Network (ISDN).
This can be either a two-wire or a single line
integrated digital access (IDA) which ena-
bles a variety of services, eg voice telephony,
fax, data transmission, etc, to be handled
via one exchange line. The EEC, through its
Special Telecommunications Action for
Regional Development (STAR) Programme
are setting out to encourage, sometimes by
investment of EEC funds, the universal
provision of narrowband ISDN throughout
the EEC with an initial target of 80 per cent
coverage by 1991. They see this as essential
for less favoured regions to “reduce the
extent by which they lag behind in terms of
cconomic development”. Furthermore, the
Communications Steering Group of the
DTI, in rejecting the concept of a universal
broadband ISDN network, believed that
needs in rural areas could be met by the
provision of narrowband ISDN. Unfor-
tunately, some of the exchanges installed in
rural areas of Scotland in recent years as part
of a programme to digitalise the network,
will not support ISDN. This problem was
identified in the EOSYS Rcport on the
Highlands and Islands in 1986 and, as
detailed earlier in our Report, the Govern-
ment has recently announced a small invest-
ment there (together with an investment
from BT) to
Although exactly the same problem exists
elsewhere in Scotland, the Scottish Office
has said that it is most unlikely that Treasury

improve the situation.

funds will be made available to assist these
areas.

8.38 This Committee strongly believes that
something must be done to assist these areas
either by changing the BT licence to require
the universal provision of narrowband ISDN
ot by schemes similar to the Highlands and
Islands Initiative involving relatively small
Government or EEC investment to improve
the availability of narrowband ISDN.




8.39 We furthermore propose that the desir-
ability of broadband ISDN being made
available in rural areas of Scotland in the
future requires further consideration and
should form part of the Government review
on relecommunications due to commence in

1990.

LIAISON WITH THE
SCOTTISH DEVELOPMENT
AGENCY

8.40 In our Report for 1988 we referred to
the link which we established with the
Scottish Development Agency, and we are
pleased to report that this link has been
strengthened during the current vyear
through further liaison with the Agency on
matters of common concern and mutual
interest. The Chairman and Secretary met
with Agency staff in July, and further
meetings will take place as the need arises.
In particular we hope to be able to bring
Agency staff and members of the Committee
together at one of the Committee’s business
meetings in 1990, when it is intended that
the Agency will give a presentation to
members on a range of issues and initiatives
concerning the further development of tele-

communications in Scotland.

MERCURY
COMMUNICATIONS
LTD (MCL)

8.4! During the year we have continued to
develop our links with MCL, and in
September the Chairman and Secretary met
informally with the new General Manager
for MCL in Scotland, Mr Bob Ure, who has
succeceded Mr Bob Beckinsale in that cap-
acity following the latter’s retirement. At
this mceting the Chairman and Secretary
were given a small presentation by Mr Ure
and his colleagues on the progress which
MCL has made on the telecommunications

front in Scotland since the company’s Scot-
tish launch in 1987. A significant aspect of
the presentation was the enthusiasm shown
by MCL in promoting awareness of its
services and of the benefits to the Scottish
consumer—particularly within the business
community—who might be inclined to
choose MCL service as an alternative to that
offered by BT. How far MCL will be able to
develop its services in Scotland with a view
to providing the non-urban user with a truly
alternative service remains to be seen, and it
is rcasonably clear that the competitive
clement in the field of telecommunications
service provision which was introduced by
the launch of MCL in Scotland will not
necessarily bring benefits to all consumers.
We are nevertheless encouraged by the
progress made by MCL in this field to date
and will continue to monitor developments
with intercst.

MCL’s Savoy Tower in Glasgow

OTHER MATTERS

Customer Reference to BT’s Code of
Practice

8.42 Largely as a result of the Committee’s
desire to intercept complaints from Scotrish
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customers about telephone service which in
many instances find their way to OFTEL in
London (and are subsequently redirected to
us), we are pleased to be able to report
success in relation to two initiatives which
we have pursued with BT in Scotland in
order to try to ensure that Scottish com-
plaints or requests for advice and assistance
are directed to the SACOT Secretariat in

the first instance.

8.43 One of these initiatives has involved
securing B1’s co-operation in arranging to
have Section 5 (The Code of Practice) in
Scottish telephone directories amended so as
to give greater prominence to SACOT as
the body to whom customers in Scotland
should write when they have an unresolved
dispute with BT, or wish to have indepen-
dent clarification on a particular aspect of
their consumer rights in relation to the
provision of telephone service. This amend-
ment will mean changing the present order
of listing of the four Advisory Committees
on Telecommunications in the UK
(England, Wales, Scotland and Northern
Ireland) so that the reference to SACOT in
Scottish telephone directories will be given
greater prominence and will be implemented
as and when local directories are revised.

8.44 The other initiative concerns the refer-
ence to OFTEL on the reverse of the
standard telephone bill, whereby customers
of BT, wherever they happen to reside, are
advised to write to OFTEL in the event of a
dispute. It has been agreed that in future, for
customers in Scotland, the reference to
OFTEL will be removed and the bills will be
printed with a reference to SACOT.

8.45 We are particularly pleased that these
initiatives were developed in Scotland,
although clearly our achievements will have
implications for customers in other parts of
the UK. For the moment, however, we wish
to record our profound appreciation of the
high level of co-operation afforded by BT
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staff in Scotland in our efforts to have the
above changes introduced for the benefit of
Scottish customers.

BT’s Scottish Advisory Forum

8.46 In January, the Chairman and the
Secretary of the Committee met with the
Secretary of the Forum and a Forum member
in order to explorc ways of developing a
meaningtul dialogue between both bodies on
topics of mutual interesr, and also to
determine whether there was any risk that
Forum activities might overlap or conflict
with those of SACOT. The meeting provided
an opportunity for a useful exchange of views
on a number of matters, and from the details
which the Chairman and the Secretary of the
Committee were able to obtain about the
manner in which the Forum operates, and of
the nature of topics usually discussed by the
Forum, we have satisfactorily established that
the roles of the Forum and SACOT do not
overlap and that there is no likelihood of a
contflict of interest between the two. Liaison
between the Forum and SACOT continues at
Secretary level, with contact being main-
tained at regular intervals.

Charges for Directory Enquiry Services

8.47 On 8 December MCL announced that it
was proposing to expand its Directory Enquiry
service at a cost of £5.5 million and that this
expenditure would be funded through a new
Directory Enquiry charge of 50p per call. The
new charge will be introduced on 2 January

1990.

8.48 In line with Government requirements,
blind and other disabled persons who are
unable to use a telephone directory can apply
for exemption from the charge. Exemption
procedures have been agreed with the Director
General of Telecommunications after consul-
tations between MCL and OFTEL’s Advisory
Committee on Telecommunications for Disa-
bled and Elderly People, and details have been

sent to all MCL customers.




8.49 Our Committee has been consulted on
various occasions during the year on the
question of the introduction of Directory
Enquiry charges by BT. At present the cost
of the Directory Enquiry service has to be
borne indirectly by all customers irrespecrive
of their use of the service. Problems have
been encountered in some areas due to a
number of businesses using the service, for
example, to facilitate selling their goods or
services by telephone, thus overloading the
Directory Enquiry system. It is therefore felt
that it would be fairer to distribute the cost
of providing a Directory Enquiry service in
which charges would more properly be
allocated for service abuse of the kind
described above. We, therefore, confirm
that in principle we have no objection to the
introduction of such charges provided that
revenue obtained by BT and MCL is used
either to improve existing service or to help
reduce charges in other areas. At the time of
writing neither this Committee nor OFTEL
has any knowledge of when BT are likely to
introduce charges for their own Directory
Enquiry service, but we are reasonably
certain that due to abuse of the service BT
will be obliged to follow MCL’s initiative in
this matter at some stage in the future.

Proposed SACOT Leaflet

8.50 In last year’s Annual Report we refer-
red to our intention to produce an expla-
natory leaflet on the Committee and its
work, for free distribution to Citizens
Advice Bureaux (CABs) and other com-
munity service outlets, in order to help
promote awareness among consumers of the
Committee’s function. Partly as a result of
the move of the Committee secretariat from
Glasgow to Edinburgh in August, produc-
tion of the leaflet was delayed slightly:
however, a final draft has now been prepared
and we expect to be able to go to print early
in 1990. CABs and other outlets should
have supplics of the leaflet available on
request with effect from June of next year at
the latest.

Public Call Boxes

8.51 We are satisfied that BT is continuing
to develop this important area of its work
and customers generally appear to be simi-
larly content with current standards of
payphone service. The number of BT-
operated public call boxes in Scotland now

stands at 7,663 (at December 1989).

8.52 This year also saw the introduction in
Scotland of MCL payphones. Kiosks are
currently located at main railway stations in
Glasgow (Central and Queen Street) and
Edinburgh (Waverley),

Christmas/New Year Service: Cheap
Call Rates

8.53 Since BT  first  launched  this
concessionary service, in 1985, whereby
customers in Scotland have been able to
take advantage of cheap call rates over an
extended period during the festive scason,
such cheap call rates have normally been
continuously available between Christmas
Day and 2 January (including weekends) a
period of about eight consecutive days. This
year, however, BT has taken the decision to
reduce from eight to three the number of
days (other than weekends) on which cheap
rate telephone calls will apply. In the
1989/90 festive holiday period the three days
were Christmas Day, Boxing Day and New
Year’s Day.

8.54 Although in the past all subscribers
have been given the benefit of eight con-
cessionary days the pattern of concessions
varied across the UK. In England, Wales
and Northern Ireland the concessionary days
were scattered throughout the year, whereas
in Scotland all the concessionary days have
fallen traditionally over the Christmas and
New Year period. It is therefore in Scotland
where the most immediate impact of the
reduction in concessionary days will be felt,
and we are concerned to ensure that those
customers who have become used to making
cheap rate calls on certain days during the
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festive period are fully aware of this reduc-
tion. The exclusion from the 1989/90 con-
cession of 2 January, which traditionally is a
public holiday in Scotland, is a significant
casc in point.

8.55 MCL customers were also able to take
advantage of cheap rate concessionary days
during the 1989/90 festive period. In Scot-
land the cheap rate extended from the
evening of 22 December 1989 until the
morning of 3 January 1990, inclusive of
normal economy rate periods.

TELECOMMUNICATIONS
ADVISORY COMMITTEES
(TACs)

8.56 During the year we maintained close
links with the Scottish TACs through
exchange of minutes and by attendance of
the Chairman and the Secretary of the
Committee at selected meetings. The TACs
provide information on standards of service
in their own areas which is of value to the
Committee and enjoy a close liaison with
the BT District General Manager in whose
area the TAC operates, and who is repre-
sented at meetings of the TAC. Although
there are still one or two areas in Scotland
(notably the Western and Northern Isles)
where no TAC exists, we are pleased to
report that new TACs were set up during the
year to represent customers in Fife, Dum-
friesshire and the Borders, bringing the total
number of TACs in Scotland at present to
12. It is our aim to complete the TAC
network in Scotland, by establishing local
committees in Orkney, Shetland and the
Western Isles, during 1990.

