Northwestel Inc.
P.O. Box 2727
Whitehorse, YT
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Northweslel

Diane Rhéaume

Secretary General

Canadian Radio-television and
Telecommunications Commission

Ottawa, Ontario

K1A ON2

Dear Ms. Rhéaume:

_ 15 February 2006
SECRETARIAT
IM/TELECOM

FED 17 2805
§600-C/2-66 [a 1
Gl / TELECCH
SECRETARIAT

Re: Telecom Decision CRTC 2000-24 - Final Standards for Quality of Service
Indicators for use in Telephone Company Regulation.

In accordance with Telecom Decision CRTC 97-16, and the above noted Decision,
Northwestel (“the Company”) submits its 4™ Quarter Quality of Service results for 2005,

Sincerely,

e

Wy

i

Dallas Yeulett
Manager, Regulatory Affairs
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CRTC Report Order 2000-397
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CRT Order 2000-39
Outages exceeding 15 minutes in duration affecting service to competitors
Competitors Other customers affected
Ontage Category Name Location Time of outage | Time restored | Duwarion Reason Name ‘Time restored | Duration

No_




Stendard  Qel 0

Naorihweste Inc. Chaaty of Sarvien
16 Faorary 2008 Ath Quarter
Toico  Indicator DQuscriotion Group

Narthwestel 11A Urban 30% or mare
Northwastel 118 Prov Interval Rural 90% ormore
Northwestel 1.2A Urban  B0% ormore
Northweste! 1.28 Inst App Met Pural 0% or mara
Northwestel 1.3A Urban 3.3% orlezs
Northwesiet 1.38 Held Orders Puraf 3.3% or less
Northweatel 1.4 Heki Upgrades Rurai 53% or lass
Norhwestel 1.5 TSF Bus Off Co 80% or more
Northwestel 18 Co 90% or maore
Northwastel 1.7 Co 90% or more
Northweatsl 2.1A Urban 80% or more
Nerthwesiel 2.8 gos«<24hrs Rural 80% or mare
Northwestel 21C 008<5 bus days Femcte 9% ormore
Norttweastel 224 Urban 90% or more
Northwestel 228 Rapalr App Met Rurat 80% or more
Northwastel 2.3A Urban 5% or Inss
Northwastel 2.38 Initial Report Rate Rural 5% or laxs
Northweste! 24A Community Isolations Cat1  Not Applicable
Northwasted 24B Cat2 Mot Applcable
Northwestal 24C¢ Cat3  Not Applicable
Notthvwestal 2.6 TSF Repair Co 80% or rmare
Northweste! 24 Co 90% or more
Neodthwestel R Dkal Tone Delny Ca 98.5% or mor
Morthwastel 4.1 Directory Accuracy Ca 93.8% Or more
Northwestel 4.3 Directary Assistance Suvey  Co 93.8% ¢r momns
Northweste! 5.1At Urban Provisloning
Northwestel 5181 Cutomar Complaints RAural Provisioning
Narthwastsl 51A2 Urban Repal
Northwestel 5182 Cutomar Complaints Rurg Repair
Northwestel 6.1A3 Urban  Local Service
Northwestel 5183 Cutomer Complaints Rura} Local Service
Northweste! 5.1A4 Long Distance
Northwaste! 5.1B4 Cutomer Complaints Aural  Long Distanca
Northweatel  5.1A5 Urban  Oparator Service
Nonhwestel 5.1B3 Cutomer Complaints Rural  Operator Service
Northwasiel 5.1A8 Urban Directory Servica
Northwestol 5166 Cutomar Complaints Rura)  Directory Service
Nothweste! B1AT Urban  Billing Service
Northwastel 5.1B7 Cutomar Complaints Rural  Biking Sarvica
Northwestal LREN Urban Total
Northwestal 5.18 Cutemer Complaints Rurat Total
Northwestel 52 Cutomer Complaints Co Resoived
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Northwestel 2005 Notes

October ~ December 2005

Indicator 2.1C The Quality of service target of 90% out of service troubles cleared
within 5 business days in Remote communities was missed on seven of
twelve months in 2005. The indicator was missed for the following

months:
January Results: 89%
March Results: 85%
June Results: 88%
August Results: 88%
September Results: 86%
QOctober Results: 88%
December Results: 83%

In the month of January, 2005 the indicator was missed primarily due to
technician availability. In 5 of the 45 Remote communities where
Northwestel has recruited and hired Community Service Technicians the
technicians were unavailable, In addition, in the community of
Tuktoyaktuk 3 out of service troubles were cleared beyond the 5-
business day target due extreme weather conditions in that community.

In the month of March, 2005 the indicator for out of service troubles
cleared within 5 business days in Remote communities was missed
primarily due to one Community Service Technician in the comrunity
of Cape Dorset that was medically sick. As a result of that illness 6 out of
service troubles were missed in the month of March. In addition
Community Service Technician availability had a negative impact in 7
Remote communities.

In the month of June, 20035 the indicator for out of service troubles
cleared within 5 business days in Remote communities was missed
primarily due to Community Service Technician availability in 12
separate Remote communities.

In the month of August, 2005 the indicator for out of service troubles
cleared within 5 business days in Remote communities was missed
primarily due to Community Service Technician availability in 15
separate Remote communities.

In the month of September, 2005 the indicator for out of service troubles
cleared within 5 business days in Remote communities was missed
primarily due to Community Service Technician availability in 12
separate Remote communities.
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In the month of October, 2005 the indicator for out of service troubles
cleared within 5 business days in Remote communities was missed
primarily due to Community Service Technician availability in 9
separate Remote communities.

In the month of December, 2005 the indicator for out of service troubles
cleared within 5 business days in Remote communities was missed
primarily due to Community Service Technician availability in 10
separate Remote communities.

As is illustrated in the above paragraphs Northwestel faces it biggest
challenges in meeting Indicator 2.1C in the Remote communities where
Northwestel has recruited and hired Community Service Technicians.
Factors that impact Community Service Technician availability include
training, vacations, illness, the Community Service Technician’s non-
Northwestel-related employment obligations within the community and
low trouble report volumes, The impact of CST availability is significant
in its effect on Indicator 2.1C in that in 39 of the 45 Remote communities
where Community Service Technicians are stationed, on average those
communities receive less than S out of service troubles per month.

Employee attraction and retention has had a negative impact on
Northwestel’s ability to achieve the 90% target for Indicator 2.1C. In
2005, Northwestel had 15 Community Technicians, in 12 separate
communities tender their resignations for their service positions. In
addition Northwestel terminated 3 Community Service Technicians. The
result of these resignations and terminations was a staff turnover of 41%
in these 45 Remote communities in 2005. As a result of the resignations
and terminations in 2005 Northwestel recruited and hired 10 new
Community Service Technicians, and re-hired 3 Community Service
Technicians who had served in that capacity with Northwestel in the
recent past.

Northwestel’s year-end result for out of service troubles cleared within 5
business days in the 45 Remote communities where Community Service
Technicians are stationed was 88%.

In order to attract and retain a stable Northern workforce and to improve
results for Indicator 2.1C in the Remote communities where workload
dictates the requirement for 2 Community Service Technician position,
Northwestel has implemented the following:

Developed improved Community Service Technician Training Plan
Identified Personal Computer requirements for all Community Service
Technicians to improve two-way communications between the
technician and Northwestel.
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The Company also implemented an outside cable plant maintenance
strategy to improve service and reduce trouble reports by repairing or
replacing outside cable plant in Remote communities where outside
cable plant has been identified as a concern,
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