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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

21 November 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 – October 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 October 2002.

Attachment:
Indicator 1.5 – Access to Business Office




Indicator 2.5 – Access to Repair Bureau




Indicator 4.3 – Directory Assistance Accuracy

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

October 2002

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

October – 77%
Access to the Business Office by consumer customers was hampered primarily due to employee turnover in the New Brunswick customer contact centre.  Additional resources have been recruited and are expected to be on line in November.  Overtime is also being used to provide required capacity until training is complete.  A new IVR application is being activated in November to reduce misdirected customer calls.

Access to the Business Office by business customers was hampered in October due mainly to issues at the Company’s New Brunswick contact centre such as, employee turnover, a shortfall in personnel trained to handle multi-line service calls, and higher than average online time.  Additional personnel with multi-line experience have been obtained from other groups and a multi-line training course is underway to increase efficiency of personnel.  Additional trained resources are being acquired to provide interim relief.  Overflow calls are being redirected to another Company contact centre.     

Indicator 2.5 – Access to Repair Bureau

Standard – 80% or more

October – 86%

The standard for Indicator 2.5 was achieved in October.  Results for the previous four months did not achieve the standard due to resource issues, weather related problems and cable cuts.  In August a severe thunderstorm in Nova Scotia tripled daily average call volumes for a single day and resulted in the monthly standard being missed.  In September, staffing issues combined with a major cable cut in Newfoundland and four smaller cable cuts in Nova Scotia hampered the month’s results.

  Indicator 4.3 – Directory Assistance Accuracy

Standard – 93.8% or more

October – 94.7%

A new real-time (weekly) survey of customers experiencing Directory Assistance was introduced in July that will be more accurate than the previous methodology that surveyed customers that may not have had experience with Directory Assistance for the time period surveyed.  
* End of Document *
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