COMPLAINTS AND
OTHER
REPRESENTATIONS

8.57 Complaints about, and requests for
advice or assistance in connection with, BT
services have risen during the year by about
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38 per cent over the figures shown in our
Report for 1988. There is no single expla-
nation for this increase; rather, it is due to a
number of different factors, with disputed
accounts once again representing the most
significant proportion of all complaints
received. In last year's Report we referred to
customer perception of the reliability of BT’s
call metering equipment and suggested that
the introduction of itemised billing might
help to reduce the level of disputed account
cases handled by the Committee secretariat.
However, we have seen no evidence to date
which would support this suggestion, in that
in the areas where itemised billing has been
introduced there has been no noticeable
reduction in the number of disputed account
cases coming forward. This is perhaps due in
part to the fact that itemised bills identify
individually only those calls made over the
value of 10 metered units (approximately
50p), and calls below this value are simply
lumped together. There is, therefore, still
the possibility that excessively large tele-
phone bills could be disputed where the bulk
of the bill is comprised of calls falling into
this latter category. However, BT itself is
confident that itemised billing will ulti-
mately reduce the number of disputed
account cases which both BT and this
secretariat have to deal with, and we will
continue to monitor developments with
interest.

8.58 In our last Report we highlighted the
case of a subscriber in Ayrshire who permit-
ted a friend regularly to use her telephone
over a period of time to make reverse-charge
calls to a residential number in Aberdeen,
and who subsequently was sent a bill for
these calls when BT in Aberdeen was unable
to trace the subscriber to whom the reverse-
charge calls had been made. We are pleased
to report that following referral of this case
to OFTEL, who in turn took the matter up
with BT in London, BT in Aberdeen
withdrew their claim against the Ayrshire
subscriber on the basis that they accepted
that the said subscriber would not have




given permission for the reverse-charge calls
to Aberdeen to be made had she known
what the resulting consequences might be.

8.59 It would be unjust of us to fail to record
that, in addition to the many complaint
cases against BT which we have been able to
resolve during the year, there has been a
significant number of instances where
investigation of the case has revealed the
customer’s complaint to be unjustified rather
than due to some error or oversight on the
part of BT. The most common type of case
in this category concerns unauthorised use of
a customer’s tclephone (ie without the
customer’s knowledge or consent), usually
by a member of the customer’s immediate
family, for the purpose of calling Chatline or
similar premium rated services. Subsequen-
tly the customer has received a very high
telephone bill which he has disputed with
BT on the basis that he believes the bill to
be inaccurate. Following investigation of the
complaint BT has, in most cases, been able
to demonstrate beyond any reasonable doubt
that the call charges are in fact correct and
the customer has thus been obliged to accept

responsibility for payment.

8.60 In cases of this kind it is virtually
impossible for SACOT to intervene on the
customer’s behalf to the extent that BT will
agree to reduce or waive call charges which
have been legitimately incurred, albeirt it is
recognised that these have been incurred
without the customer’s knowledge or con-
sent. However, it is to be hoped that the
proposed implementation of the new codes
of practice governing the use of Chatline
and other services, as referred to in para-
graph 8.28 of this Report, will not only

reduce the incidence of cases of the kind
described above but will also protect the
interests of the customer who, through no
fault of his own, finds himself in this difficult
situation.

8.61 A summary of representations about
BT services received by the Secretariat
during the year is given in the following
table, with 1988 figures shown also for
comparison. Once again we would like to
record our thanks to BT staff in Scotland for
the help and co-operation we have received
from them over the last 12 months in
responding speedily and courteously to the

cases which we have referred to them.
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REPORT OF THE WELSH ADVISORY COMMITTEE ON
TELECOMMUNICATIONS FOR THE YEAR ENDED 31
DECEMBER 1989

he Committee met four times during
Tthe year—in March at Bridgend when
the meeting was addressed by Mr W R B
Wigglesworth, Deputy Director General of
Telecommunications; in June at Haverford-
west; in September at Llandudno and in
December at Newtown when members
visited the Mid Wales City Connection
which is based at the Montgomery College
of Further Education. The Annual Confer-
ence of the Committee and Telecommu-
nications Advisory Committees in Wales
was held at Llandudno in September when
the guest speaker was Sir Bryan Carsberg,
Director General of Telecommunications.

8.63 Having been under strength for nearly
a year, the Committee was glad to welcome
three new members—Mr D T Jones, Mr L G
Owen and Professor M D Tedd.

8.64 The Committee submitted a special
Report on Telecommunications in Wales to
the Director General in April 1989. This
highlighted the dominant position that BT
occupies in Wales and is likely to occupy for
some time to come; the need to ensure, for
economic and social reasons, that standards
do not fall below those given elsewhere and
that prices are not higher; the existence of
areas in Wales where there are substantial
delays in providing customers with a tele-
phone service; and the need for improve-
ments in BT’s complaints handling pro-
cedures. The Report referred to the doubts
which customers have about the accuracy of
their bills and urged the introduction of
itemised bills as rapidly as possible; it
commended the steps taken by the Director
General to introduce an independent audit

scheme for Public Telecommunications
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Operators’ metering and billing procedures.
The Report also welcomed BT’s commit-
ment to maintaining the network of public
call boxes, particularly the low revenue
boxes in rural areas, whilst recognising that
BT faced competition in the more populated
areas.

8.65 We wish to point out that no cases of
excessive delay in providing a telephone
service have been drawn to our attention in
the second part of the year. There has been
an improvement in BT’s complaints hand-
ling procedures, but there is still room for
further improvement.

8.66 In April the Committee was repre-
sented at the Congress in
Swansea by the Chairman.

Consumer

8.67 In August the Chairman mer Mr M
(’Shea of Wintech to discuss liaison, when
appropriate, between the Committee and
Liaison Body
(TLB) which is a body made up of repre-

the Telecommunications

sentatives from the Welsh Development
Agency, Local Government and substantial
users and providers of telecommunications
services, The TLB has been established to
raise awareness of the benefits from the
effective use of relecommunications systems.

&5.68 In September the Chairman and
Secretary attended a workshop on oppor-
tunities for rural areas at Brecon which was
organised by the Welsh Devclopment
Agency and they also artended a meeting of
the English Advisory Committee when a
presentation was given on numbering for

telephony services.




8.69 The Secretary met the Secretaries of
the Northern Ireland, Scottish and English
Advisory Committees
nicartions in October at Cardiff. This proved
to be of great benefit and it is intended to
hold similar meetings once or twice each

on Telecommu-

year.

5.70 In December the Chairman and Secre-
tary met Mr R D Cull, District General
Manager, BT Wales and the Marches, and
his senior staff when matters of mutual
concern were discussed. It was agreed that
such meetings would be held in future on a
regular basis.

8.71 During the vear, the Committee gave
its views to the Director General on:

(a) Pre-connection inspections

(b} Deregulation of private circuits

{¢) Liberalisation of public call boxes

(d} Regulation of Chatlines and codes
of practice

(¢) Numbering for telephony services

COMPLAINTS
8.72 The number of representarions
received about PTO services (almost

entirely BT) is shown below:

In addition 104 telephone calls for advice
were received. Most of the complaints
received by relephone were followed by a
written complaint, whilst some would have
been taken up with BT orally in view of the
urgency of the matrer.

8.73 Overall the number of written repre-
sentations received has increased by 13.6 per
cent whilst those relating to disputed
accounts (these form 61 per cent of the total
number of written complaints received) has
increased by 36 per cent. It is hoped that the
planned extension of itemised billing will
see this trend reversed.

8.74 Complaints about the quality of service
continue at a disappointingly high level.
This is mainly a problem which arises in an
area near Aberystwyth which is served by a
number of small exchanges. Over a period of
many weeks the service experienced by a
relatively large number of subscribers— both
business and residential —was described as
deplorable. For lengthy periods during the
day and evening subscribers were unable to
make or receive calls. Indeed, one business
customer threatened to move from the area
because of the effect the poor quality of
service had on his business. Whilst remedial
action has improved service to some extent,
it seems that satisfactory service will not be
achieved until the network in that area is
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modernised and is able to cope with
demand. We understand that modernisation
plans have been brought forward.

‘999’ SERVICES

8.75 Towards the middle of the year, the
Committee was concerned to receive teports
of failures, and a consequent lack of public
confidence, in the ‘999" service, These
failures followed centralisation of the service
on Swansea, Newport and then Cardiff.
Whilst some members felt that central-

isation had contributed towards these
failures —cerrainly it was the public’s
perception—the Committee, having

received detailed reports, felt that the ser-
vice was as reliable as could reasonably be
achieved and that centralisation had not
resulted in a deterioration of the service.
Indeed, a degree of centralisation could
make the service more resilient. In fact the
number of failures on the part of BT was no
higher than before centralisation. The
Committee believes a full explanation
should be given to the public after liaison
with the emergency authoritics and BT
when failures occur. In order to give greater
reassurance to the public of the efficiency of
its ‘999" services BT invited members of the
public to view its exchanges and the opera-
tion of the service. The Committee wishes
to commend BT on its initiative but notes
with disappointment that few people took
advantage of the invitation.

[TEMISED BILLS

8.76 We have mentioned above that dis-
puted accounts form the largest part of
consumer complaints. The Committee is
aware that a subscriber’s own perception of
the use to which a telephone is put is
sometimes inaccurate; it is equally aware
that there are a few instances where a high
degree of confidence can be placed in a
customer’s assertion and conviction that
“the bill must be wrong”, even though no
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technical evidence has been found to indi-
cate that the bill is incorrect. We are aware,
too, that some calls are made, particularly to
premium services, without the subscriber’s
knowledge.

8.77 We are satisfied that where technical
investigations show that a fault has or may
have caused an error in a bill, BT will
re-assess the bill in favour of the subscriber.
We note, however, that BT is now less
inclined to accept a customer’s assertions
than formerly.

8.78 The public’s confidence in BT’s billing
procedures is not high and we, thercfore,
look forward to the time when all subscribers
in Wales will have the opportunity of
receiving itemised bills. At the end of 1989
approximately 118,000 customers in Wales
have been offered itemised bills; the map
shows the distribution of the subscribers.
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Distribution of customers offered itemised
billing in Wales

CHATLINES

8.79 We welcomed the Director General’s
initiatives in controlling Chatlines and




‘One-on-One’ services and the introduction
of Codes of Practice. We recognise the legal
constraints, but feel that a satisfactory
solution to the problem of exceptionally
high bills as a result of unauthorised calls to
premium services will not be achieved until
subscribers are given additional means to
control the use of their telephones.

