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78 Sidaway St
Chapman  ACT  2611
AUSTRALIA

12 October 2007

The CEO
Roam Tolling Pty Ltd
Locked Bag 5002
Parramatta   NSW   2124

enquiries@roam.com.au

Dear Sir / Madam

Re:   Formal Complaint re the Lack of Convenient Anonymous Payment Options

Your web-site does not disclose your company's Registered Address, or its corporate structure, or
the titles and identities of its key executives.  I have accordingly had to address this complaint in the
vague manner above.

I recently used the M7 for the first time.

I am very concerned about a number of aspects of the charging service, relating to anonymity of
road usage.

I attach an outline of my experiences, and of my concerns.

Would you please advise your response to each of the concerns.

I further advise that, if I am not satisified with your responses, I intend escalating these matters to the
Privacy Commissioner as a formal complaint.

I note that under AS ISO 10002-2006, complaints-handling processes are to be visible, accessible
and responsive.  I hereby provide notice that, if I do not receive a substantive response within 30
days, I will reasonably consider my requests to have been answered in the negative, and will
forward the complaint to the Privacy Commissioner.

Thank you for your consideration.

Yours sincerely

Roger Clarke

Tel:   +61  2   6288 6916  or  6288 1472 Email: Roger.Clarke@xamax.com.au
Web: http://www.anu.edu.au/people/Roger.Clarke/
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Complaint to Roam Tolling Pty Ltd

The Facts

The M7 is a crucial piece of public infrastructure, providing a ring-road around the west of Sydney.  It
is very important to many Sydney people, but also to large numbers of non-Sydney people, both
private and business, passing from north-to-south, west-to-north, west-to-south, and vice versa,
who have no wish to contribute to the traffic congestion in the Sydney basin.

I used the M7 for the first time on 26 August and 2 September 2007, en route from Canberra to
northern N.S.W.  I was driving a vehicle with the registration number YYM 450 (ACT).

Prior to leaving Canberra, I searched what appeared to be the relevant web-sites, seeking the
anonymous options:  http://www.westlinkm7.com.au/, which links to http://www.roam.com.au/

I could find no information whatsoever, on either site.

I asked by email, on 23 August 2007, what anonymous options I had.  A copy is at Appendix 1.

I received an auto-acknowledgement, including a reference (821413), but without nominating a
human case officer.  But I have not received any substantive response.

I called the number advised on the web-site, 13 86 55, and asked what my anonymous options were.
I got a muddled response, including the words "you can't really do that".

I went to a Post Office and was provided with a copy of a form.  Its title is 'Roam electronic tolling
application form'.  It appears to carry no version-number or date.

The form expressly requires that personal details be provided.  Further, it requires Australia Post
staff to verify the details, which would presumably involve additional exposure of personal data.

Further, I was told by the Post Office staff that the only payment option available was by card.

So payment of $6.21 by anonymous cash at the P.O. counter is actively precluded.

Moreover, it is apparently precluded by your company, not by Australia Post.

I sent to your company the requisite cash for two trips, by registered post.

I called 13 86 55 before the 48-hour window after the first trip expired.  I asked for the fact that I had
posted the cash to be recorded against my vehicle-registration.  The somewhat bemused call-centre
person, who like the previous one appeared to have very little idea what I was talking about, handled
the call reasonably well, and said that he had recorded it in a field on the database.

I waited a month, in case a notice appeared.  I understand that, in the normal course, any notice that
might have been issued should have arrived by now.

I accordingly infer that it is probable that issue of a notice was suppressed as a result of my call and
the call-centre operator entering the data.
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Complaint to Roam Tolling Pty Ltd

The Questions

1. Did you suppress the despatch of notices to me relating to my two trips, as a result of:
(a) my payment by cash sent by registered post;  and/or
(b) my call to your call-centre advising that I had done so?

2. Does your system record any remaining debt that I owe for my use of the M7?

3. Do you provide convenient anonymous payment options?

If so:

4. What are they?

5. In what ways is their existence communicated to customers?

6. What steps have you taken to ensure that your staff are aware of the anonymous
payment options?

7. What steps have you taken to ensure that Australia Post employees are aware of the
anonymous payment options?

8. If not, how do you claim to be compliant with NPP 8 re anonymity?

9. How do you claim to be compliant with NPP 1 re data collection?

10. Do you claim to be compliant with AS ISO 10002-2006 re complaints handling?

11. In particular, is your complaint-handling system designed so as to ensure that complainants
receive a substantive response?

12. If so, why have I not received one?

Complaint to Roam Tolling Pty Ltd

The Heads of Complaint

1. The company is in breach of National Privacy Principle 8, which requires that "Wherever it is
lawful and practicable, individuals must have the option of not identifying themselves when
entering transactions with an organisation".

2. The company is in breach of National Privacy Principle 1, in that it collects information that is
unnecessary, specifically name, address, phone-number and whatever Australia Post staff
use to "verify these details".

3. If the company does in fact provide convenient anonymous payment options, then the company
fails to:
• communicate them to consumers
• communicate them to its staff
• ensure that they are communicated to Australia Post staff

4. The company's complaint-handling system is in breach of AS ISO 10002-2006, at least insofar
as it does not ensure that a substantive response is provided to enquiries.
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Appendix 1:    Request for Information

>Date: Thu, 23 Aug 2007 09:02:28 +1000
>To: enquiries@roam.com.au
>From: Roger Clarke <Roger.Clarke@xamax.com.au>
>Subject: Use of M7 Anonymously
>
>Dear M7
>
>I have no problem with the idea of paying a toll to use a road.
>
>But I don't want to provide personal details as a condition of doing so.
>
>Roads have always been available for use by the public without having to declare who you are,
and it's important that it stay that way.
>
>The simple approach to anonymous use is to provide cash-booths.  If that's now regarded as being
too expensive, then there are other ways to achieve much the same objective.
>
>I've been to your web-site at http://www.westlinkm7.com.au/, but I can't see how to pay the toll
anonymously.
>
>Would you please advise how I go about it.
>
>I'm hoping to use the road in the next few days, and would greatly appreciate a prompt reply.
>
>Thank you for your assistance.
>
>Yours sincerely  ...  Roger Clarke
>
>Roger Clarke                  http://www.anu.edu.au/people/Roger.Clarke/
>
> Xamax Consultancy Pty Ltd      78 Sidaway St, Chapman ACT 2611 AUSTRALIA
>Tel: +61 2 6288 1472, and 6288 6916
>mailto:Roger.Clarke@xamax.com.au                http://www.xamax.com.au/
>
>Visiting Professor in Info Science & Eng              Australian National University
>Visiting Professor in the eCommerce Program              University of Hong Kong
>Visiting Professor in the Cyberspace Law & Policy Centre                  Uni of NSW


