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Edmund H. Burry

Manager - Regulatory Reporting


Aliant Telecom Inc.


Fort William Building


P.O. Box 2110


St. John's, Newfoundland



Canada    A1C 5H6



Bus:
(709) 739-2003


Fax: 
(709) 739-3122


Email:  ed.burry@aliant.ca

25 October 2002








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 / September 2002
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 and September 2002.

Attachment:
Indicator 1.5 – Access to Business Office
An electronic version of this report is also being provided for posting on the Commission’s web site. 


Yours truly,

Attachment

Attachment

Aliant Telecom Inc.

Quality of Service Monthly Results

August / September 2002

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

August – 85%
September – 67%

The standard for Indicator 1.5 – Access to Business Office, was substantially exceeded in August.  
In September there were a number of reasons why the standard was not achieved.  Average call times to the Aliant Business Contact Center increased substantially to 11.9 minutes relative to 9.8 minutes for August.  There were a number of reasons for this increase including the student rush which caused many calls to overflow to the Business cue, unusually high incidental absence, significant increase in call volumes relative to last year, vacation schedules, and the decreased productivity of 7 inexperienced Business Services Representatives who completed training in mid August.  The Company is working to mitigate the below standard performance by, rescheduling vacations and utilizing resources from other areas of the Company.  
The results of the Aliant Consumer Access Center were impacted by student connections and experience level of new staff.  The Company is initiating changes to its Interactive Voice Response (IVR) system in Newfoundland to route billing enquiries to an alternate cue providing quicker response to customer service requests.  IVR changes are also planned for New Brunswick in November the reduce the number of misdirected calls.     

* End of Document *
























































































� EMBED Word.Picture.8  ���














_1041054243.doc
[image: image1.jpg]Aliant

Telecom Inc.

an Aliant company