CUSTOMER SERVICE
GUARANTEE

8.80 On 1 April 1989 BT introduced a
scheme under which compensation is paya-
ble if it fails to provide a telephone service or
repair line faults within agreed time limits.
This was a remarkable and welcome step
forward for telephone subscribers.

8.81 A few subscribers have complained
that the guarantee scheme does not cover
weckends (unless a customer has an
enhanced service agreement) or intermit-
tent faults. The Committee recognises that
BT does not guarantee to provide a fault free
service but has sympathy for those customers
who cxperience an extremely poor service
such as was experienced by many subscribers
in the Aberystwyth area. The Committee
believes that in these circumstances BT
ought to have considered making goodwill

payments.

TELECOMMUNICATIONS
ADVISORY COMMITTEES
(TACs)

3.82 We are disappointed to record that it
has not yet been possible to re-form the
Cardiff and District Committee and to form
a committee in the Mid Glamorgan area.
These are the only areas in Wales not
covered by TACs. Approaches have been
made to Local Authorities and other bodies
but without success. The Committee recog-

nises that two of the most densely populated

areas in Wales are still without local
representation and cfforts are continuing to
ensure that Committees will he formed in

these arcas as soon as possible.

8.83 TACs in the remainder of Wales
continued to play an important role in
representing the consumer at a local level.
On broader issues, roo, they are active. An
example relates to local call area boundaries
which have not heen revised since 1948. It
was urged by one committee that regard
should be had to the number of subscribers
who could be called at local rares rather than
the distance to which the local call area
extends. We are glad to note that the
Director General is studying this topic to see
if subscribers in rural areas are at a disadvan-
tage in comparison with subscribers in urban
areas.

8.84 Members of TACs have taken part in
several surveys throughout the year and the
Committee is grateful to the officers and
members of all the local committees for the
work they have done during 1989.

8.85 Although we recognise the difficulties
in providing the information, TACs have
expressed the need to be provided with more
localised quality of service figures and we
support them in this.

8.86 The General has made
arrangements to streamline the relationships
between OFTEL, the four national Advisory
Commictees and the TACs in the United
Kingdom.

Director

8.87 We are conscious, too, of the need to
publicise more widely the existence of both
TACs and the Welsh Committee and one of
the tasks in the coming year will be to
consider ways in which the profile of TACs
and the Committee can be enhanced.
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REPORT OF THE NORTHERN IRELAND ADVISORY
COMMITTEE ON TELECOMMUNICATIONS FOR THE
YEAR ENDING 31 DECEMBER 1989

INTRODUCTION

he Committee met on five
Toccasions—in February, April, June,
August and November. In addition a special
presentation was given to the Committee by
BT on the EC Special Telecommunications
Action for Regional Development (STAR)
Programme. It is indicative of the Com-
mittee’s increased coverage throughout the
Province that during the year two meetings
were held outside Belfast, and that greater
contact with TACs has been achieved.

8.89 During the year we were pleased to
welcome a number of visitors to the
Province when presentations were made to
meetings of the Committee. In particular
the Committee was pleased to receive
Mr W R B Wigglesworth, Deputy Director

General of OFTEL.

8.90 Close contact has been maintained
with BT through Mr Doug Riley, Chief
Executive of BT in Northern Ireland who
has given valuable assistance to the Com-
mittec.

8.91 Congratulations were extended to the
Chairman Mr ] J Eccles on his award of the
OBE in the Queen’s Birthday Honours List.

8.92 Three Committee members, Mr G |
James, Mr W M Keown, and Mrs M Toner
completed their terms of office at the end of
August 1989. All werc long serving mem-
bers of the Committee and the Committee
wishes to record its thanks for their very
valuable contribution and total commitment
to the work of the Committee during their
term as members.
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8.93 Mrs M Craig, who had been a membet
since 1987, decided to resign from the
Committee in December 1989 owing to the
pressure of her other public commitments.
We would like to take this opportunity to
thank her for her contribution to the work of
the Committee during the period of her
membership.

8.94 We were represented by Mr ] A Kerr at
the Consumer Congress held at the University
College of Swansea in March/April 1989,

WORK OF THE
COMMITTEE

8.95 Further changes and developments in
the telecommunications field generally in
1989 meant that the Committee again spent a
considerable amount of time in considering
and submitting views on various consultative
papers and discussion documents.

8.96 The February meeting was attended by
Mr D Willmets of OFTEL. Mr Willmets
brought the Committee up to date on
several matters including the Monopolies
and Mergers Commission {MMC) Report on
Chatline and Message Services which had just
been published. The main subject discussed
was OFTEL’s consultation document cen-
cerning the further deregulation for business
users of public telecommunications systems.
The supported  the
including simple resale, of spare private
circuit capacity on the grounds that this

Commitree resale,

would offer businesses greater flexibility and
provide greater scope for comperition.

8.97 The April meeting was held in the
Guildhall in Londonderry as guests of the
Derry City Council. This venue provided an




opportunity for the Committee to meet mem-
bers of the Council and to discuss problems of
particular relevance to Londonderry and the
North West of the Province.

8,98 An excellent presentation was given to
the Committee by BT with an on-line
demonstration of the EC Special Telecommu-
nications Action for Regional Development
(STAR) Programme. We were very impressed
and saw great opportunities for future develop-
ment throughout the Province. The Com-
mittee offered any assistance they could give
in making the Programme known throughout
the United Kingdom.

8.99 In response to the OQFTEL Statement
entitled Modification of Licence Conditions to
Control the Provision of Chatline and One-on-
One Services we endorsed the controls pro-
posed by the Director General of Telecommu-
nications to regulate these premium charge
services in the wake of the MMC Report. We
were pleased to note that OFTEL subsequen-
tly approved separate codes of practice to
regulate the provision and operation of One-
on-One and multiline Chatline services which
contained strong protective measures for con-
sumers, including compensation funds to
compensate any subscribers who incur large
bills through unauthorised use of their tele-
phones. We shall, however, continue to
monitor the impact of these services on
consumers in Northern Ireland in order to
satisfy ourselves that these codes prove
effective.

8. 100 We also responded to OFTEL's consul-
tative document on connection and pre-
connection inspections of Call Routing
Apparatus by supporting the proposed altern-
ative procedure for pre-connection based on a

registered installers scheme operated by the
BSL

8.10!1 The June meeting was held in the
Council Chamber of the Coleraine Borough
Council and was attended by Mr W R B
Wigglesworth, Deputy Director General at
OFTEL. The greater part of the meeting was

devoted to Mr Wigglesworth’s response to
topics raised by the Committee. The Com-
mittee took full advantage of Mr Wiggles-
worth’s presence to discuss developments
over a wide range of topics. These included
the quality of telecommunications services;
the need for regulation of Chatline services;
the introduction of a new simplified Branch
Systems General Licence (BSGL) permit-
ting business users greater freedom in the use
of their private systems; a review of future
‘999" emergency call arrangements being
chaired by OFTEL; and further liberalisation
of payphones, including continuing services
at social payphones. The attendance when
possible of representatives from OFTEL at
Committee meetings is very much appreci-
ated especially when responses to consul-
tative papers are to be discussed.

§.102 At the August meeting a discussion
took place on the OFTEL consultative
document Numbering for Telephony Services
into the 215t Century. The Committee agreed
that numbering plan  was
reaching the end of its useful life and that

the current

some new numbering system was required.
On balance the Commirtee felt that, despite
its weaknesses, Option C of the consultative
document—which among other advantages,
would enable a subscriber to take his Direc-
tory Number (DN) with him whenever he
moves within a National Number Group—
offered the best alternative. Accordingly an
appropriate recommendation was made to

OFTEL.

8.103 The November meeting which was the
last of the year was attended by a number of
representatives from TACs in the Province
and Mr Roy Cozens from OFTEL. Mr
Cozens gave a very useful updare on several
issucs which were being pursued by OFTEL
and the Advisory Committee on Telecom-
munications for Disabled and Elderly People
(DIEL). In addition to progress on several
subjects covered at earlier meetings, discuss-
ion also covered the provision of itemised
telephone bills, the likelihood of charges for
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Directory  Enquiries, security  deposit
demands from new subscribers, revised guid-
ance notes to local TACs, and DIEL’s plans
to produce a special information pack for the
benefit of disabled and elderly people on
telephone services and cquipment that can

help them.

TELECOMMUNICATIONS
ADVISORY COMMITTEES
(TACs)

8.104 During the past year two new TACs
were formed, one in Londonderry, Secretary
Mr N McKenna, and the other in Crai-
gavon, Secretary Miss M McGrane. Both
Committees are working extremely well and

it is hoped that a further TAC will be
appointed in 1990.

8.105 Seventy-two TAC volunteers from
the Province took part in OFTEL’s survey of
domestic call quality held in May during
which some 20,000 calls were monitored.

REPRESENTATIONS

8.106 The following is a breakdown of the
written representations received by the
Committee during the period 1 January to
31 December 1989:

e 11987 2988 1989
'Acéou'nt:s - o 93 139 141

Charges = e

Quality of service 14 26 25
Provision of service 13 12 16
Payphones (public | -

services)y . 9 4 9

- Directory services ¥ 7|
Deposits 14 3
ﬁ(ﬁmwmmm..ﬁﬁﬁ'ﬁﬁﬁ"' 7
- scheme - - 4

Phone Booksand .~
FLELELELE ?H{}W* P&g&b FLELE G i TALELE 4 i
 Miscellaneows = 22 3
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8.107 The Committee’s Secretariat also dealt
with many direct calls for assistance and these
were handled either by the Secretariat or
referred by them to the appropriate authority
for action.

8.108 Throughout the year close contact was
maintained with BT staff in the Province,
who werce particularly helpful in responding to
queries and complaints referred to the Com-
mittee.

8,109 In addition, the Committee received
very considerable assistance and guidance
from the Secretariat, Without this, the task of
the Northern Ireland Committee would have
been very much more difficult.

PROVISION OF SERVICE

8.110 The demand for telephone service in
Northern Ireland during 1989 remained high.
The size of the system increased to 527,946
lines, a growth of 4 per cent on the previous
year.

NETWORK
MODERNISATION

8.111 Network modernisation made very sig-
nificant progress during 1989 and 40 per cent
of customers are now connected to modern
digital exchanges. Over 90 per cent of trunk
traffic is carried in digital form. These
improvements have contributed to a signifi-
cant improvement in quality of service per-
formance.

DIRECTORIES

8. 112 Replacement of the original Com-

munity Directories started and second
editions were published for five Districts in

Northern Ireland.

8.113 The Phone Book was also published
in 1989 featuring, for the first time, on the
front cover a work by a prominent local
artist.




PAYPHONES

8.114 The population increased to 2,183
with 177 card and 11 creditcard payphones.
The modemisation programme continued
with 62 per cent of all public call box
housings having been updated. Servicea-
bility continued to improve and was
reflected in customers’ perception of the

service as being the best in the UK.

