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Edmund H. Burry

Manager - Regulatory Reporting


Aliant Telecom Inc.


Fort William Building


P.O. Box 2110


St. John's, Newfoundland



Canada    A1C 5H6



Bus:
(709) 739-2003


Fax: 
(709) 739-3122


Email:  ed.burry@aliant.ca

24 September 2002








Ms. Diane Rhéaume

Secretary General

Canadian Radio-Television and

  Telecommunications Commission

Ottawa, Ontario

K1A 0N2

Dear Ms. Rhéaume:

Subject:
Quality of Service Indicators – Exception Reporting – July 2002
Pursuant to paragraph 90 of Decision 97-16, Quality of Service Indicators for Use in Telephone Company Regulation, which outlines reporting requirements for below standard quality of service indicators, Aliant Telecom Inc. hereby provides the following report for July 2002.

Attachment:
Indicator 1.5 – Access to Business Office
An electronic version of this report is also being provided for posting on the Commission’s web site. 


Yours truly,

Attachment

Attachment

Aliant Telecom Inc.

Quality of Service Monthly Results

July 2002

Indicator 1.5 – Access to Business Office
Standard – 80% or more

July – 78%
The standard for Indicator 1.5 – Access to Business Office, has been missed for 3 consecutive months due to unanticipated business workload volumes, resource churn and internal process changes primarily in the New Brunswick service region.  The results of this indicator for the Company’s other service regions have, for the most part, met or exceeded the standard for this period.
Workload volumes have been driven by rate revisions, severe weather activity, e-mail service outage and activity driven by market initiatives.  There were approximately 31% more calls per month relative to the same period last year.  It is very difficult to mitigate this degree of call volume increase on a short-term basis.  The Company’s initiative to consolidate its business contact centers from 11 to 4, when completed, will greatly improve its ability to provide more consistent customer service.  The Company has also implemented additional system changes with the rollout of a workload scheduling and management system in the business customer market.  

In addition to the above, the Company has added resources, scheduled overtime, adjusted vacation schedules and improved process gaps by overflowing calls to available resources in other parts of the organization.

A preliminary analysis of August results shows a considerable improvement with the indicator achieving 85%.

* End of Document *
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