[image: image1.wmf]
6 June 2003







via fax and email

Ms. Shirley Soehn

Executive Director -- Telecommunications

Canadian Radio-television and 

 Telecommunications Commission

Ottawa, On

K1A 0N2

Dear Ms. Soehn:

RE: Telus Failure to Comply with CRTC Decision 97-16

Call-Net Enterprises Inc. is greatly concerned with the quality of service that Telus has been providing in recent months.  Further, it is Call-Net’s view that Telus is not complying with the CRTC approved directives concerning quality of service reporting.

As you are aware, when the ILEC reports a quality of service indicator that is chronically below standard, the ILEC is required to take corrective action and begin monthly reporting.  The Commission has outlined the necessary actions in its Telecom Decision CRTC 97-16:

The Commission agrees with parties and directs that in circumstances where a telephone company reports an indicator with below-standard quality for three consecutive months, or seven out of 12 consecutive months, it is to file for that indicator monthly reports within 15 days of the end of the month, rather than quarterly reports, until quality meets or exceeds the standard for three consecutive months, and provide an explanation of the cause of quality degradation and an action plan describing how it intends to rectify and prevent the situation from recurring. 

It is Call-Net’s understanding that this process is to be followed for all quality of service indicators, even those that are for competitors.  Telus published its most recent quarterly Quality of Service results for Call-Net Enterprises on 15 May 2003.  This report had dismal results with five indicators showing chronic degradation.  While Call-Net notes that it did receive a rate adjustment of $1,432.90 for Telus’ poor quality, this amount is a paltry sum compared with the damage to Call-Net’s reputation and lost sales that resulted from the poor quality.

Telus has consistently failed to deliver the minimum standards on the following indicators:

· 1.8 New Unbundled Type A and B Loop Order Service Intervals Met;

· 1.9 Migrated Unbundled Type A and B Loop Order Service Intervals Met;

· 1.13 Unbundled Type A and B Loop Order Late Completions;

· 1.15 Local Number Portability Order (Standalone) Late Completions; and

· 2.9 Competitor Degraded Trouble Reports Cleared Within 48 Hours

In fact, Telus has failed to meet indicator 1.8 for the past nine months, indicator 1.9 for the past 13 months, indicator 1.13 for the past 15 months, indicator 1.15 nine times out of the past 11 months (one of those months was met because there were 0 LNP-only orders that month) and indicator 2.9 eight times in the past 12 months.  This miserable track record is despite the fact that the vast majority of Call-Net LSRs are ordered with due dates later than the standard interval and therefore not captured in the measurements where they would impact indicators 1.8, 1.9, 1.13 and 1.15.

Call-Net respectfully requests that the CRTC instigate the corrective action processes that are contained within the current quality of service regime and require Telus to instigate an action plan and monthly reporting for those chronically missed indicators.

Sincerely,

Original signed by Jean Brazeau

Jean Brazeau

Senior Vice President

Regulatory and Strategic Partnerships

Call-Net Enterprises Inc.


2235 Sheppard Ave. East


Atria II, Suite 1800


North York, Ontario M2J 5G1


Tel:  (416) 718-6400


Fax: (416) 718-6477
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