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1.
Introduction

1. In accordance with the procedure established in Telecom Decision CRTC 97-16 Quality of Service Indicators for Use in Telephone Company Regulation ("Decision 97-16"), TELUS Corporation ("TELUS") is pleased to provide its submission to finalize the quality of service standards ("the standards").

2. In this submission, failure by TELUS to address any specific quality of service indicator mandated in Decision 97-16 should not be interpreted as acceptance by TELUS of the appropriateness of that quality of service indicator, where such acceptance would be inconsistent with the views advanced by TELUS elsewhere in this proceeding.

2.
General Comments

3. In Decision 97-16, the Canadian Radio-television and Telecommunications Commission ("the Commission") provided that:

The Commission has determined a set of interfaces, indicators and standards based on those established in Decision 82-13 and modified them to reflect the issues raised in this proceeding as discussed in Section B below.  The telephone companies are directed to use the new monitoring model in Appendix A to file quality of service reports on a quarterly basis commencing with the year 1998.  The reports are to be filed within 45 days of the end of each quarter.

…

In the Commission's view, it would be appropriate to obtain actual data before finalizing a set of national quality of service standards.  Therefore, the standards for the monitoring model set out in Appendix A for the telephone companies are established on an interim basis until 31 December 1998.

4. TELUS requests that the Commission, in finalizing the indicators, first consider whether there is still a need to monitor standards.  The eventuality that monitoring standards may at some point in time no longer be required has previously been identified, as is discussed below.

3.
is there still a need to monitor standards?

5. In Telecom Public Notice 94-50 Quality of Service Indicators for Use in Telephone Company Regulations ("PN 94-50"), the Commission adopted the guidelines articulated in Telecom Decision CRTC 94-19 Review of Regulatory Framework, ("Decision 94-19") as the guidelines to be applied in its proceeding to consider quality of service of the telephone companies.

6. One of those guidelines is:

it [the Commission] will continue to monitor the quality of service of all telephone companies under its jurisdiction, with respect to essential Utility services, bottleneck facilities, and toll service in regions where the telephone company is the sole provider actively marketing such services.

(emphasis added)
7. It is important to recognize that the Commission's expression of the guideline is consistent with the role of regulation in a market evolving from monopoly to competition.  As the telephone companies cease being monopoly service providers and their service markets are opened up to competition, the need for regulatory quality of service monitoring disappears.  Customers will determine acceptable levels of quality in the market. 

8. In its Vision Action Calendar, the Commission has stated that its strategy is to:

Foster industry self-regulation, where appropriate, to respond to social issues.

9. To this end, the Commission states its intention is to:

Review existing approach to self-regulation and expand where appropriate 

· Review of existing self-regulation approach and accountability with appropriate safeguards
 

10. In Decision 97-16 the Commission once again stated that it would monitor the quality of service in regions only where the telephone company is the sole provider actively marketing such services.
  This is consistent with the objective, as stated in the Telecommunications Act ("the Act") to:

…foster increased reliance on market forces for the provision of telecommunications services and to ensure that regulation, where required, is efficient and effective;

11. Clearly, and consistent with this objective, the Commission intended that quality of service indicators would eventually be phased out.  That is, the Commission has recognized that the Act suggests that quality of service indicators should be phased out and has firmly embraced this suggestion, by indicating that they will be phased out once there is more than one service provider actively marketing services.  The Commission then proceeded to phase out Interface #4:  Long Distance Service, Interface #5:  Operator Services, and Interface #7:  Billing, on the basis of technological and market developments.  

12. TELUS also notes that customer expectations have evolved since the advent of quality of service indicators.  Customers demand around the clock service.  Any reference to days often means calendar days, as opposed to weekdays, and may involve extended hours of service.  For example, installation appointments are now booked for evenings and weekends, where in the past appointments were only booked for Monday to Friday during office hours.  To a certain extent, this lessens the relevance of the current quality of service indicators.  Furthermore, with increasing competition, the marketplace demands high quality service, irrespective of any measurement of quality of service indicators required by the Commission.

13. In its submission pursuant to PN 94-50, TELUS also raised the principle that any quality of service indicators arising out of the proceeding may, at a future time, no longer be necessary, and that implicitly, the Commission must address this eventuality, as follows:

There must also be flexibility, over time to modify quality of service indicators.  As customer expectations and requirements change, indicators may also occasionally have to change.  While continuity is desirable, it would not be useful to report an indicator that becomes obsolete or inappropriate.

