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15 January 2004
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

 AUTONUM 
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, Bell Canada provides the following report for December 2003:

Attachment 1 – Indicator 2.6:

Competitor Repair Appointments Met
Attachment 2 – Indicator 2.1B:

Out-of-Service Trouble Reports Cleared within 24 Hours – Rural

 AUTONUM 
A machine‑readable file copy of this submission is provided to the Commission via Internet email.

Yours truly,

Attachment
Bell Canada

Quality of Service Monthly Results

Indicator 2.6 – Competitor Repair Appointments Met
Year:


2003
Standard:

90% or more

Month
(%)
January
93
February
91
March
92
April
93
May
90
June
91
July
92
August
85
September
87
October
89
November
88
December
89
Explanation of Results
December

The action plans implemented during the previous months are improving the measurement results.  
Action Plans

Internal processes have been modified as a result of the action plan put in place.  It is expected that the standard will be met in January 2004.
Bell Canada

Quality of Service Monthly Results

Indicator 2.1B – Out-of-Service Trouble Reports Cleared within 24 Hours – Rural
Year:


2003

Standard:

80% or more

Month
(%)
January
83

February
84
March
79
April
84
May
83
June
85
July
83
August
75
September
82
October
78
November
72
December
77
Explanation of Results
Heavy rain at the end of November and in early December combined with freezing caused an increase in repair load for November and December.  
Action Plans

Senior management is reviewing results on a daily basis and have implemented action plans which include the use of contractors and overtime in peak periods.
*** End of Document ***
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