REPAIR SERVICE

8.115 The BT Repair Service handled
145,000 faults with 96 per cent of reported
faults cleared within two working days.

8.116 Customer maintenance staff main-
tained a consistently high standard of service
as confirmed by the British Standards Insti-
tution inspections carried out throughout
the vear.

OPERATOR SERVICES

8.117 Northemn Ireland customers conti-
nued to enjoy one of the best Directory
Information and Operator Assistance Ser-
vices in the UK.

8. 118 BT Northern Ireland has been able,
due to this high level of performance, to
bring additional jobs to the Province. This
occurred when some London Directory Ass-
istance traffic was transferred to Porcadown
Directory Assistance Centre in the Autumn.
The Portadown operators have been com-
mended by many London callers on their
efficiency and courtesy.

BILLING

8.119 Itemised billing started in February
1989 and by the end of the vyear was
available on 169,000 customers' lines,
approximately 32 per cent of the total. As
the facility was introduced in exchanges all
customers were informed. Around 40 per
cent of those offered the facility have asked

for itemised statements with their bills.
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Summary of BT Northern Ireland performance statistics

1989 1988 1987 1986
, ?X/Qrkmg éie‘:éc'ii&:igf: connections— , .
o %' iﬁég}éaieﬁ h’v’ér pmvmua year 40 46 5.5 3.2
 Number as at 31 December - 527,946 507,560 485,372 459,934
% of r:mmmer arders (:Gmplered o
wwhm 2 Wé‘f:kb = , oo 99 90 - 85
Number of wiephmne k:oak,s . 72,183 2,037 5817 1,655
 Number (}f vamdahsm dtt’iﬁk{i e 10350 F,500 1,750 1,900
 Cost QF van&ahm‘: qt;ag:@ LOGOb ' e 170 200 225
- :% of BTE‘@ %(;Jbtmuera wu:h dlru:f '
24 %wu;: access EO Fauk Repazr o
Lentres ': ...... . 1{}0 I Soion - 82
% 6? i‘;émﬁe:ik fauit reperts per ' :
exchange connection o 014 .14 0.17
% of faults cieamd by end of next
 working day 96 95 92 90
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REPORT OF THE ADVISORY COMMITTEE ON
TELECOMMUNICATIONS FOR DISABLED AND
ELDERLY PEOPLE FOR THE YEAR ENDING 31
DECEMBER 1989

he Committee met four times during
Tthe year. Two members completed
their periods of appointment in February, Sir
Eric Driver and Michael King-Beer. We
would like to take this opportunity to thank
them for their valuable contributions to the
work of the Committee over several years.
One new member, David Hyslop, was
appointed during the year. A full list of
members as at 31 December 1989 follows
this Report.

8.121 In our last Report we referred briefly
to a special study of the particular telecom-
munications needs of disabled and elderly
people which had been undertaken by the
Age Concern Institute of Gerontology at
Kings College, University of London. This
was still under consideration when our
Report was made. The study was published
in April and copies were widely distributed
amongst organisations actively involved in
promoting the welfare of disabled and
elderly people.

8.122 Although the study was exploratory,
it offered a very useful insight into the
extent to which existing telephone equip-
ment and services meet the needs of vul-
nerable members of the community. It also
revealed a serious lack of general awareness
amongst elderly and disabled people about
the availability of special items of equipment
and of services designed to cater for them.
The Committee has been considering ways
in which this lack of knowledge can best be
overcome. One course of action, which the
Committee has decided to take, is to
produce and maintain an up-to-dare portfo-
lio of ‘at a glance’ summary notes on all
available services and facilities for disabled

and elderly users. It intends to distribute this
widely through elderly and disabled peoples’
welfare organisations. This information pack
is currently in preparation and will be

available in 1990.

8.123 Whilst there is now a valuable range
of useful telecommunications aids and ser-
vices for the benefit of disabled people,
making them accessible to those whe need
them at prices they can afford, is another
matter.

8.124 The problem is probably best high-
lighted by the plight of profoundly deaf and
severely speech-impaired people whose disa-
bilities largely prevent them from using
conventional telephones. Communication,
for many of them, is only possible by way of
text communication devices attached to
telephone lines. These are much more
expensive than ordinary telephones and call
charges tend to be considerably higher
because of the length of time it takes to set
up and conduct a conversation by text rather
than speech.

8.125 It is hoped that the introduction of a
Text Users’ Help Scheme during 1989,
through which disabled people can obtain
rebates on some of their telephone call
charges, will help to ease some of these
problems.

8.126 The ability of profoundly deaf and
severely speech-impaired people to commu-
nicate widely over the public networks is
fairly restricted because comparatively few
organisations offer a communications facility
for text users. This situation is gradually
changing. During the vyear, several police
forces, as well as the AA and RAC, started

to offer text communication emergency
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services for deaf and speech-impaired callers.
However, we are anxious to see other public
organisations and businesses taking similar
steps. At the same time we are anxious to
ensure that all services offered are compa-
tible with equipment in gencral use.

8.127 For several years the only effective
relay service available, which enables pro-
foundly deaf and severely speech-impaired
people to communicate with people and
organisations who do not have text commu-
nications devices, has been the Telephone
Exchange for the Deaf operated by the Royal
Nartional Institute for the Deaf (RNID).

8.128 However, this has only been able to
operate on a small scale because of limited
financial means drawn largely from chari-
table We consider that the
provision of this service in particular and the

donations.

development of innovative telecommu-
nications equipment and facilities for deaf
and other disabled people in general, should
not have to rely on charity, however well
intentioned.

8.129 We believe that profoundly deaf and
severely speech-impaired people should have
access to the telephone system as of right
and we have made our view known to the
Director General in our discussions with
him.

8.130 We consider that this view is sup-
ported by experience elsewhere—for
example in the USA and Scandinavia,
where there is a statutory responsibility for
seeing that scrvices and other commu-
nications aids for disabled people are readily
available. We intend to publish the results
of an investigation we undertook into the
ways in which other countries approach the
telecommunications problems of elderly,
deaf and other disabled people next year.

8.131 Another issue which we pursued was

about the need for better provisions for
telephone points in residential homes for
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elderly people. With the growing numbers of
privately-run residential homes now being
opened, we consider that it is most impor-
tant that telephone points should enable any
resident to have the freedom to make and
receive personal calls in the privacy of their
own rooms. We sought to publicise this view
at every opportunity. We were particularly
interested in the potential application of
telepoint to provide an alternative to
fixed-wired telephones in each room.

8.132 In September, BT introduced its first
price changes for its main telephone charges
under the new price control formula agreed
with the Director General in 1988. These
changes included the first stage in the
transition of its Low User Rebate into a
better rargetted Low User Option Scheme.
As foreshadowed in our previous Report, the
lowest telephone users are, as a result, now
effectively paying a quarterly rental which is
only 60 per cent of the standard rental.
Rental rises gradually until consumption
reaches 120 units a quarter when the
standard rental is charged. The second stage
is for BT to target the scheme more
precisely, to those who need it, by eliminat-
ing wasted rebates to those subscribers with
low usage for telephone lines in second
homes or lines used as burglar alarms. In
principle we welcome these developments as
potentially beneficial to many elderly or
disabled people on low fixed incomes, but
we were disappointed that BT was unable to
come forward with details of its plans to
target the scheme more satisfactorily for us
to comment upon before the end of the
period of this Report.

8.133 During the vear, discussions were
reopened with BT and MCL about the
provision of suitable safeguards for blind and
certain other disabled Directory Enquiry
service users in the event of either Public
Telecommunications Operator (PTO) wish-
ing to introduce charges to other customers.
Both PTOs wished to seek our comments on
changes to the proposals which they had




previously discussed with us during the
period of our last Report. In the event,
agreement was finally reached on a system
whereby each PTO would give eligible
applicants a confidential personal identifica-
tion number. This would grant them conti-
nued free access to either PTO’s Directory
Enquiry service following the introduction
of charges for Directory Enquiries customers.

8.134 The Director General was advised of
the successful outcome of these discussions
and he subsequently approved a formal
request, in accordance with the terms of tts
licence, from MCL to introduce Directory
Enquiry charges (with
arrangements for blind and certain other

the exemption

disabled people agreed with us) to take effect
from 2 January 1990. At the end of the period
of this Report, no similar application to the
Director General had been made by BT.

8.135 We continued to maintain regular
contacts with OFTEL and with the PTOs—
BT and MCL in particular. Apart from our
with
Enquiry charge exemption arrangements, we

discussions them about Directory
also discussed the need for refinements to
their public telephone facilities for the
benefit of blind and other disabled callers. A

small delegation from the Committee met

with representatives of BT’s Action for
Disabled Customers Unit (BTADC) to
maintain the dialogue, established the pre-
vious year, about BT’s ongoing research and
development programme into the produc-
tion of new types of telecommunications
equipment and facilities for the benefit of
disabled and elderly telephone users.

8.136 Several members of the Committee
took part in BTADC’s special Conference of
Caring Organisations at the Penta Hotel,
Heathrow, in March at which an exchange
of views took place on how BT catered for its
disabled and elderly customers. The Chair-
man also participated in a seminar with
senior BT managers held at Newcastle
during the Autumn at which he raised the
business’s perception of the needs of its
elderly and disabled customers.

8.137 As in previous years, we sought to
widen awareness of our role and activities.
We exhibited at the Age Concern Annual
Conference and at Naidex ’89, where we had
information stands staffed to handle enquir-
ies about telephone facilities for disabled and
elderly people. Mrs Rhodes, one of our
members, represented the Committee at the
1989 Consumer Congress held at the Uni-
versity College of Swansea in April.
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REPORT OF THE ADVISORY COMMITTEE ON
TELECOMMUNICATIONS FOR SMALL BUSINESSES
(BACT) FOR THE YEAR ENDING 31 DECEMBER 1989

he Committee met on four occasions

during the vyear. There were no
changes in the membership of the Com-
mittee during the vear and a full list of
members as at 31 December 1989 follows
this Report.

8.139 Contrary to the hopes expressed in
our previous Report we were unable to make
much progress towards the realisation of our
desire to see the formation of an indepen-
dent bureau service for small businesses
wanting impartial, basic advice on suppliers
of teleccommunications equipment and ser-
vices. We did, however, have an explo-
ratory meeting with another organisation
which shared our belief in the need for such
a service and which was developing plans for
a telecommunication information database
for businesses and other enquirers. Initially,
at least, this database would be available
only to its particular membership but, once
established, it might be made accessible to
other businesses. It remains to be seen
whether this initiative takes wing—we hope
s0.

8.140 We were pleased to co-operate with
OFTEL in the preparation of an indepen-
dent, basic guide to using cellular radio
mobile communications services published
in the autumn. As business people ourselves
we were particularly conscious of the sort of
advice which potential users wanted to have
about cellular services. We felt that details
of the likely costs to be incurred and a
checklist of points to consider before making
any contractual commitments were most
important. The interest and demand for
copies generated by the guide’s publication
has confirmed our belief that it was much
needed. We hope in due course that it will
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be possible to provide similar guidance on
other mobile communication services, some
of which like telepoint and personal com-
munications networks {PCNs), are still at an
early development stage.

