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P.O. Box 2110


St. John's, NL



Canada    A1C 5H6



Bus:
(709) 739-2003


Fax: 
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18 February 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 – January 2005
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 January 2005.
Attachment:
Indicator 1.5 – Access to Business Office


Indicator 2.5 – Access to Repair Bureau

Indicator 2.1A – OOS Trouble Reports Cleared Within 24 Hours (Urban)

Indicator 2.1B - OOS Trouble Reports Cleared Within 24 Hours (Rural)

Indicator 2.2B – Repair Appointments Met (Rural)

An electronic version of this report is also being provided for posting on the Commission’s web site. 


Yours truly,

Attachment
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Aliant Telecom Inc.

Quality of Service Monthly Results

January 2005
Indicator 1.5 – Access to Business Office
Standard – 80% or more

October  
72%

November  
60%

December  
64%
January 05
68%

Indicator 2.5 – Access to Repair Bureau

Standard - 80% or more

October
48%

November
43%

December
64%
January 05
67%


Explanation and Action Plan

Weather had a major impact on service levels with office closures on Nova Scotia and Prince Edward Island on three occasions due to severe snow storms.  These storms also caused heavy call volumes to the Repair Bureau.

Aliant’s Business Office experienced heavy call volumes in early January with call handling times higher than forecasted.

On January 4 the queues experienced a network routing issue during a period when call volumes were higher than anticipated due to the pent up demand after the holiday period.  An  IVR overload caused system failure and prevented measurement of results.  Results have been excluded for those areas impacted by the system failures.

Recovery and recruitment plans are in place.  In January network expansion was carried out to correct and prevent the problem that occurred on January 4 from reoccurring.  Aliant hired 16 temporary employees for Repair Bureau – online as of February 7.  Business Office resources are being optimized by implementing call sharing across Nova Scotia and Prince Edward Island effective March 2005.  Part-time were agents upgraded to full time hours.   
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Indicator 2.1A – OOS Trouble Reports Cleared Within 24 Hours (Urban)

Standard – 80% or more

October
60%

November
73%

December
78%

January 05
 81%

Indicator 2.1B – OOS Trouble Reports Cleared Within 24 Hours (Rural)

Standard – 80% or more

October
58%

November
62%

December
66%

January 05
67%

Indicator 2.2B – Repair Appointments Met (Rural)

Standard – 90% or more

October 
82%

November
87%

December
86%

January 05
85%


Explanation and Action Plan
Weather conditions pad a major impact on service results for Rural OOS Trouble Reports Cleared Within 24 Hours and Repair Appointments Met.  The three major snow storms drove higher than normal call volumes and impacted Aliant’s ability to get vehicles to customer locations due to road conditions.  Rural areas were impacted more due to travel time required to reach trouble call locations.

The standard for OOS Trouble Reports Cleared Within 24 Hours (Urban) was achieved in January due to effective allocation of resources.

Aliant has reviewed the resource start locations and will increase “home dispatch” to more effectively meet the requirements in rural areas.

Additional focus is being placed on ensuring OOS troubles receive more attention in the internal processes and on assessing rural repair appointments on a daily basis.

Aliant continues to monitor trouble reports and repair appointments for rural areas to allocate additional resources when required.

OOS Trouble Reports Cleared Within 24 hours (Urban) will be monitored to ensure that the acceptable standard of performance is maintained. 

*** End of Document ***



































































