…

Once the local interconnection, unbundling and co-location tariffs are approved, the local service market will be subject to full and open competition, at which time there will be no need to continue reporting local service results.

14. The local service market is now fully open to competition and this fact, when considered with the fact that many other TELUS services are subject to full and vigorous competition, leads TELUS to conclude that there is no longer a need for the Commission to monitor quality of service.  Therefore, TELUS recommends that the reporting of local service results be discontinued.  

15. There is no danger that TELUS' quality of service will deteriorate if reporting of quality of service indicators is no longer required.  TELUS has every incentive to continue to provide excellent local service, not merely because the local market is open to competition, but because all service markets are open to competition.  Even where no competition currently exists in a local service market, any decrease in local service quality will create customer dissatisfaction.  Such dissatisfaction will lead to pent-up customer demand for alternate service providers and will result in customers seeking alternate service providers, not only for local service, but for other services provided by TELUS as well.  TELUS has direct experience with the impact of its actions in non-competitive markets on its customers in competitive markets.  In the Price Caps I proceeding, Mr. Romaniuk, on behalf of TELUS, spoke directly on this issue, as follows:

Our experience in the last year to year and a half has been that customers do not really make much of a distinction when they deal with our Company as to what service it is we are providing to them.

If they are unhappy with any service that we provide to them, they use whatever means they can to seek alternative sources of supply for that service or some other service that they currently obtain from our Company.

For example, customers who are unhappy with local rate increases have, in increasing numbers, switched to other carriers of long distance service.

16. Given the state of competition in the entire telecommunications market, there is no reason to believe that TELUS would permit its level of local service to fall and every reason to believe that TELUS will continue to provide excellent local service.  Nevertheless, TELUS recognizes that the Commission may be reluctant to discontinue the reporting of local service results entirely.  Therefore, in the alternative, TELUS provides the following comments regarding the current quality of service indicators.  An analysis of the first quarter reporting requirements reveals that a number of the indicators have already outlived their usefulness and are no longer necessary.  At minimum, these indicators should be revised.  A discussion of these specific indicators follows.

4.
Indicator 1.1  Provisioning Interval

17. This indicator measures the number of days required to provide service from the date of the customer's request, on both an urban and rural basis.  The interim standard is up to 5 days for urban installations and up to 10 days for rural installations, with 90% being so installed.  

18. In the report "Customer Satisfaction and Indicators for Quality of Service Provided by Telephone Companies", attached to the Bell Canada submission to finalize the standards ("the JBG Report"), JBG Consultants investigated the relationship between the level of service provided by the telephone companies and the level of customer satisfaction experienced at different levels of service (this relationship was also investigated in regards to Indicator 2.1  Out-of-Service Trouble Reports Cleared within 24 Hours, which is discussed below).  The findings of this investigation were that the proposed indicator for the time required to complete installations is unnecessarily strict.  Customers were as satisfied with a time interval of up to 10 days for urban installations and up to 20 days for rural installations as they were with the interim standards.

19. Therefore, based on the foregoing supporting rationale, TELUS proposes the standard for this indicator be revised to measure the number of installations completed in up to 10 days for urban installations and up to 20 days for rural installations, with 90% being so installed, as supported by the JBG Report, until such time as the standard is phased out.

5.
Indicator 1.7  On-Time Activation of PICs for Alternate Providers of Long Distance Service

20. This indicator measures on-time PIC activation.  PIC activation is the provisioning process whereby the incumbent telephone companies switch a customer's long distance service over to a competitor.  The service provisioning interval should be 2 business days for routine PIC activation and 11 to 16 days for complex services such as Centrex and Megalink.  The interim standard is that 90% be so provisioned.

21. First quarter results reveal that all of the telephone companies have consistently met this very high standard.  This suggests that the need to monitor on-time PIC activation through regular filings with the Commission is no longer necessary.  Therefore, TELUS recommends that in this process to finalize standards, this standard should be addressed on an exception-only, complaint basis, until such time as it is phased out.

6.
Indicator 2.1  Out-of-Service Trouble Reports Cleared Within 24 Hours

22. This indicator measures the total of initial out-of-service trouble reports cleared within 24 hours, both on an urban and rural basis.  The interim standard is that 80% be so cleared.  First quarter results reveal that TELUS (TCI) failed to meet this standard on a rural basis, with 78% of initial out-of-service trouble reports so cleared.

