3.13 Deputy G.C.L. Baudains of the Minister for Trasury and Resources regarding
J.T.’s consultation on its new billing system:

Would the Minister, as shareholder representagx@lain why J.T. (Jersey Telecom) are,

after months of billing issues, only now going ¢aitconsultation, and then only on one day
for invited guests, and would he state further Waehe considers that an appropriate way to
introduce a new billing system?

Senator P.F.C. Ozouf (The Minister for Treasury andResources):

J.T. already has a wealth of information from itsstomers generated variously from
customer meetings, written comments and complaimtiscircular responses, so it is entirely,
if I may say, wrong to describe what J.T. is noundas only now going out to consultation.
As | have answered on a number of occasions, ¢\xelihat consultation has been ongoing in
relation to the building system and will continugegarding the customer feedback sessions,
it is fair to say that J.T. has done everythingaih, | believe, to ensure that everyone on the
Island was invited. | can provide details of wAai. have done if the Deputy would like me
to do. J.T. and, if | may say, |, would also likecompliment Deputy Macon for his help in
obtaining, for example, constructive comments fiamumber of his constituencies which |
believe have been resolved. So there has not d&eamgle concern raised by anybody that
they would like to have attended one of the mestihgt have been organised from J.T. but
are unable to do so. Had J.T. received such amssp separate and specific arrangements
would have been made to meet customers. As fosd¢hend part of the question, this has
been an extremely difficult and challenging time foT., as | have said on a number of
occasions, and | am sure that lessons should antdecéearnt. But the strategy of replacing
an inflexible, not fit for purpose, inefficient anshsupported system continues to be the right
thing that J.T. have done, and doing nothing waspli not an option.

3.13.1 Deputy G.C.L. Baudains:

| wonder if the Minister would advise me how widhe tconsultation invitation was because |
only learnt about it because it was forwarded toliyjeny Constable, and it is only for one
day, and if you cannot make that day, well, youncauigo. Would the Minister not agree that
this whole billing issue has been badly handled thiadl it is basically for Jersey Telecom’s
convenience rather than the customers? Why, fameile, if this consultation has been
ongoing do they continue to ignore the customeexjuests for accounts that are
understandable?

Senator P.F.C. Ozouf:

There is a whole directory almost of comments théret us be clear. This billing system, or
rather the accounting system and the whole finhsggtem, which | have used question time
on a number of occasions to explain, was complek the data transmission issues were
problematic and these issues are difficult sometitoedeal with. J.T. has listened, and the
fact that they are going out and doing a fairlyhhgyofile campaign now to say to their
customers: “What do you think of the bills? Whanhowve do to further improve? What
further information can we provide them?” shouldvielcome. | know that sometimes the
Deputy ... | am not sure whether he is on the Statmail system or not, but | understand that
all States Members have been invited to this Imggfi Yes, it is on a day but in the answer
that | gave, nobody has indicated that they caattend if they wish to, and | have said in
my answer that if people cannot attend on thattdag further opportunities will be made to
listen to customers. J.T. has done a difficult jobresolving these difficulties and is
listening, and | would encourage the Deputy, ratthem using States question time, to



engage with J.T., tell them what he thinks abouatvwdiould be in the bills and they may get
it, if a number of other customers want this infation.

3.13.2 Deputy G.C.L. Baudains:

In relation to the last statement by the Ministehave already engaged with Deputy Le
Hérissier, | attended the J.T. and we did not naakeprogress at all. Does the Minister not
agree it is unacceptable to have a billing systdrares customers have little idea of what they
are paying for and would he also agree that chgrdiroadband by volume when the
customer has no means of knowing how much he ohaseised, is likewise unacceptable?

Senator P.F.C. Ozouf:

| am very happy to be the shareholder represestativdealing with the substantive issues
that shareholders need to deal with but | am afgaahular detail of what is on a billing
system, which is not the issue of the Ministeravén clearly explained there were issues. |
have asked J.T. to resolve them. They are regpltiam, they are inviting customers to
come along. If he does not believe the broadbdtatagion or the detailed billing
information, which previously might not have beeaated from this old system now can, if
he goes and addresses these issues, frankly, $sembly is not the time or the appropriate
place to deal with J.T. billing issues. Talk t@.Jl say to the Deputy, and they will listen.
They are listening to their customers.

Deputy G.C.L. Baudains:
The trouble is we set up too many quangos.