8.141 In our previous Report, we stated that
we had strongly endorsed the restrictions on
Chatlines and premium rate recorded
message services proposed by the Director
General which had been the subject of a
reference to the Monopolies and Mergers
Commission (MMC). We continued to be
concerned about the ease with which pre-
mium charged services could be accessed
without authority and the serious conse-
quences this could have on small businesses’
telephone bills. We were in general suppor-
tive of the modifications to the Public
Operators  (PTO)
licences proposed by the Director General
and the codes of practice for ‘One-on-One’

Telecommunications

and multiline Chatline services that were
introduced towards the end of the period of
the Report with his agreement in the wake
of the MMC’s Report. We were particularly
anxious to see that small businesses were not
excluded as such from claiming compensa-
tion for large bills incurred as a result of
unauthorised use of their telephone lines
under either of the codes of practice.

8. 142 We took this view because, whilst we
recognised that consumers generally do not
have access to call-barring facilities beyond
simple telephone locks, we are not con-
vinced that small businesses are very much
better served. A preliminary investigation
which we have been conducting suggests
that many businesses are unaware of this as a
protective option and that the range of
call-barring facilities available on most




PABXs and key telephone systems arc not
sufficiently selective as to enable users to
readily isolate premium rate numbers from
all others. We intend to publish our findings
when this investigation is completed in
1990. We also feel that, together with better
call-barring facilities, BT and the other
PTOs should not be permitted to offer an
ever-increasing range of different telephone
codes (eg 0898, 0839, 08364, etc) for
premium rate charged services. We also
believe the PTOs should publish clearer
advice to callers about the cost of dialling
numbers with these codes as it is the codes
which distinguish these numbers from those
which are similar (ie 0800 numbers) but
which are free to callers.

8. 143 The Committee met with representa-
tives of BT’s senior management in the
autumn to discuss the manner in which it
geared itself to cater for the needs of small
businesses and also to consider a range of
topics bearing on the quality of service
received by businesses. These included the
modernisation of the network and local
exchanges, problems associated with tele-
phone lines, premium rate services (as
mentioned in paragraph 8.142), errors in
Yellow Pages directories, claims for conse-
quential losses under BT’s new contract
provisions for limited liability and access by
businesses to BT’s information databases. A
productive exchange of views tock place and
a number of issues opened up which we
intend to pursue further at future meetings.

8.144 We came away from this meeting
with the clear impression that BT recognised
that it needed to improve its performance
and attitude towards its small business
customers and was determined to do so. The
appointment of a Marketing Manager for
Small Businesses within BT is, we consider,
a significant and helpful sign for improved
relations with the small business community
in future. We intend to seek regular meet-
ings with him and his colleagues to maintain
what we hope shall prove to be a productive

dialogue on matters of primary concern to
small business users.

8. 145 We submitted our views to the Direc-
tor General on the OFTEL consultative
document on further deregulation for busi-
ness uscrs of public telecommunications
systems. We welcomed the liberalisation
offered by allowing resale, including simple
resale, of private circuit capacity but we saw
a need for a code of practice for those
offering resale services in order to eliminate
‘cowboy’ operators. We supported the inclu-
sion of an open system interconnect condi-
tion and the retention of the requirement for
advance notice of changes to means of
access in the revised Branch Systems
General Licence. We also supported the
removal of restrictions on shared use of
exchange lines by businesses in the same
premises.

8.146 The Committee also welcomed the
proposals outlined in the DTI consultation
document Phones on the Move : Personal
Communications in the 1990s.
confident that the UK market could sustain
more public mobile radio operators and felr
that the advent of the pocket radio-

telephone, with a network specifically confi-

We were

gured to provide a satisfactory service for
pocket radiotelephones, should be given
early encouragement. We felt that ‘hand-
over’ might constitute an opticnal feature of
personal communications networks but that
access to a common air interface and
intersystem roaming should be basic prere-
quisites available to users when any new
system began operating. We regretted that
telepoint services were unable to offer users a
common air interface when they started to
operate towards the end of 1989 and we took
the view that a similar situation should not
occur with any future mebile commu-
nications systems.

8.147 During the year we continued to take
a close interest in the work undertaken by
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OFTEL to monitor the quality of service
given by the PTOs. We were pleased to see
the publication by OFTEL of performance
quality statistics for the two cellular radio
operators’ networks. We remain concerned,
however, at the levels of congestion these
revealed which suggested that the operators
were still failing to cope with the growth in

uscrs.

8.148 OFTEL’s major exercise in quality of
service monitoring during the year was a
survey of domestic call quality conducted in
May with volunteers drawn from local
Telecommunications Advisory Committees
(TACs) and its own staff. We have encou-
raged OFTEL to conduct a similar exercise
amongst business users and look forward to
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the results of a survey of the call quality
experienced by small businesses which is
being carried out in conjunction with the
National Federation of Small Employers
early in 1990.

8.149 In an effort to raise our profile in the
small business community generally, we
took part in the Business Communications
series of exhibitions held in Bristol, Bir-
mingham, Manchester and Glasgow during
the spring and early summer. We also had an
information stand at the exhibition held in
conjunction with the CBI Conference at
Harrogate in November. We welcome
enquiries and comments from small busi-
nesses about their

needs and problems at all times.

telecommunications
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REPRESENTATIONS ABOUT PTO LICENSING
AND RELATED ISSUES FOR THE PERIOD 1 JANUARY
TO 31 DECEMBER 1989

British Telecom

Tariffs and charges - - - - 505
Installation; maintenance, ' '
- ownership of wiring and equipment ' ' 327
Unfair competition 47
Emergency/Prioriry - o - 11
om0 e ' 3y
Equipmentapproval: . L 12
Qg o0 0 862
Mercury ' 85
Kingston Communications '(Hgttl) - . 7 ‘
Branch S?sté'ms Gehe:mi :Liﬁeﬁce o : 38
Radiopaging/mohile radio o 541
Cable 5
Satellite services -y o 6
Otlier | ' 20

TOTAL 2,487
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REPRESENTATIONS ABOUT PTO SERVICES RECEIVED
BY OFTEL AND ENACT FOR THE PERIOD 1 JANUARY
TO 31 DECEMBER 1989
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THIS APPENDIX CONTAINS A SELECTION OF
INFORMATION ON THE UK TELECOMMUNICATIONS
INDUSTRY AS BACKGROUND TO THE REPORT

I AWARENESS OF OFTEL

1.1 Percentage of people who have heard of OFTEL
1985-1989 Great Britain

Percentages

Source: 1985-1988 NOP (Market Research) face-to-face Random Omnibus Surveys (size of base sample
varies from year to year), 1989 RSGB

2 TELEPHONE PENETRATION RATES

2.1 Percentage of households with a telephone
1972, 1980-1988 Great Britain

Percentages
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2 BT's EXCHANGE CONNECTIONS AND CALLS

3.1 BT’s exchange connections in service by type of subscriber

1980--1989 United Kingdom

Year Total exchange Residential Business
(ac 31 connections subscribers subscribers

March) (000's) (000%) (000’s)

f193ﬁ:'35.
1981

1982
1983

Source: British Telecom

3.2 BT’s public and private rented payphones in service
1980, 1984, 1986-1989 United Kingdom

Source: British Telecom

Year Public Private rented
(at 31 payphones payphones
March) (00Q’s) {Q00’s)

1980 77 286
84 7 286

1986 7 296

1987 : s 306

1988 s 320

1989 '86‘ 358
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3.3 BT’s number, and annual percentage growth, of effective telephone calls by type
1980-1989 United Kingdom

Year Inland International
(ending
31 March) Total % growth Total % growth
over previous over previous
(millions) year (millions) year

Notes: The figures for calls in 1985-1989 are OFTEL estimates rounded to three significant digits.

Source: British Telecom

98




4 BT’s ITEMISED BILLING PROGRAMME

4.1 Availability of itemised billing to BT’s customers
1989

Position as at:

Note: nfa—not available

Sowurce: British Telecom
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5 BRITISH TELECOM’S PRICES

5.1 Annual percentage change in the Retail Prices Index for all items and the telephone
costs components

1981-1990 United Kingdom

% Annual change (Feb to Feb) All items D Telephone costs

30

25

20

15

80-1 ’'81-2 °82-3 834 ’'84-5 ’'85-6 ’86-7 ’87-8 °’88-9 ’89-90

Note: February to February
Source: Department of Employment
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5.2 Summary of BT price changes controlled by its licence (Condition 24)
1984-1989

Nov'84 Nov'85 Nov'86 Nov'87 Now'88 Sept’89
% % % % % %

Notes:

* 19841988, RPI minus 3; 1989, RPI minus 4.5

1 After allowing for carry-over of unused allowances from previous years

1 Exchange line with a hasic telephone instrument in November 1984; exchange line excluding telephone
instrument thereafter

§ No increase in standard business line rental, but rental for low loss exchange lines was increased

| In 1986, and again in 1989, routes were transferred from ‘b* to ‘b1’ (see paragraph 2.53). Allowances have been
made for this in computing the weighted averages

§| The total price increase for the year was 3.5% due to a reduction in the number of concessionary days (see
paragraph 2.52)

Source: OFTEL
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6 BT’s QUALITY OF SERVICE FIGURES

6.1 Network reliability
1983-1989

Year to 1983 1984 1985 1986 1987 1987 1988 1983 1989 1989
31 March Mar® Sept™ Mar® Sept® Mar® Sept’
% % % % % % % % %N %

Local calls failed

congestlon) .- 20 24 200723 23 19 (7 14 01

dompeion) . 59 51 44 41 54 43 36 35 24 17

Cequipmentand
:nez;workfémlﬁs:pertitm:;3;;:.::;::.:;::;:.:'; - ' :
perannum 055 054 0.531 0.48 0.54 043 nla nla nla 1k

Network only faules - .
perlineperannum  nfa n/a nfa 020 025 020 022 0.19 021 0.17

Notes:

* Figures for 1987-1989 are for the months of March and Seprember only. Figurtes for the years to 31 March are
not available

T Change in the definition from ‘fault reports’ to ‘faults’
n/a—comparable figures are not available

Source: British Telecom

6.2 Repair service

1983-1989
Year to 1983 1984 1985 1986 1987 1987 1988 1988 1989 1989
31 March Mar®™ Sept® Mar® Sept® Mar® Sept”
% % % % % % % % % %
 Serviee interrupting
faults cleared: -

 vorkingdayt 851 857 899 871

within wo working

Notes:

* Figures for 1987 to 1989 are for the months March and September only. Figures for the years to 31 March are
not available.