23. As previously stated, in the JBG Report, JBG Consultants investigated the relationship between the level of service provided by the telephone companies and the level of customer satisfaction experienced at different levels of service with regards to this indicator.  The findings of this investigation were that the proposed indicator for the time required to complete repairs is unnecessarily strict.  Customers are as satisfied with a time interval of up to 36 hours as they are with a time interval of up to 24 hours.  Therefore, the report recommends that the indicator be revised to measure the total of initial out-of-service trouble reports cleared within 36 hours, both on an urban and rural basis, with the standard being that 80% on an urban basis and 70% on a rural basis be so cleared.

24. TELUS also submits that the 24 hours/80% interim requirement fails to recognize the differing nature of urban and rural out-of-service trouble reports and is therefore too high.  

25. That is, TELUS' "rural area" (as defined by the Commission) contains only 16% "Band C" circuits and 84% "Band D" circuits.  Most "Band D" areas are remote, requiring additional travel time and impacting the ability to clear the trouble in less than 24 hours.  Some "Band D" areas are serviced only once or twice a week, due to remoteness, difficult accessibility and the travel distances involved.  Furthermore, most rural areas are not staffed on the weekends and holidays and are therefore dependent on stand-by maintenance staff, (i.e., staff who are "on call").  Finally, out-of-service trouble calls are not consistently prioritized over in-service trouble calls by the mechanized dispatch system.

26. Therefore, based on the foregoing supporting rationale, TELUS proposes the standard for this indicator be revised to measure the total of initial out-of-service trouble reports cleared within 36 hours, both on an urban and rural basis, with the standard being that 80% on an urban basis and 70% on a rural basis be so cleared, as supported by the JBG Report, until such time as the standard is phased out.

7.
Indicator 2.6  Competitor Repair Appointments Met

27. This indicator measures the percentage of competitor repair orders completed on the appointed day.  The interim standard is 90%.

28. As was noted in TELUS' letter to the Commission dated March 27, 1998 and in the first quarter report, TELUS (TCI) does not currently have methods in place to separate the data between competitors' repair calls and repair calls received from all other customers.  TELUS employs a common process to serve all customers.  Indicator 2.2 includes data for all customers.

29. Furthermore, TELUS submits that it is not appropriate to differentiate between customers and to provide a different level of service to customers that are competitors.  Rather, all customers must receive the same high level of service.  Whether they are competitors or not is irrelevant.

30. Therefore, based on the forgoing supporting rationale, TELUS proposes a company-specific standard for this indicator, that being that it continue to be included and subsumed within Indicator 2.2, until such time as it is phased out.

8.
Indicator 3.1  Dial Tone Delay

31. This indicator measures the percentage of attempted calls during the busy hour experiencing dial tone delay of 3 seconds or less.  The interim standard is that 98.5% experience such delay.

32. First quarter results reveal that all of the telephone companies have consistently met this very high standard.  This suggests that the need to monitor dial tone delay through regular filings to the Commission is no longer necessary.  Therefore TELUS recommends that in this process to finalize standards, this standard should be addressed on an exception-only, complaint basis, until such time as it is phased out.

9.
Indicator 4.1  Directory Accuracy

33. This indicator measures the percentage of customer listings in the white pages of company directories published without errors or omissions.  The interim standard is that 93.8% of listings be so published.

34. As was noted in the first quarter report, TELUS was unable to provide this information due to problems encountered in implementing a process to gather the required data for this indicator.  These problems persist.  Implementing such a process would be extremely expensive, labour-intensive and arduous, and would yield results of questionable accuracy.  Therefore, TELUS submits, from a business perspective, it makes little sense to pursue this course of action.

35. Rather, TELUS submits that in the past, it has gathered information similar to that required for this indicator from a Telephone Service Evaluation Program ("TELSEP") wherein a random sample of customers was interviewed by a market research firm to determine the level of satisfaction with the accuracy of their listings in the TELUS White Page directories.  Such a survey has been implemented for the purposes of residential market research.  Questions regarding directory accuracy have been included in this survey process, effective July 1, 1998.  This has proven to be an easily obtained, effective, expedient and economical source of information.

36. Therefore, based on the foregoing supporting rationale, TELUS proposes a company-specific standard for this indicator, that being the reporting of such survey results on a quarterly basis, with the standard being 90%, until such time as it is phased out.
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