[image: image1.png]Aliant )






Edmund H. Burry

Manager - Regulatory Reporting


Fort William Building


P.O. Box 2110


St. John's, NL



Canada    A1C 5H6



Bus:
(709) 739-2003


Fax: 
(709) 739-3122


Email:  ed.burry@aliant.ca

18 January 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 – December 2004
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 December 2004.
Attachment:
Indicator 1.5 – Access to Business Office

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)

Indicator 2.5 – Access to Repair Bureau

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


Yours truly,

Attachment

Attachment
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Aliant Telecom Inc.

Quality of Service Monthly Results

December 2004
Indicator 1.5 – Access to Business Office
Standard – 80% or more

October  
72%

November  
60%

December  
64%
Indicator 2.1A – OOS Trouble Reports Cleared Within 24 Hours (Urban)

Standard – 80% or more

October
60%

November
73%

December
78%

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

Standard – 80% or more

October
58%

November
62%

December
66%

Indicator 2.2B – Repair Appointments Met (Rural)

Standard – 90% or more

October 
82%

November
87%

December
86%

Indicator 2.5 – Access to Repair Bureau

Standard - 80% or more

October
48%

November
43%

December
64%
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Explanation and Action Plan
Aliant Telecom experienced a legal work stoppage by its unionized workforce including approximately 4,300 operators, clerical staff, and technicians for the period April 23 to September 20, 2004.  After such a lengthy work stoppage the Company is experiencing an adjustment period by its entire workforce.  Subsequent to the work stoppage there was an increase in service requests due to pent-up demand of services not ordered when unionized workers were manning picket lines.  This was further complicated by labour issues, the loss of experienced workers, and the increased vacation scheduling of management employees. 

The Company has a work plan to improve results and to assist employees with programs such as an employee assistance program and other activities such as; increasing part-time workers hours of work to full-time, moving skilled resources between service queues to provide relief and workload balance, training of resources to move from other areas to customer service positions, and the rearrangement of work schedules.  The Company is continuing to take appropriate action to get its service up to standard and anticipates that its service recovery will continue into the first quarter of 2005

The Company will continue to monitor its service level closely to take appropriate action in subsequent months to meet the standards set by the Commission.
* End of Document *




































































