1 Basis for caleulation changed in 1987

Sowarce: British Telecom
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6.3 Operator service and Directory Enquiries

1983--1989
Year to 1983 1984 1985 1986 1987 1987 1988 1988 1989 1989
31 March Mar* Sept™ Mar® Sept® Mar™ Sept”

% % % % % % % % % %

Notes:

" Figures for 1987-1989 are for the months of March and September only. Figures for the years to 31 March are
not available

1 Basis changed from 25 seconds to 15 seconds in 1987. Comparable figure for 1986 is included.

Source: British Telecom

7 MERCURY'S QUALITY OF SERVICE

7.1 Availability of service

1987-1989
Year: 1987 1988 1988 1988 1988 1989 1989 1989 989
Quarter of year: 4th  Ist  2nd  3vd  4th  Ist  2nd  3rd  4th

% % Y% % % % % % %

Average availability o e
all cirepies: - ‘

Notes:

Availability of each directly-connected customer circuit

* Excluding planned outages (normally arranged to minimise the effect on customers) and those due to other
administrations

n/a—not available

Source: Mercury
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7.2  Service restoration time

1988-1989

Year: 1988
Quarter of vear: Ist
%

annum i ; 5 nfa

 Faulis per line per

4 £1Qﬁr$ -

Fauka répairéa: w:thm I

6 hours 82.4
Eaults ;feg;«a:i;gad within - "
48 hours Bl G4.9

Notes:

1988
2nd
%

1988
3rd
%

 B5.6

82.1

98.6

1988
4th
%

- nfa

86.0

8.2

98.3

1989

1989 1989
2nd 3rd

% %
0.029 .Q;QZ?

Mercury 2100 switched telephone service, national and international leased services and Mercury 2110 Centrex

service

* Data not consistent with other periods
p

n/a—not available

Source: Mercury

7.3  Directory Enquiries service

1989

Year: 1989
Quarter of vear: Ist
%

Calls obtaining ringing

“fone - : - o 252

Answered in.i.‘i.sec&“ : 832

Note: * Percentage of calls connected

Source: Mercury
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1989
2nd
%

9.7

8.2

1989
3rd
%

0.2

84.7

1989
4th
%

a4

7.9




8§ TELEX AND FACSIMILE SERVICES

8.1 Number of telex exchange connections (BT only)
1980-1989 United Kingdom

Year
at 31 March

Number of exchange
connections

(000's)

Sowrce: British Telecom

8.2 Estimated numbers of facsimile terminals

1986—1989 United Kingdom

Source: British Facsimile Industry Consultative Committee

Number

(000’s)
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9 MOBILE SERVICES

9.1 Estimated number of cellular radio subscribers

1985-1989

Subscribers

1,000,000

800,000

600,000

400,000

200,000

Notes: Cellular radio services commenced in January 1985. The figure for 1988 is a revised figure

Source: CIT Research and other sources

9.2 Estimated number of wide area radiopagers in use
1980-1989 United Kingdom

‘89

Units in use

700,000

600,000

500,000

400,000

300,000

200,000

100,000

0

1980 1981 1982 1983 1984 1985 1986 1987 1988

Note: Year ending 31 December

Source: CIT Research and other sources
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10 TELEGRAPH AND TELECOMMUNICATIONS
EQUIPMENT INDUSTRY DATA

10.1 Sales, output and employment in the UK telegraph and telecommunications
equipment industry

1980-1988
Year Total sales” Qutput Employment
(£m) (volume, {000’s)
1980=100)

Notes:

* Sales figures exclude production of other goods by the industry, and include production of telegraph and
telecommunications goods by other industries

T Indices relating to outpur of this industry are no longer available

I Revised figure

Sources: Business Statistics Office—Business Monitor PQ3441. During 1989 P(Q3441 was discontinued. Also

Department of Employment.

10.2  Sales of telephone and telegraph equipment by UK manufacturers to BT, other UK
companies and for export

1981-1988

Year Percentage of total sales going to:

BT Other UK

981
1982

18
B

8
1986

1987
1988*

Note: * Revised figures
Source: Business Statistics Office— Business Monitor PQ3441. During 1989 P{Q3441 was discontinued
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10.3 Sales of telephone exchange equipment by UK manufacturers
1980-1988

Year Public telephone exchange Private telephone exchange Total telephone
equipment equipment exchange
equipment

Electro- Electronic Electro- Electronic Electronic
mechanical mechanical”
(£m) {(£m) (£m) (£m) (£m)

%R0 M0 .m0l sa0 . e o

1981 1878 . 3369 470 926 495

1982 Im?‘i%’ilg? ]318 : 5383
e e e T

8 w0 e a5 e sma

.;;985:::51{353.:'.::.:'5?3;’3::.:::::::&6“ 289 8026

1985 :.:f}«:?:: 8620 05 0 1300 820

Igg? S r s DL ERAT R Lt *-'2292 I: i ?39’?

1988t 4997 - 281.2 780.4

Notes:
* Includes PMBX equipment (falling from £9.9m in 1980 to zero in 1986)
T Revised figures

Source: Business Statistics Office —Business Monitor PQ3441. During 1989 PQ3441 was discontinued
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10.4 Proportion of new PABXs and key systems supplied by BT (based on number of
extension lines supplied) by size of system

1980-1989
Year ending 31 March Small Medium Large Total
systems systems systems systems
% % % %

{980-1981 0
1981198 0
1982198 1
1983198 1
- 1984-1985 8
1985-1986 22
1986-1987 37
1987 38
1988° 37
Notes:

Small systems—up to 16 lines

Medium systems— 17 to 300 lines

Large systems—over 500 lines

* Figures for the years 1987 and 1988 are January to December figures

Sources: 1981-1985: The Monopolies and Mergers Commission, British Telecommunications plc and Mitel
Corporation a report on the proposed merger, HMSO 1986 Cmnd 9715. 1986-1989: MZA Consultants

10.5 Proportion of new telephones and answering machines supplied by BT (ex
manufacturers’ deliveries)

1984-1988
Year ending 31 March Telephones Telephone answering
machines
% %

Notes:
n/a—not available
* January to December figure. Figures for the year to 31 March are no longer available

Source: MZA Consultants
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1T MERCURY GROWTH STATISTICS

11.1 Mercury capital investment and network growth
19841989
Cumulative Towns with MCI,
capital one or more access
investment”® MCL nodet areast
(£m)
March 1984 1 . . ==
MarehI985 0 900 g
Mach 1986w s
Marhyg9s7. . e s s 66 0
MR 103
ﬁﬁ@i:@r@:ﬁhf‘iﬁﬁ?&?iiiii:?EEEEEEEETEEEE?QSZEEEEEET: ----- 67 Tia i
December 1989 nfa 76 2318
Notes:

" Includes expansion of the network, customer installarions and investment in joint venture businesses

1 A node is a point of access for directly-connected MCL customers. MCL’s licence determined that service
should be provided to 19 locations by November 1989

F MCL access areas are STD code areas in which choice of MCL network routing is available from BT exchange
lines

§ Increase reflects extension of interconnect arrangements to provide full local extended ingress
n/a—not available

Source: Mercury

11.2  Mercury traffic volume

1987-1989
Telephone call volume
(outgoing paid PSTN calls)
per working day
(millions)

Maminp o e
Mathges o L e 93
.. _

f:szpwmbetl.%?f:ff2.15:53'5555ffffff.f.:ff:f - -2l

Source: Mercury
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11.3 Ordered PSTN lines* by type of Mercury service
1987-1989

Numbers of lines (000's)

21001 2200%

March 1987
- March 1988

 March 1989
- December 1989

Notes:

* Cumulative numbers of lines (including some not installed by date shown)

T Directly-connected service for larger businesses

+ Indirectly-connected service for small and medium-sized businesses

§ Indirectly-connected service for single line residential and small business customers

Source: Mercury
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NON-PTO LICENCES ISSUED DURING 1989 UNDER
THE TELECOMMUNICATIONS ACT 1984

Title Period Date of
issue
Licence granted to Dean & Dyball Properties Ltd to run cable  Indefinite 6/1

systems in the Hythe Marina Village area

Temporary licence granted to LeSet Ltd for the running of 3 months 20/1
telecommunication systems to receive messages from earth
orbiting apparatus

Temporary licence granted to DER Ltd for the running of 3 months 20/1
telecommunication systems to receive messages from earth
orbiting apparatus

Temporary licence granted to Multibroadcast Led for the 3 months 20/1
running of telecommunicaticn systems to receive messages from
earth orbiting apparatus

Temporary licence granted to Radio Rentals Ltd for the 3 months 2011
running of telecommunication systems to receive messages from
earth orbiting apparatus

Temporary licence granted to Agence France Presse for the 3 months 20/1
running of telecommunication systems to receive messages from
earth orbiting apparatus

Temporary licence granted to Cole Brothers for the running of 3 months 25/1
telecommunication systems to receive messages from earth
orbiting apparatus

Temporary licence granted to F H Alston & Sons Ltd for the 3 months 25/1
running of telecommunication systems to receive messages from
earth orhiting apparatus

Temporary licence granted to P S Hibbert for the running of 3 months 25/1
telecommunication systems to receive messages from earth
orbiting apparatus

Temporary licence granted to Mercury Communications Ltd for 6 months 31/1
the running of systems providing short range radio services
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Title Period Date of
issue

Renewal of temporary licence granted to Satellite Information 3 months 372

Services Ltd for the running of telecommunication systems to

receive messages from earth orbiting apparatus

Class licence granted for the running of telecommunication 12 vyears 3/2

systems to receive messages from earth orbiting apparatus

Renewal of temporary licence granted to Rediffusion Business 3 months 5/2

Electronics Ltd for the running of telecommunication systems to

receive messages from earth orbiting apparatus

Renewal of temporary licence granted to the British Museum | year 10/2

(Natural History)

Renewal of temporary licence granted to the University of 1 year 12/2

Birmingham

Renewal of temporary licence granted to the City of 6 months 202

Stoke-on-Trent Council to tun telecommunication systems

for the purpose of providing assistance to elderly and infirm

people in an emergency

Renewal of temporary licence granted to Marconi Command 1 year 22/2

and Control Systems Ltd

Renewal of temporary licence granted to the City of Glasgow 1 year 2572

Temporary licence granted to the Boots Company plc 1 year 2572

Renewal of temporary licence granted to Cadbury Schweppes plc 1 year 1/3

Renewal of temporary licence granted to Premier Brands Ltd 1 year 1/3

Temporary licence granted to Burmah Oil Trading Ltd [ year 1/3

Temporary licence granted to the University of Leeds 1 year 6/3

Temporary licence granted to the TSB Group plc 1 year 16/3

Temporary licence granted to the Corporation of Lloyds 1 year 18/3

Renewal of temporary licence granted to Electronic Dara 1 year 20/3

Systems Ltd
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Title Period Date of
issue

