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19 September 2005
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 – August 2005
1.
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 August 2005.

Attachment:
Indicator 1.5 – Access to Business Office


2.
An electronic version of this report is also being provided for posting on the Commission’s web site.
Yours truly
[Original signed by E.H. Burry]
___________________________
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Aliant Telecom Inc.

Quality of Service Monthly Results

August 2005

Indicator 1.5 – Access to Business Office
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During the month of August, the Business Office experienced an increase in call volumes along with an increase in average handle time, which was due in part to problems related to Agent Desk Top.  An outage for Internet service, which continued over a two day period, and a billing problem for dial and high speed Internet customers also contributed to an increase in the call volumes.  Training requirements, vacations and unscheduled absence contributed to the overall results.  In an effort to meet service levels, part time and student employees worked full time and overtime hours.  Full time internal resources remained on loan to the Business Office from other areas of operations.

The standard for Access to the Business Office was not achieved in August.

Aliant is recruiting new hires in September and will also continue to reassign internal resources to Business Office positions and offer part time and student employees full time hours. 
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