MTS Communications Inc.

Quality of Service Exception Reporting

Indicator 2.1 – Out-of-Service Trouble Reports Cleared Within 24 Hours – Urban and Rural

July, August, September, 2003:

MTS’s operational staffing levels were reduced due to a Volunteer Retirement Incentive Program that was offered system wide.  Redeployment of staff to fill areas where there was a shortage of field technicians has occurred and, as well, new staff were hired in the March, April and May time frame to ensure appropriate staffing levels would be available to meet our service objectives.  The length of time to acquire staff, and train them to a level of field productivity has taken longer that originally anticipated.  New and redeployed staff are in place, with a continual focus on training and experience being gained.

October 2003:

This indicator was back in band for the month of October 2003 as follows:

Results:
80.5% Urban



82.0% Rural

November 2003:

This indicator remained in band for the month of November 2003.  It has remained in band for 2 months.  
Results:
83.0% Urban



83.0% Rural

With a continued focus, efforts are being made to keep this indicator in band for December.
December 2003:


This indicator remained in band for the month of December 2003.  It has remained in band for 3 months.


Results:
85.0% Urban




82.8% Rural