Renewal of temporary licence granted to Goldman Sachs 1 year 25/3

International Corporation

Renewal of temporary licence granted to the Independent 6 months 28/3

Broadcasting Awthority to run a privately provided radio link

between Piccadilly Radio and their Ashton Moss transmitter

Temporary licence granted to Wirral Metropolitan Borough 1 year 31/3

Council

Licence granted to Cablevision Bedfordshire Ltd to run cable Indefinite 31/3

systems in the Houghton Regis, Hockwell Ring/Lewsey Farm area

Temporary licence granted to BICC plc 1 year 31/3

Renewal of temporary licence granted to the Borough of 6 months 31/3

Newcastle-under-Lyme to run telecommunication systems for

the purpose of providing assistance to elderly and infirm people

in an emergency

Licence granted to the University of Wales College of Cardiff 10 years 3/4

Temporary licence granted to the Electricity Boards 1 year 4/4

Licence granted to Racal Data Networks Ltd 12 years 6/4

Licence granted to Cablecom Investments Ltd to run cable Indefinite 7/4

systems in the Burtonwood, Cheshire area

Licence granted to Cablecom Investments Ltd to run cable Indefinite /4

systems in the Molesworth, Cambridgeshire area

Licence granted to Cablecom Investments Ltd to run cable Indefinite /4

systems in the Saxmundham, Suffolk area

Licence granted to Cablecom Investments Ltd to run cable Indefinite /4

systems in the Yaxley, Huntingdonshire area

Licence granted to DTR Audio Visual Ltd to run cable systems Indefinite 7/4

in the King George Square, Richmond, Surrey area

Licence granted to DTR Audio Visual Ltd to tun cable systems Indefinite 7/4

in the Marlow Bridge, Buckinghamshire area
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Title Period Date of
issue

Licence granted to Cablevision Bedfordshire Ltd to run cable Indefinite 774

systems in the Manor Park, Steventon, Oxfordshire area

Licence granted to Cablevision Wellingborough Ltd to run Indefinite 74

cable systems in the Wellingborough, Northamptonshire area

Licence granted to Dragon Cablevision Ltd to run cable Indefinite 714

systems in the Neath and Port Talbot area

Temporary licence granted to Redditch Borough Council to 1 year /4

run a mobile radio telecommunication system

Renewal of temporary licence granted to Allied Lyons plc 1 vear 10/4

Renewal of temporary licence granted to Air Call 6 months 11/4

Communications Ltd to run a relecommunication system for

the provision of private mobile radio services

Renewal of temporary licence granted to the Borough of Crewe 6 months 11/4

and Nantwich to run telecommunication systems for the

purpose of providing assistance to elderly and infirm people in

an emergency

Renewal of temporary licence granted to the Institute of London 1 year 12/4

Underwriters

Licence granted to British Aerospace plc to transmit certain 6 months 14/4

messages to earth orbiting appararus

Class licence for the running of short range radio alarm systems 12 years 20/4

Licence granted to British Satellite Broadcasting Ltd to 6 months 24/4

transmit certain messages to earth orbiting apparatus

Renewal of licence granted to National Mobile Radio Ltd to 3 months 24/4

run telecommunication systems for the provision of private

mobile radio telecommunications services within the area of

the M25 Motorway

Renewal of licence granted to National Mobile Radio Ltd to 3 months 25/4

run telecommunication systems for the provision of private

mobile radio telecommunications services in the Manchester

and Merseyside area
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Title Period Date of
issue

Renewal of licence granted to National Mobile Radio Ltd to 3 months 25/4

run telecommunication systems for the provision of private

mobile telecommunications systems in the Birmingham,

Rugby, Great Malvern and surrounding area

Renewal of temporary licence granted to American Express 1 year 29/4

Europe Ltd

Temporary licence granted to Thorn EMI 1 year 30/4

Temporary licence granted to Phonepoint Ltd for the running 6 months 30/4

of systems providing short range radio services

Licence granted to a class of persons for the running of CT2 6 months 30/4

portable apparatus

Temporary licence granted to the Metropolitan Borough of St 1 year 1/5

Helens

Temporary licence granted to BP Exploration 1 year 3/5

Renewal of temporary licence granted to Amoco (UK) [ year 3/5

Exploration Company

Licence granted to British Aerospace plc to run 6 months 5/5

telecommunication systems for the provision of satellite

telecommunication services

Renewal of temporary licence granted to British Geological 6 months 8/5

Survey for the running of systems to transmit messages to, and

receive messages from, earth orbiting apparatus

Renewal of temporary licence granted to Broadland District 1 year 12/5

Council to run a mobile radio telecommunication system

Renewal of temporary licence granted to Suffolk Coastal District 1 year 16/5

Council to run a mobile radio telecommunication system

Renewal of temporary licence granted to Somerset County 1 year 19/5

Council

Temporary licence granted to Plastiglide Products 1 year 24/5

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Alconbury, Cambridgeshire area
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Title Period Date of
issue

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Wethersfield, FEssex area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Chicksands, Bedfordshire area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Croughton area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Fairford area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Greenham Common area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the High Wycombe area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Lakenheath, Suffolk area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Upwood, Huntingdonshire area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Compton Bassett area

Licence granted to Cablecom Investments Ltd to run cable Indefinite 26/5

systems in the Chelverston area

Renewal of temporary licence granted to the Borough of Scuth 1 year 29/5

Tyneside

Renewal of temporary licence granred to Clifton College { year 30/5

Renewal of temporary licence granted to Ferranti Creditphone 6 months 31/5

Ltd for the running of systems providing short range radio

services

Renewal of licence granted to a class of persons for the running 6 months 31/5

of CT2 portable apparatus

Temporary licence granted to the Central Electricity 1 year 1/6

Generating Board
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Title Period Date of
1ssue

Renewal of temporary licence granted to Metropolitan Borough 1 year 5/6

of Stockport

Licence granted to British Telecommunications plc 6 months 8/6

for the running of land mobile satellite systems

Renewal of temporary licence granted to Digital Mobile 6 months 9/6

Communications Ltd to run a mobile radiopaging

telecommunications system

Renewal of temporary licence granted to the Marconi Company 1 year 10/6

Ltd to run certain telecommunication systems on the Hillend

and Donibristle Industrial Estates

Licence granted to Digital Mobile Communications Ltd to run 25 years 19/6

telecommunication systems for the provision of radiopaging

services

Licence granted to Inter-City Paging Ltd to run 25 years 19/6

telecommunication systems for the provision of radiopaging

services

Temporary licence granted to Stafford Berough Council to run 6 months 19/6

telecommunication systems for the purpose of providing

assistance to elderly and infirm people in an emergency

Renewal of temporary licence granted to Oxford City Council 6 months 19/6

to run telecommunication systems for the purpose of providing

assistance to elderly and infirm people in an emergency

Temporary licence granted to British Telecommunications plc 6 months 20/6

for the running of land mobile satellite systems

Licence granted to RT Radiophones Ltd to run 3 months 28/6

telecommunication systems for the provision of private mobile

radio telecommunications services in Lincolnshire, Humberside

and Yorkshire

Licence granted to Zycall Ltd to run telecommunication systems 3 months 28/6

for the provision of private mobile radic telecommunications

services in the East Midlands

Renewal of temporary licence granted to the British Waterways 1 vear 30/6

Board to run a mobile radio telecommunication system
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Title Period Date of
issue

Renewal of temporary licence granted to the University of 1 year 1/7

Newecastle upon Tyne

Renewal of temporary licence granted to the Wolverhampton 1 year 11/7

and Dudley Breweries Led

Temporary licence granted to Phillips Petroleum (UK) Led 1 year 11/7

Temporary licence granted to SNEC SA for the running of 1 year 14/7

land mobile satellite systems

Temporary licence granted to Magnavox Ltd for the running of 1 year 14/7

land mobile satellite systems

Renewal of temporary licence granted to Basingstoke and 1 year 18/7

Deane Borough Council

Renewal of licence granted to National Mobile Radio Ltd to 1 year 25/7

run telecommunication systems for the provision of private

mobile radio telecommunications services within that area

bounded by the M25 motorway

Renewal of licence granted to National Mobile Radio Ltd 1o 1 year 25/7

run telecommunication systems for the provision of private

mobile radio telecommunications services in the Manchester

and Merseyside areas

Renewal of licence granted to National Mobile Radio Ltd to 1 year 2577

run telecommunication systems for the provision of private

mobile radio telecommunications services in the Birmingham,

Rugby, Great Malvern and surrounding areas

Licence granted to Ferranti Creditphone Ltd to run short range 6 months 25/7

radio telecommunication systems for the provision of short range

radio telecommunications services

Class licence for portable apparatus connected to short range 6 months 25/7

radio telecommunications services

Licence granted to Barratt International Resorts Ltd to run Indefinite 28/7

cable systems in the Carrbridge, Invernesshire area

Licence granted to Barratt International Resorts Ltd to run Indefinite 28/7

cable systems in the Pennal, Powys area
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Title Period Date of
issue

Licence granted to Barratt International Resorts Ltd to run Indefinite 28/7

cable systems in the area of Aberfoyle, by Stirling

Licence granted to Northaw Place Management Company Ltd  Indefinite 28/7

to run cable systems in the Northaw, Hertfordshire area

Licence granted to Broadband Ventures Ltd to run cable Indefinite 28/7

systems in the Harlow, Essex area

Temporary licence granted to Gwent Cablevision Ltd to tun Indefinite 28/7

cable systems in the Ebbw Vale arca

Temporary licence granted to Mercury Callpoint for the 6 months 3177

running of systems providing short range radio services

Licence granted to a class of persons for the running of CT2 6 months 377

portable apparatus

Renewal of temporary licence granted to the British Railways 1 year 1/8

Board

Licence granted to London Band Three Network Company Ltd 6 months 4/8

to run telecommunication systems for the provision of private

mobile radio telecommunications services within that area

bounded by the M25 motorway

Renewal of temporary licence granted to the North of Scotland 1 year /8

Hydro-Electric Board

Licence granted to British Satellite Broadcasting Ltd to transmit 15 years 9/8

certain messages to earth orbiting apparatus for the purposes of

telemetry, tracking and control

Licence granted to Phonepoint Ltd to run short range radio 6 months 15/8

telecommunication systems for the provision of short range

radio telecommunications services

Renewal of temporary licence granred to the City of 6 months 20/8

Stoke-on-Trent Council to run telecommunication systems for

the purpose of providing assistance to elderly and infirm people

in an emergency

Renewal of temporary licence granted to Northern Ireland 1 year 8/9

Airports Ltd
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Title Period

Date of

isstie

Licence granted to the University of St Andrews 12 years

2019

Temporary licence granted to North East Derbyshire District 6 months
Council to run telecommunication systems for the purpose of
providing assistance to elderly and infirm people in an emergency

22/9

Licence granted to the Science and Engineering Research 1 year
Council

2219

Temporary licence granted to the Metropolitan Borough of 6 months
Stockport to run telecommunication systems for the purpose of
providing assistance to elderly and infirm people in an emergency

279

Renewal of temporary licence granted to the Independent 6 months
Broadeasting Authority to run a privately provided radio link
between Piccadilly Radio and their Ashton Moss transmitter

28/9

Renewal of licence granted to Zycall Ltd to run 6 months
telecommunication systems for the provision of private mobile
radio telecommunications services in the East Midlands

2819

Renewal of licence granted to RT Radiophones Ltd to run 6 months
telecommunication systems for the provision of private mobile
radio telecommunications services in Lincolnshire, Humberside

and Yorkshire

28/9

Renewal of temporary licence granted to the Borough of 6 months
Newcastle-under-Lyme to run telecommunication systems for

the purpose of providing assistance to elderly and infirm people

in an emergency

30/9

Temporary licence granted to the Ffestiniog Railway Company 1 year

2/10

Renewal of temporary licence granted to the Borough of 6 months
Crewe and Nantwich to run telecommunication systems for the

purpose of providing assistance to elderly and infirm people in

an emergency

11/10

Renewal of temporary licence granted to the University of 1 year

Aberdeen

12/10

Renewal of temporary licence granted to the University of 1 year
Strathclyde

14/10
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issue

Licence granted to Sateilite Infermation Services Ltd to run 6 months 16/10

telecommunication systems for the provision of satellite

telecommunications services

Renewal of temporary licence granted to the Electricity Boards 1 year 26/10

Temporary licence granted to Polytechnic South West 1 vear 27/10

Temporary licence granted to Trans World Airlines to run a 1 year 31/10

radio telecommunication system

Licence granted to Euromessage Ltd to run telecommunication 6 months 3/11

systems for the provision of radiopaging services

Renewal of licence granted to British Aerospace plc to run 6 months 3/11

telecommunication systems for the provision of satellite

telecommunication services

Renewal of temporary licence granted to Sunderland Polytechnic 1 year 411

Temporary licence granted to Leicester Polytechnic 1 year 6/11

Renewal of temporary licence granted to British Geological 6 months 8/11

Survey for the running of systems to transmit messages to, and

receive messages from, earth orbiting apparatus

Class licence for the running of Branch Telecommunication 25 vyears 8/11

Systems

Temporary licence granted to the Independent Broadcasting 1 year 13/11

Authority to run privately provided radio links

Class licence for portable apparatus connected to short range 6 months 15/11

radio telecommunications systems

Licence granted to Mercury Callpoint Ltd to run 6 months 16/11

telecommunication systems for the provision of short range

radio telecommunications services

Temporary licence granted to the British Railways Board to run 1 vear 30/11

a radio telecommunication system

Licence granted to the British Broadcasting Corporation to run 6 months 5/12

telecommunication systems to receive messages from earth
orbiting apparatus
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Title

Period

Date of
isste

Licence granted to TV-AM plc for the running of
telecommunication systems to receive messages from earth
orbiting apparatus

6 months

5/12

Licence granted to WH Smith Television for the running of
telecommunication systems to receive messages from earth
otbiting appatatus

6 months

6/12

Renewal of temporary licence granted to BP Exploration

1 year

11/12

Licence granted to Satellite Information Services Ltd to run
telecommunication systems to receive messages from earth
orbiting apparatus

6 months

12/12

Temporary licence granted Stafford Borough Council to run
telecommunication systems for the purposes of providing
assistance to elderly and infirm people in an emergency

6 months

13/12

Renewal of temporary licence granted to Oxford City Council

to run telecommunication systems for the purpose of providing

assistance to elderly and infirm people in an emergency

6 months

15/12

Renewal of temporary licence granted to Air Call
Communications Ltd to run a telecommunication system for
the provision of private mobile radio services

6 months

19/12

Licence granted to Air Call Communications Ltd to run
telecomunication systems for the provision of radiopaging
services

25 years

19/12

Temporary licence granted to British Telecommunications plc
for the running of land mobile earth stations

6 months

20/12

Temporary licence granted to Satellite Information Services

Ltd to run telecommunication systems to receive messages from

earth orbiting apparatus

6 months

20/12

Temporary licence granted to CBS News Inc for the running
of telecommunication systems to receive messages from earth
orbiting apparatus

6 months

22/12
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BROADBAND CABLE OPERATORS LICENSED AS PTOs
UNDER SECTION 7 OF THE TELECOMMUNICATIONS
ACT 1984 DURING 1989

Cable operator Franchise area Period Date
licensed

Southampton Cable Ftd Southampton and Eastleigh 15 years 231

East Lancashire East Lancashire 15 years 21/6

Cablevision Ltd

Andover Andover 15 years 28/6

Cablevision Ltd

Cable Camden Ltd Camden 23 vears 7/8

Cablevision South Bedfordshire 15 years 23/8

Bedfordshire Ltd

Merseyside Liverpool South 23 years 14/10

Cablevision Ltd

Lancashire Cable Central Lancashire 23 years 14/10

Television Ltd

Birmingham Cable Ltd Birmingham 23 vyears 2/11

East London Greater London East 23 vyears 16/11

Telecommunications Ltd

West Country Cable Ltd Avon 15 years 5/12

Cable North (Motherwell) Led  Motherwell 15 years 21/12

Cable North Cumbernauld 15 years 21/12

(Cumbernauld) Ltd

Cable North (Dumbarton) Ltd ~ Dumbarton 15 years 21/12

United Cable Television Merton and Sutton 15 years 21/12

(London South) plc
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LIST OF OFTEL PUBLICATIONS IN 1989

The following publications were issued by OFTEL during 1989. They are available free of
charge unless otherwise indicated. All OFTEL publications can be obtained from OFTEL'’s
Library (tel: 071-822 1665). The OFTEL reference number of the publication is shown in

brackets where appropriate.

GENERAL

A Guide to the Office of Telecommunications. Updated edition (4/89)

BT’s September 1989 Price Changes. A Statement by the Director General of
Telecommunications

The Telecommunications Needs of Disabled and Elderly People by Anthea Tinker. £4.00

The Control of the Quality and Prices of British Telecom’s Private Circuits. A Statement by
the Divector General of Telecommunications

Numbering for Telephony Services into the 21st Century. A Consultative Document (13/89)

Review of British Telecom’s Arrangements for the Provision of Space Segment. A Statement
by the Director General of Telecommunications

CONSUMER
A Basic Guide to Telex, Electronic Mail and Fax Services for Small Businesses. Updated
edition (8/89)

Quality of Service on the Cellular Networks. A Report by the Direcior General of
Telecommunications (9/89)

A Guide to Cellular Radio (18/89)
Chatline and Message Services. A Report by the MMC

Publication of MMC Report on Chatline and Message Services. A Statement by the Director
General of Telecommunications

Modification of Licence Conditions to Control the Provision of Charline and One-on-One
Services. A Statement by the Director General of Telecommunications

Modification of Licence Conditions to Control the Provision of Chatline, One-on-One
Services and Interactive Games. A Statement by the Director General of Telecommunications

BT’s Contract Terms and Conditions for Telephone Service. A Statement by the Director
General of Telecommunications
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Code of Practice for the Supply of PABXs and Enhancements (19/89)
Telephone Service in 1989. A Report by the Director General of Telecommunications (23/89)

BT’s Customer Guarantee Scheme. Leaflet

LICENSING
Further Deregulation for Business Users of Public Telecommunications Systems.
A Consultative Document (1/89)

Class Licence for the Running of Branch Telecommunication Systems Granted by the
Secretary of State for Trade and Industry under Section 7 of the Telecommunications Act

1984. £5.00

Class Licence for the Running of Short Range Radio Alarm Systems granted by the Secretary
of State for Trade and Industry under Section 7 of the Telecommunications Act 1984. £2.00

Licence granted to a Class of Persons under Section 7 of the Telecommunications Act 1984
for the running of CT2 Portable Apparatus. £1.00 (Separate licences for Phonepoint,
Mercury Callpoint and Ferranti Creditphone equipment).

Connection and Preconnection Inspection of Call Routing Apparatus. A Consultative
Document {5/89)

TECHNICAL

OTR 001 Technical Requirements for Private Branch Exchanges with Telecommunication
Ports. Issue 3. Price on application

Code of Practice for the Design of Private Telecommunications Networks (NCOP). Revised
edition

The Application of Design Criteria to Private Telecommunication Branch Networks
A Consultative Document (22/89)

Future Allocation of Data Network Identification Codes (DNICs)

Standard for Simple Telephones with Additional Receive Amplification Working Group on
Telecommunications for the Hearing Impaired. £1.00

Updates (A series of technical fact sheets)

OFTEL Technical Requirements OTR 001:1988; DTI Interim Technical Requirement
(84/012) 1988; Amendment of BSI BS6450 (SA28)

Approval of Indirectly Connected Apparatus (SA29)
Approval of Acoustically Coupled Signalling Devices (SA30)
Extension of NCOP Temporary Scheme for Site-Specific Approval (SA31)

Technical Requirements for Private Branch Exchanges with Ports (SA32)
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Safety Standards for Telecommunications Equipment Approval (SA33)

Parallel Attachments to Payphones (SA34)

Private Branch Exchange Consoles for Visually Handicapped Telephonists (SA35)
Safety Standards for Telecommunications Equipment Approval (SA36)

Further Deregulation for Business Users of Public Telecommunications Systems (BSGL4)

Network Code of Practice (BSGL5)

ECONOMICS AND STATISTICS

Statistical Note no 1. International Comparisons of Telephone Charges

Statistical Note no 2. Monitoring the Telephone Bill of a “Typical’ Residential Customer

NEWSLETTERS

OFTEL News. Quarterly newsletter

Newsline. Series of information sheets sent to local Telecommunications Advisory

Committees (TACs)

OFTEL News and the series of Updates are circulated, free of charge, through OFTEL’s
mailing list. Telephone 071-822 1519 (OFTEL’s Press Office) for more details.
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OFTEL STAFF

Director General of Telecommunications
Sir Bryan Carsberg

Deputy Divector General
Mr W R B Wigglesworth

Branch 1
(Monitoring of PTO Licences, Competition)
Director
Mr G P Knight

Branch 2
(Non-PTQO Licensing, Public Registers, Apparatus Approval)
Director

Dr H N M Stewart
Branch 3

(Consumer Affairs, Press and Publicity, Administration)
Head of Information

Mr D C Redding

Branch 4
(Legal)
Director

Mr ] W Roberts

Branch 5
(Technical)
Technical Director

Mt A G Orbell
Branch 6

(Economics, Statistics and Accounting)
Director
Mr N ] Hartley

Details of OFTEL staff numbers are given in Section 7 (page 53).

OFTEL will be moving in June 1990. The new address is Export House, 50 Ludgate Hill,
London EC4M 7]] (Switchboard tel: 071-822 1600).

Princed in the United Kingdom for HMSO.
Dd. 506507, 6/90, C20, 3382, 5673.
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